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Introduction

Welcome

Welcome to Siebel Global Services. This guide provides you with an overview of the
comprehensive world-class services Siebel Systems offers customers and partners.
Siebel Systems’ paramount goal is to provide 100 percent satisfaction, and the first
step is helping you understand what services Siebel Global Services provides and
how you can effectively work with them. Siebel Systems offers a proven array of
global services, including Siebel Professional Services, Siebel University, Siebel
Technical Support, Siebel MultiChannel Effectiveness Services, and SiebelNet
Business Services, together supporting the entire project lifecycle, as shown in

Figure 1.
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Figure 1. Siebel Global Services Overview
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‘ Technical Support

The purpose of Siebel Technical Support is to assist all supported customers and
partners in resolving problems encountered in running Siebel eBusiness
Applications, MidMarket Edition.

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.

Siebel Technical Support expects the product to become a mission-critical tool in
your sales, service, and marketing activities. Therefore, promptly dealing with any
issues that arise in your use of the product is its top priority. In order to provide fast,
up-to-date technical support, and to equip you with the most comprehensive access
to the information you need, Siebel Technical Support uses the Web as its primary
support delivery vehicle. The following sections detail how you can work with
Siebel Technical Support to resolve product issues.

NOTE: Available hours, error severity levels, delivery of updates, and so on are as
stated in your Software License and Services Agreement (SLSA). Information in this
guide does not replace or change your Software License or Services Agreement.
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Designated Contacts

Designated Contacts

Siebel Technical Support provides assistance to your organization through your
company’s Designated Contacts. These contacts work with Siebel Technical Support
through Siebel SupportWeb, which is Siebel Systems’ technical support service for
finding solutions and submitting new questions. In order to obtain read/write
access to Siebel SupportWeb, your organization first should identify your
Designated Contacts. The contacts must attend Siebel product training, which will
better prepare them for using and supporting the products. A technical support
account then will be set up, providing access to SupportWeb, where users can locate
a wealth of technical information (see the Siebel SupportWeb section for detailed
descriptions of the available features and contents). Issues logged on SupportWeb
are handled by Siebel technical support engineers. SupportWeb and email are
primarily used to communicate with Designated Contacts and the telephone is a
supplemental communication channel. It is important to note that Designated
Contacts have the responsibility of supporting other Siebel users at your site.

To become a Designated Contact, your appointed employee must attend the Siebel
eBusiness Essentials course or the Core Consultant course, as specified in your
SLSA. For information on courses, please see Chapter 2, “Siebel University.” Once
training has been completed, please email a request to establish your contact as a
liaison with Siebel Technical Support. Send your request to support@siebel.com
with the following information:

m Name and title of designated contact

m Work email address

m  Work phone number

m Dates and training classes attended through Siebel University

A SupportWeb account then will be sent by email to your contact. Please allow one
business day once the required information is received to complete this process. If
difficulties arise, this process may take longer. However, those are exceptional cases.
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Designated Contacts

Siebel Technical Support also will set up one read-only account to be shared by your
project team. The read-only account provides access to the extensive knowledge
base in Siebel SupportWeb but does not provide access to the Service Request or
Enhancement Request areas. To provide a smooth working relationship, your new
Designated Contacts will receive welcome calls from the Siebel Support Services
organization. The purpose of these calls is to welcome new contacts into the world
of Siebel services, explain how Siebel Technical Support works, provide Web
account information, and walk contacts through Siebel SupportWeb.

Your company may appoint as many Designated Contacts as specified in your SLSA.
For continuity, Siebel Technical Support suggests that you retain these employees as
your contacts for at least 90 days, unless they leave the company. You also have an
option to purchase additional Designated Contacts. If you are interested in this
support option, please contact your sales representative for further information.
Please note that it is the responsibility of the Designated Contacts, the Technical
Account Manager (TAM) or the Customer Account Manager (CAM)—if you have a
TAM or CAM—to provide up-to-date contact and address information. It is in your
best interest to keep this information current at all times, as it is used for providing
technical support and product updates.

To provide the greatest possible benefit to your user community, you should make
sure that your Designated Contacts maintain a high level of technical expertise in
Siebel applications and in related technologies.
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Second Line Support

Second Line Support

Siebel Systems uses its own implementation of Siebel eBusiness Applications,
specifically Siebel Service and Siebel eService, to provide second line support to
your Designated Contacts. These Designated Contacts provide support to other
Siebel users within your organization. This includes your own help desk, if you
have one, which would then provide support to your end users.

Service Request Tracking

Siebel Systems will maintain records or Service Requests of all customer-reported
problems and their resolution. All customer support interactions will be tracked for
accuracy, support, and product improvement. To review your Service Requests,
please access Siebel SupportWeb, on which you can view your company’s Service
Requests, including those you have submitted. Siebel SupportWeb, email, and
telephone are used to exchange information between Technical Support and
customers. Siebel Systems will need to request and exchange technical information
regularly with you to resolve product issues, and in some cases, you will need to be
available until the issue is resolved.

Additionally, you will be able to view problem descriptions and resolutions
submitted by other customers to aid in problem resolution. These knowledge base
items are available by using the Support Search feature. Please note that while
technical issues logged through Siebel SupportWeb generally are made available to
other customers, customer contact information is kept confidential.
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Resolution Expectations

Resolution Expectations

Technical support and engineering resources will be assigned in accordance with
the severity of the problem being encountered. Severity levels are defined in
Table 1-2 on page 1-18, and on Siebel SupportWeb in the Using Technical Support
section. Resolution of a customer's problem will depend, in some cases, on the
ability of your Designated Contacts to provide accurate and detailed information,
and to conduct diagnostic and test activities as requested by Siebel support
personnel. Please be prepared to devote resources to working with Siebel Technical
Support to resolve technical issues.

Siebel SupportWeb: Technical Web Support Service

Siebel Technical Support maintains Siebel SupportWeb to provide users with a
comprehensive resource for product information and solutions, including issues
previously encountered by other companies. Supported users can access Siebel
SupportWeb directly at http://ebusiness.siebel.com/supportweb. Full access
accounts are provided to Designated Support Contacts. A read-only logon account
also is provided for your entire project team. For more information on becoming a
contact, see “Designated Contacts” on page 1-3.
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Siebel SupportWeb: Technical Web Support Service

Siebel Technical Support provides around-the-clock access to information and
answers through Siebel SupportWeb. The Web site contains answers to common
support issues raised by Siebel customers and proactive product information. This
should be the first place you look for solutions to your problems. Siebel SupportWeb
also provides you with the ability to submit and track your Service Requests and
with the ability to track the status of your Enhancement and Patch Requests. See
Table 1-1 to discover how this service can help you find Siebel product information,
report problems to Siebel technical support engineers, and learn from other Siebel

users.

Table 1-1. Siebel SupportWeb Areas (1 of 3)

Area

Using Technical Support

Support Search

FAQs (Frequently Asked Questions)

Technical Notes

Siebel Alerts

Statements of Direction

Description

This area of Siebel SupportWeb contains detailed information on
working with Technical Support, such as how to report a problem,
severity level definitions, and escalation procedures. The Using
Technical Support section is also available on SupportWeb in French,
German, Spanish, Brazilian Portuguese, and Japanese.

This tool allows you to quickly and easily find information on specific
topics by querying on keywords across Service Requests, Technical
Notes, FAQs, and Siebel Alerts. Siebel Technical Support recommends
that you use this tool as your first step in diagnosing an issue.

FAQs are a comprehensive collection of questions and answers from
previous Support interactions.

These notes document current information about specific topics
related to the implementation, configuration, and usage of Siebel
eBusiness Applications. These typically are detailed documents
written by Technical Account Managers, Expert Services, Consultants,
and Technical Support Engineers.

The alerts point out key product behavior, which you may find useful
in planning your Siebel implementation or upgrade. An alert typically
will include a recommended action, such as a workaround or
application of a maintenance release.

A Siebel Statement of Direction presents new and enhanced features
planned for upcoming releases of Siebel eBusiness Applications.
Statements of Direction are intended to help coordinate the
deployment plans of Siebel customers with future releases of Siebel
products. Please note that all information contained in a Statement of
Direction is prerelease and is subject to change.
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Siebel SupportWeb: Technical Web Support Service

Table 1-1.

Siebel SupportWeb Areas

(2 of 3)

Area

Maintenance Release Notes

Installation/Upgrade Doc

Documentation Updates

My Service Requests

My Company’s Service Requests

Submit a Service Request

Find SR

Help

Update Profile

Enhancements

Description

Maintenance Release Notes allow you to view the fixes included in the
maintenance release and determine whether the maintenance release
would be beneficial to your particular environment.

This area of SupportWeb provides easy and convenient access to
documentation that will help you install and/or upgrade your Siebel
applications. You will find Installation Guides, Release Notes, Release
Note Addenda, and Upgrade Guides for Siebel products.

Documentation Updates, which began with the Siebel 99 release, cover
changes that have been made to guides between revisions of the Siebel
Bookshelf. This allows you to get the most current documentation
immediately.

This Service Request area of SupportWeb allows you to see all Service
Requests you have logged, drill down into the details, and update your
Service Requests online. Technical support engineers communicate
with Designated Contacts through Service Request updates, among
other channels.

This view provides the ability to see all Service Requests logged by
your company (in addition to your own). You can see their status, drill
down into the details, and update the Service Requests online.

If unable to find the answer to your question in the Siebel SupportWeb
knowledge base, you can log a new Service Request online simply and
quickly.

When looking for something specific, save time by quickly querying a
particular Service Request by SR number, abstract, date created, or last
name.

Siebel SupportWeb’s online help will answer many of your questions
about Siebel Technical Support’s Web support service.

Maintain your contact information so Siebel Technical Support always
can reach you. Siebel Technical Support will automatically send email
alerts to the email address listed in your user profile whenever a new
Service Request is created or an update occurs on your Service
Requests.

These allow you to view Enhancement Requests that have been logged
on behalf of your company and the associated Service Requests.
Drilling down on the Enhancement Request takes you to the status,
which is updated by Siebel Product Marketing.
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Siebel SupportWeb: Technical Web Support Service

Table 1-1. Siebel SupportWeb Areas (3 of 3)
Area Description
Maintenance Release Requests You are able to track the status of your maintenance release requests
easily and conveniently by viewing them online in your SupportWeb
account.
File Upload/Download This is a secure FTP site for transferring files to Siebel Technical

Support or downloading files, such as Technical Notes or maintenance
releases, from Siebel Systems. An account automatically is created for
all new customers. Designated Contacts will receive an email message
with access information. If you are a Designated Contact and have not
received this information, please contact support@siebel.com. For
more detailed information see the Upload/Download section of
SupportWeb.

You can track Service Requests, Enhancement Requests, and Patch Requests in the
Request Summary view, as shown in Figure 1-1.

SIEBEL About Siebel Systems

eBusiness

News & Events
Contact Us

Home Service Requests

Support Home

= Welcome to Technical Support!
Siebel Techsupp Internal's Customer Support Number (CSN) is TS_INTERNAL.,
Request , "
Summary My Service Requests _ [Crevious e |
SR Number | Status GMT Opened ha;n:e ;';::e Topic Area Severity
36 8/2/01 6:30:12 This is a test SR (to be Communications Server 3-
Seiszzosy  Reviewing Al Do Support o)oted) 52000 Standard
38 Customer £/21/01 4:06:59 Configuration - General e
S33aseasy  Update ek Demo Support  This is a test SR a2000 4-Minimal
ErY Customer 5/26/01 1:59:41 3-
316861757  Update AM Do Support  ddd Standard
38 5/26/01 1:52:48 3-
Sliseizsy  Resolved a Derma Support  test tandard
|\‘|y Completed 38 5/26/01 1:44:53 s . 3-
38 Research & 4/26/01 11:05:36 Remote clients get dok- p
294757251 Testing ek Dema Support SR Siebel Rernote 52000 4-Minimal
Patch Requests
Enhancement Requests | Frevious W Hext |
(=l SR Number | Status Date Created | Topic
Number
12- 38 To be reviewsd 6/27/01 8:18:11  &n earlier sanity check of the repository names in s_repository is required
SLNWLL 294757251 aM in the uparep.ksh script
12 a6 Mot planned for future  4/7/00 6:51:47
10EvE 335386451 release fass Option for single logical record on Export
Patch Requests [ Previous |
Patch .
Request Status Date Opened Topic

12-26605Y  Clossd-Withdrawn i}dﬂ“fﬂﬂ 10:16:09

Mot able to export the Account Mame fisld/colurin in eBiz.

P el S e - i}ﬁ/s/oo 11:29:32  The D&B DUNS number needs to be propagated through List Management inta the

Accounts table

11/27/00 1:34:36

12-3041ZK Closed-Withdrawn The axdesk.dll cannot be registered during an uparade.

Figure 1-1. Siebel SupportWeb: Request Summary
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Siebel SupportWeb: Technical Web Support Service

Search the knowledge base to find solutions, FAQs, Siebel Alerts, and Technical
Notes, shown in Figure 1-2.

S I E B E L About Siebel Systems

eBusiness

News & Events
Contact Us

Support Home Using Technical Support [EITTITCITIaN eBusiness Apps (Yersions 3-6) Series 3/5 Apps (ex-Scopus)
MidMarket Apps  File Upload/Download Help

Refine

| Refine Hew Query

Example 1: If you wart to search for Oracle and Windows, you should type the following query: Oracie AND Windows.
Example 2: If you want to search for documerts thet have Oracle or Windows or both, youtype : Qracle OR Windows.
More Search Instructions

Score Title Last Modified Size
1, ##¢#+ cop: Search Specification case insensitive 7/17/01 7:28:33 AM 3012

Description: 1 want to put a cass insensitive Ssarch Spacification in a Link. The search sxpression is ((Template_Name] =
ParentFieldvalus(*NOV Producto Contrato”) &n. . .

2, ®®8e% :p: Case Insensitive in .cfqg TRUE or FALSE 5/14/01 9:35:35 AM 4240

Description: Our client is asking us to change in the .cfg the Case Insensitive to TRUE (now we have it to FALSE). I have read in the
Bookshelf the following paragraph: Sisbel provid. . .

3., ®#¢e+ cp: Howto do case insensitive searches with wild cards 2/16/01 5:07:33 PM 3061
Description: For example to search for all active srs in service request we could do Status = Active Status ~= active Status =
Act®  But.. .

4, ®%##% oR; Case-insensitive Sort 5/23/00 12:24:31 FM 3815

Description: We would like to implement case-insensitive sort on the Account Name field. From other postings, we understand that
this is not possible if we use the wanilla configuration. . . .

5. ®#®%e con: Case Sensitivity in Query for FAQs - eService 5/17/00 7:17:00 AM 3383

Description: In the eService application, we are using the Query for FAQs. As delivered, this query is case sensitive, Is there a way
to make the query case insensitive? We have updated. . .

6, ®#®%e cn: o fields not Case Insensitive even thouah Use Default Sensitiviy = F and Case Insensitive = F 5/2/00 10:09:46 PM 2589

Figure 1-2. Siebel SupportWeb: Support Search
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Siebel Support Offerings

Siebel Support Offerings

Siebel Systems offers a range of support programs to suit the needs of companies
with varied business requirements. Whether you are a small business in one
location or a multinational corporation, Siebel Technical Support has an offering for
you. The following section describes the support programs and the features within
each offering. Contact your sales representative for further details on purchasing
any of these services.

Standard Support

Siebel Systems’ foundation level of technical support is intended for companies that
have basic service needs. Standard Support includes the following:

Second tier technical support, wherein Siebel technical support engineers
provide support to up to two designated support contacts, who are Siebel trained
contacts at your company. The Designated Contacts are responsible for
providing support to other users at your company.

Support hours covered are from 6:00 A.M. to 6:00 P.M. Pacific Time. Outside of
the Americas, local business hours are 9:00 A.M. to 6:00 P.M. Both include
Monday through Friday and exclude holidays.

Software maintenance releases are provided for significant business impacting
product defects on a regular basis.

Software updates (example: v6.0 to v6.3) are provided for the products you
currently have licensed and supported.

Major software version upgrades (example: v6.0 to v7.0) are provided for the
products you currently have licensed and supported.

You are entitled to two designated support contacts, who receive support directly
from Siebel technical support engineers.

Siebel Systems provides one copy of software updates to be shipped to one
designated shipping site.

Siebel Systems’ primary support channel is Siebel SupportWeb. Here, your
designated support contacts save time and maximize efficiency by interacting
with technical support engineers through online creation and updating of
Service Requests.
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Siebel Support Offerings

Designated Contacts also can review personal and company service requests, view
answers to questions or issues that other users have encountered, and check the
status of their enhancement and maintenance release requests. Users can also query
the technical support knowledge base for alerts, technical notes and FAQs, and
upload and download files, including log files and maintenance releases.

In addition to the designated contact accounts, you also will receive one read-only
account to Siebel SupportWeb for your entire project team.

Gold Support

For companies with more comprehensive support needs than those met by Standard
Support, including the requirement for 24 x 7 support, Siebel Systems offers Gold
Support. Gold Support consists of all of the features within the Standard Support
program, and includes the following additional features:

m 24 x 7 support to provide coverage all day, every day, for production usage
Severity 1 and Severity 2 issues. For all other issues, normal business hour
coverage applies.

m Six designated support contacts who receive support directly from Siebel
technical support engineers. This increase of four Designated Contacts allows
more of your employees to interact with Technical Support and allows you to
spread your internal support responsibilities among your team members.

m Siebel Systems provides one copy of software updates to up to three designated
shipping sites, instead of the one shipping site included in Standard Support.

m Onsite Technical Services to be provided for production usage issues that have
a significant business impact. Onsite services occur on a mutually agreed to, as
needed, basis. An example of this type of situation is a critical implementation
or upgrade issue that cannot be resolved remotely.

m Multiple region support, which allows your company to obtain support in all
global regions, the Americas, Asia Pacific, and Europe, instead of one primary
region.
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Siebel Support Offerings

Additional Support Options

Siebel Systems realizes that every customer is unique and many have needs that are
different than its core support offerings. If you would like to customize your support
program, you also have the option of purchasing additional program features:

m Additional designated support contacts.
m Additional software shipping sites.
m Support for an additional database server platform.

m The Rollout Support Option, which provides Standard Support customers with
24 x 7 support in weekly increments during your product implementation or
upgrade phase. This service offering allows you to extend your support coverage
to 24 x 7 for Severity 1 and 2 issues during those critical periods when normal
business hour coverage is not enough. The Rollout Support Option provides the
benefit of minimizing risk, quickly and accurately resolving any issues that
occur, and completing the installation or upgrade without incident and in the
given timeframe.
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Reporting a Problem

Reporting a Problem

Siebel Technical Support is focused on providing you with accurate, helpful answers
to your questions in a timely and courteous manner. Your Designated Contacts can
report software problems and find technical information using the following
methods.

World Wide Web

Siebel SupportWeb is the primary means for Designated Contacts to log Service
Requests to Siebel Technical Support. By submitting a Service Request on Siebel
SupportWeb, customers are able to document, in their own words, the problem they
are experiencing and any relevant details, such as error messages. These issues are
instantly visible to product experts in Technical Support and receive a response in
a time frame that corresponds with the severity of the situation. Please refer to the
How to Get the Most out of Technical Support section within Siebel SupportWeb or
this guide for severity level guidelines and associated response timelines.

Additionally, the online help in the Service Request area of Siebel SupportWeb
provides more information about how to log a Service Request, how they are
processed, and to which product areas your Service Requests should be logged.
Designated Contacts need a username and password to access Siebel SupportWeb.
For information on obtaining a username and password, see “Designated Contacts”
on page 1-3.

When submitting a Service Request, you should be prepared to provide the
following information. The more details you can provide, the faster Siebel technical
support engineers will be able to resolve your issue.

1 Siebel product and version (version example: V6.2.1 instead of V6).
2 Database and version.

3 Client operating system.

4 Application Server operating system.

5

Product Area (examples: Client Functionality, Installation, Configuration,
General, etc.) A list of Product Areas and the issue types that fall into these areas
can be found in the online help in the Service Request section of Siebel
SupportWeb.
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Reporting a Problem

Severity Level (see Table 1-2 on page 1-18).

Environment where the problem is occurring (Development, Production, or
Test).

Relevant error numbers and error messages exactly as they appear on the screen.
Please send large files, such as log files, to Technical Support by the FTP upload
method in Siebel SupportWeb. You also may email them to support@siebel.com
if they are smaller than six MB. If you send the files by FTP, please notify
Technical Support of the file transfer by sending an email to
support@siebel.com with the Service Request number. This will allow the file
to be transferred without technical difficulty and that Technical Support knows
to which Service Request the file relates.

The steps to reproduce the problem against the standard Siebel product.

For configuration specific issues, please cite a minimal test case against the
standard (out of the box) Siebel product to reproduce the behavior.

Any other details and background information you think would be helpful.

NOTE: Issues logged through Siebel SupportWeb are monitored continually during
the Support Center’s business hours. For customers who have purchased Gold
Support or the Rollout Support Option and require after hours support for a
Severity 1 or 2 issue, please follow the normal process for logging a Service Request
through Siebel SupportWeb. Then, phone Siebel Technical Support as specified in
the Telephone section to alert them to this issue.
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Reporting a Problem

Telephone

If you are unable to access Siebel SupportWeb, you may use an email message with
the relevant information (listed in the previous section, “World Wide Web” on
page 1-14) to log your request. You also may use email to send supporting
documents for Service Requests logged by other methods. Please reference your
Service Request number in these cases. Send email messages to Siebel Technical
Support at support@siebel.com. Please use email to log Service Requests only if
you are unable to access Siebel SupportWeb, such as if there is a temporary outage
or if your company disallows JavaScript, which is a mandatory requirement to view
Siebel SupportWeb. Please specify the reason for submitting your issue by email as
opposed to Siebel SupportWeb so that Technical Support can address Web-related
problems without further delay.

NOTE: Issues logged by email are monitored continually during the Support Center’s
business hours. For customers who have purchased Gold Support or the Rollout
Support Option and require after-hours support for a Severity 1 or 2 issue, please
follow the normal process for logging a Service Request through Siebel SupportWeb.
Then, phone Siebel Technical Support as specified in the Telephone section to alert
them to this issue.

Designated Contacts may contact Siebel Technical Support by telephone for
Severity 1 and 2 issues or to follow up on existing urgent issues. Please use the
following telephone numbers for your country or the one closest to your country:

North America: 1 800 214 0400 or +1 650 341 0700
Brazil (Sao Paulo):  + 55 11 3444 0800
UK (London): 0800 072 6787 (Freephone, UK Domestic customers only)

or +44 (0) 1784 494949
Ireland (Galway) +44 1784 494949
Germany (Munich): +49 89 957 18 400

France (Paris): +44 1784 494949
Japan (Tokyo): 0120 606 750 (Japan domestic only)

or +81 3 5464 7948 (Outside of Japan)
Singapore: +65 212 9266
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If outside of your local support center’s hours, and you are a Gold or Rollout
Support customer, please call +1 800 214 0400 or +1 650 341 0700.

For more information on severity level definitions, refer to “Severity Levels” on
page 1-18.

Prior to calling, Siebel Technical Support recommends that you first log the issue on
Siebel SupportWeb, and then call to alert Technical Support to your issue. Logging
the issue first allows Technical Support to have all the relevant information available
when you call. For status updates or follow-ups to existing issues, Technical Support
recommends that you check your Service Requests on Siebel SupportWeb. If your
are unable to access Siebel SupportWeb, please email your requests to
support@siebel.com. Please refer to the Using Technical Support section in
SupportWeb for further information.

For customers who have purchased Gold Support or the Rollout Support Option and
require after hours support for a Severity 1 or 2 issue, please follow the normal
process for logging a Service Request through Siebel SupportWeb. Then phone
Siebel Technical Support, as specified in this section, to alert them to this issue.
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Severity Levels

Service Requests are assigned a severity level according to the impact on your
business. Use the definitions shown in Table 1-2 to assess your situation and
provide the appropriate severity level when logging a Service Request with Siebel
Technical Support. A support representative will confirm that the correct severity
level has been assigned based on the information provided in the Service Request.
Please refer to the How to Get the Most out of Technical Support section on Siebel
SupportWeb for further information and examples of each severity level.

Table 1-2. Severity Level Definitions

Severity Level

Level 1—Critical
Business Impact

Level 2— Significant
Business Impact

Level 3—Some
Business Impact
(Standard Severity)

Level 4—Minimal
Business Impact
(Standard Severity)

Response Time Description

One Hour

Two Hours

One Day

Two Days

Customer’s production use of the program is stopped or so severely
impacted that the customer cannot reasonably continue work. Siebel
Systems will begin work within one hour of notification during
Technical Support’s normal business hours and will engage the
development staff as needed until an acceptable workaround is
achieved.

Important program features are unavailable with no acceptable
workaround. Customer’s implementation or production use of the
program is continuing. However, there is a serious impact on the
customer’s productivity and/or service levels. Siebel Systems will
begin work on the program error within two hours of notification
during Technical Support’s normal business hours and will engage
development staff as needed until an acceptable workaround is
achieved.

Important program features are unavailable but a workaround is
available; or less significant program features are unavailable with no
reasonable workaround. Customer’s work, regardless of the
environment or product usage, has minor loss of operational
functionality or implementation resources. Siebel Systems will begin
work on the program issue within one business day of notification
during Technical Support’s normal business hours and will engage
development staff as needed.

Customer requests information, an enhancement, or documentation
clarification regarding the programs but there is no impact on the
operation of the programs. Customer’s implementation or production
use of the programs is continuing and there is no work being
impeded at the time. Siebel Systems will provide initial response
regarding the requested information or documentation clarification
within two business days during Technical Support’s normal
business hours and will consider program enhancements for
inclusion in a subsequent program update.
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Urgent Issues

Siebel Technical Support understands that there may be instances or a specific
situation when the severity level of your issue does not match its business urgency.
To meet this need, Technical Support has included a Special Consideration field in
the Submit New SR form on Siebel SupportWeb. You may indicate in this field
whether or not your issue is urgent. As much as possible, Technical Support’s
engineers take this into consideration as they begin resolving your issue.

Escalation

Siebel Systems will make every attempt, within the guidelines for the severity level
of the issues, to resolve all reported problems promptly. In the exception cases, the
escalation policy may be activated to ensure that additional attention is provided to
the issue. To escalate a problem, call the main Technical Support phone number for
your region and request that your issue is escalated. A Technical Support Manager
then will contact you. If either you or Siebel Systems judge that a situation requires
a higher level of resource or communication than normal, both you and Siebel
Systems should expect to dedicate whatever technical and managerial resources are
deemed necessary to resolve the problem. Siebel Systems will assign an Escalation
Manager as the communication focal point for the issue. All plans and status will
be relayed through the Escalation Manager to ensure prompt, accurate, and
complete communication.
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Software Maintenance Releases and Updates

Siebel Systems will provide software maintenance releases as they become available
to supported customers and partners. If the maintenance release is found to be
successful in resolving a product issue, it must remain in place until the next Siebel
software release incorporates the fix. Siebel Systems will maintain a record of all
maintenance releases delivered to you, with the expectation that such software
actually has been installed on all appropriate machines and is in place following
resolution of a problem.

As you use the Support Search on Siebel SupportWeb, you may discover that a fix
already exists for a problem you are experiencing. Siebel Alerts or other users’
Service Requests may have identified known anomalies that require the use of a
maintenance release. You also will be able to find out which maintenance releases
are available by viewing the Maintenance Release Notes area on Siebel SupportWeb.

Product update releases incorporate all the changes included in software
maintenance releases. You are expected to install releases within a reasonable
amount of time following their delivery. The installation reduces the likelihood that
you will encounter a problem that has already been fixed.
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Support Lifetime

Siebel Systems provides technical support for a specified duration based on your
Software License and Services Agreement (SLSA). The initial period typically is one
or three years, with an option to annually renew your maintenance contract. Please
refer to your SLSA and invoice for complete details of your support period or contact
Siebel Technical Support.

Entitlement

Siebel Technical Support is provided only to those customers whose Software
Maintenance fee has been paid in accordance with the Siebel Software License and
Services Agreement and whose maintenance contract covers current dates. If your
maintenance contract has lapsed and you would like to purchase technical support,
please contact your Siebel maintenance renewals representative. If you do not know
who your maintenance renewals representative is, please contact
renewals@siebel.com, indicating that you would like information on renewing your
support contract.

Providing Feedback

Siebel Systems conducts frequent customer satisfaction surveys to make sure that it
meets your expectations. Siebel Technical Support surveys customers for all Service
Requests to find out how satisfied you are and where they can improve. Technical
Support looks forward to hearing from you and encourages you to provide feedback
when a third party representative surveys you. Customer and partner feedback is
instrumental in helping Technical Support prioritize areas for improvement.

In addition, you may mail or email any additional comments or suggestions that
would help Technical Support improve the service you receive:

Siebel Technical Support
2207 Bridgepointe Parkway
San Mateo, CA 94404

Email: support@siebel.com
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Technical Education for the Implementation Team

Technical

Training plays a critical role in every Siebel implementation and deployment. Siebel
University offers the educational services essential to successful implementations
and rollouts of Siebel eBusiness solutions, all of which can be adapted to meet the
unique needs of your organization. Siebel University services are available at the
customer site, on the Internet through the Siebel University Portal, on CD-ROM, or
in state-of-the-art learning centers located around the world.

Education for the Implementation Team

Siebel University provides a comprehensive curriculum of instructor-led courses
and technology-enabled learning alternatives for the technical implementation
team. Siebel University’s training is designed to get the members of your
implementation team up to speed, whether they are beginning a new eBusiness
implementation or migrating from one Siebel Application version to the next. Siebel
University offers three principal curriculum tracks, oriented around job roles and
performance requirements. The core courses required for each of the three
curriculum tracks are the same for all Siebel eBusiness Applications—both core and
industry applications.

m Management Track. For executives, project managers, and business development
professionals who require a high-level understanding of Siebel eBusiness
solutions and supporting technologies.

m Business Analyst Track. For project managers and business analysts. Typically,
these specialists require an overview understanding of Siebel eBusiness
Applications design and how to scope a Siebel project.

m Technical Track. For implementation team members who require the expertise to
successfully install, configure, deploy, and administer Siebel eBusiness
Applications.
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Siebel University Learning Centers

Siebel educational facilities are located around the world in the following locations:

Emeryville, California (in the San Francisco Bay Area)
Burlington, Massachusetts
Atlanta, Georgia

Dallas, Texas

Cincinnati, Ohio

Reston, Virginia

London, England

Munich, Germany

Paris, France

Tokyo, Japan

Sydney, Australia
Melbourne, Australia

Sao Paulo, Brazil

Buenos Aires, Argentina

For up-to-date class schedules, course descriptions, curriculum paths, and to
register, please refer to Siebel University at http://siebeluniversity.siebel.com.
Or, call:

North America: + 1-888-550-1831

Latin America: + 55-11-3444-0450

Europe, Middle East, Africa: + 31-20-540-1654

Asia/Pacific: + 61-2-9012-3228
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Siebel MultiChannel Services Training

Siebel MultiChannel Services trains customers in proven processes for selling and
marketing. Siebel Systems offers a complete curriculum of courses—both
instructor-led and Web-based. Siebel MultiChannel Services provides
comprehensive role-based training for sales and marketing teams. Instructor-led
courses offer interactive instruction from industry experts. Web-based courses
reduce the time your people spend out of the field. Please refer to Chapter 5, “Siebel
Multichannel Effectiveness Services,” or visit http://www.siebel.com/services/
multichannel/index.shtm for a list of Siebel Systems’ courses. You can also get
immediate information regarding business process training by

calling +1 404 965 1611.

Siebel End User Education

Return on your Siebel investment is directly influenced by the extent to which your
end users embrace your Siebel software solution. Satisfaction and productivity
relate directly to the ease with which end users put the product to use. For a
maximum return on investment, Siebel Systems recommends including end-user
education as an integral part of your implementation plan.

Siebel End User Education helps organizations plan and facilitate successful Siebel
eBusiness rollouts to their end users. It employs the largest Siebel eBusiness end-

user training team in the world, and has a major presence in the Americas, Europe,
and Asia Pacific, providing global expertise and localized language skills.
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Siebel End User Education

Siebel End User Education develops and delivers customized content in a broad
range of instructor-led and self-paced training solutions. These solutions integrate
the specific needs of customers worldwide to promote a high quality, end-user
training experience. Siebel End User Education focuses exclusively on providing
process-based education for Siebel eBusiness Applications. Siebel Systems’ global
team of consultants blends the right mix of technology and human interaction to
generate interactive training solutions that accommodate all types of end users on
all tiers of the organizational hierarchy. These solutions may include one or a
variety of the following:

m Consultative analysis and reviews
m Targeted training courseware

m Instructor-led classes

m Self-paced study

m Distance learning

m Performance support systems

Siebel Systems’ consultants have extensive industry experience, participate in
ongoing training and certification on all Siebel eBusiness Applications, and possess
advanced business skills. In addition, Siebel Systems’ consultants have the
advantage of working closely with internal and external resources throughout the
company and its integration partners. For those customers who intend to use an
internal training team, Siebel Systems will work with that team to provide the Siebel
eBusiness Application expertise and support they need during and beyond the
rollout.
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Table 2-1.

Siebel End User Education

Whether you need assistance with requirements analysis, instructional design,
courseware development, instructional delivery, or performance support systems,
Siebel experts can help. For more information, contact a Siebel education account

manager in your area from Table 2-1.

Siebel Education Account Managers

Region

Western USA, Western Canada

Northern USA, Eastern Canada

Central Atlantic

Southern USA

Central USA, Central Canada

Latin America, Central America,

Caribbean
UK, Scotland, Ireland
UK

Germany, Austria, Switzerland,
Middle East, Poland, Czech

Republic

Netherlands, Belgium,
Scandinavia

France, Spain, Italy, Portugal

Australia, New Zealand
Australia, New Zealand
Asia

Japan

Contact

Paige Andrews
David Orosz
Linda Mockbee
Jim Sivertsen
Amberly Turner

Sabine Aring

Chris Williams
Julian Reading

Michael Baecker

Yme de Jong

Thierry Gerardin
Paul van Halem
Ian Campbell

Cameron Brown

Toshimitsu Kimura

pandrews@siebel.com
dorosz@siebel.com

Imockbee@siebel.com
jsivertsen@siebel.com
amturner@siebel.com

saring@siebel.com

cwilliams@siebel.com
jreadig@siebel.com

mbaecker@siebel.com

ydejong@siebel.com

tgerardin@siebel.com
pvanhalem@siebel.com
icampbell@siebel.com
cbrown@siebel.com

tkimura@siebel.com

Phone Number

919-522-1346
781-459-8576
703-464-7728
678-319-4567
513-564-1662
+55-1151100538

+44 (0) 1784-494576
+44 (0) 1784-494900
+49-89-957180

+31-20-540-1630

+33 (0) 1-46-96-20-68
+61-2-9012-3100
+61-3-9221-6143
+61-2-9012-3247

+ 81-354647660
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Siebel Certified Consultants

If you plan to include third-party system integrators on your Siebel implementation
team, be sure to ask for Siebel Certified Consultants, the standard industry measure
of Siebel product and implementation knowledge. No matter how high the quality
of Siebel Systems’ products, your satisfaction with Siebel Systems depends on the
speed, accuracy, and thoroughness with which those products are implemented.
And, the quality of each implementation depends on the knowledge, skill, and
experience of the implementing consultants. The Siebel Certified Professional
Program establishes standards and credentials, which become your guarantee that
the consultants working on your Siebel implementation have the necessary skills to
install, configure, deploy, and administer your Siebel eBusiness Applications
successfully.
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The Siebel Certified Professional Program

The Siebel Certified Professional Program is available to Siebel customers, Siebel
Alliance Partners, and Siebel employees. By completing a comprehensive training
program and passing a rigorous exam, Siebel Certified Professionals demonstrate
proven expertise in implementing Siebel eBusiness Applications. By using Siebel
Certified Professionals, organizations can be assured that their project team
includes the appropriate levels of skill and experience to realize a successful
implementation—on time, within budget and with high-end user acceptance.

The Program offers the following certifications:

m A Siebel Certified Consultant possesses a core understanding of Siebel eBusiness
Applications and implementation methodologies, ranging from configuration,
architecture, and installation to business rule automation and best practices.

m A Siebel Customer Certified Consultant possesses the core understanding of
Siebel eBusiness Applications described above and has extensive experience in
implementing Siebel eBusiness Applications. In addition, he or she has received
strong performance endorsements from at least one customer.

m A Siebel Certified Business Analyst possesses an understanding of mapping
customer business requirements to Siebel eBusiness Applications.

m A Siebel Customer Certified Business Analyst has met all the requirements for
the Siebel Certified Business Analyst designation and has also received a strong
written performance endorsement from at least one customer.
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SiebelNet Business Services allows companies to outsource the hosting,
management and support of their Siebel eBusiness applications. The complete suite
of services includes hosting, application management and total end-user support
(help desk, hardware configuration, and break/fix services). With SiebelNet
Business Services, customers can focus on their core competencies while they rely
on a team of experts to host, administer, and support their Siebel eBusiness
applications. These services provide customers with the following benefits:

The fastest speed to market possible for a Siebel eBusiness implementation.

A single-vendor solution from SiebelNet Business Services. The single neck-to-
noose concept makes managing your organization’s eBusiness application easy
and effective.

Continuous management of customer's Siebel eBusiness Applications. SiebelNet
Business Services is committed to a support model based on a mutually
developed and dynamic outsourcing infrastructure, providing full business
evolution support.

Near real-time integration between Siebel eBusiness Applications and your
back-office systems.

Highest possible service levels to customers and to end users with guaranteed
Service Level Agreements (SLAs).

Predictable financial investment over time with clear control and visibility of
total project cost.
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SiebelNet Hosting

SiebelNet Hosting

SiebelNet Hosting is a family of application outsourcing services designed to help
customers deploy and manage their Siebel eSales and eService systems. SiebelNet
Hosting provides Internet or network-based access to customers' configured Siebel
eBusiness Applications through a flexible, cost-effective, and supported
infrastructure. SiebelNet Hosting service includes the underlying database software,
operating systems, server hardware, data storage, support staff, network
connectivity, and all the expertise to proactively manage and host your Siebel
implementation.

SiebelNet Managed Services

SiebelNet Managed services provide customers with a remote management solution
for in-house Siebel eBusiness deployments. Designed specifically for organizations
that have implemented Siebel but do not have the IT resources to manage their
internal implementation, SiebelNet Managed Services provides remote DBA
services, network/systems administration, performance planning/tuning,
application upgrade support, report creation, and complete second-level help desk
support.

SiebelNet Deployment Services

SiebelNet Deployment Services offers IT-constrained companies an alternative
implementation solution. Designed for companies that are not interested in
outsourcing, but may need help rolling out hardware and software
implementations, this service provides customers with all the deployment support
that they may need. SiebelNet Deployment Services include software, hardware,
and bandwidth provisioning, configuration, installation, performance tuning, and
application management best practices for in-house deployments. SiebelNet
Deployment Services permit customers to use SiebelNet's expertise for their own
internal rollout.
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SiebelNet HelpDesk

SiebelNet HelpDesk

SiebelNet HelpDesk is designed to increase an end user's overall productivity while
reducing the costs associated with moving into and properly supporting Siebel
eBusiness Applications. SiebelNet HelpDesk provides customers with total first-
level end-user support. With SiebelNet HelpDesk, companies can implement Siebel
applications without staffing an internal help desk for application support.
SiebelNet HelpDesk offers quick answers to end-user questions so that you may
reap the full benefit of Siebel eBusiness Applications.

SiebelNet Hardware Services

Hardware Services are an integral part of Siebel System’s complete outsourced
solution for eBusiness customers. SiebelNet Hardware Services permit companies
to outsource the setup and maintenance of their computer hardware and inventory.
Services include repair of damaged laptops, tracking all hardware assets by serial
number (using Siebel Field Service), next business day replacement of laptops, and
creation and certification of disk images for each unique laptop and PDA
configuration required by the customer's field force. SiebelNet Hardware Services’
objective is to minimize, or even eliminate, the amount of time that sales
representatives are without their laptops (hardware), and maximize the time that
representatives spend in the field calling on prospects.

For more information, call 610-249-3550 or email SiebelNetSales@siebel.com.
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‘ Professional Services

Siebel Professional Services includes a wide range of services that support the
customer during the planning, implementation, and deployment phases of a Siebel
project. Siebel Systems encourages you to rely upon the expertise and knowledge of
those who have implemented the Siebel solution countless times before. Siebel
Professional Services collaborates with the majority of its customers to successfully
implement solutions across the enterprise, and intimately know the challenges your
team will face as it puts Siebel software into production. Siebel Professional
Services’ direction and advice can dramatically affect the ease with which your end
users become productive and satisfied users of Siebel software.

Siebel Systems also maintains long-term strategic business alliances with leading
consulting providers. These strategic global partnerships complement Siebel
Professional Services’ capabilities to deliver comprehensive solutions that fully
meet sales, marketing, and customer service information systems needs.

Today Siebel Professional Services totals more than 2,000 experienced professionals
worldwide, covering North America, Latin America, Asia Pacific, and Europe. Siebel
Global Services offers a certified professional program that establishes standards
and credentials for Siebel Consulting Professionals. This provides customers with
only the most qualified personnel on their Siebel projects. This certification is
required by all Siebel Consulting Professionals and recommended to Siebel Alliance
Partners.

Siebel Professional Services offers a comprehensive, integrated family of global
support programs including:

m Scoping Analysis

m Project Management Services

m Design and Implementation Services
m Project Quality Reviews

m Upgrade and Migration Services

m Technical Advisors

m Subject Matter Experts

m Competency Centers
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Scoping Analysis

Scoping Analysis

Siebel Professional Services offers a Scoping Analysis service that provides you with
an understanding of the time, cost, and resources required to deploy a Siebel
project. Scoping Analysis includes:

m A definition of the business processes to be implemented
m A project time line

m A deployment strategy including an initial production pilot and a high-level plan
outlining critical requirements

This Scoping Analysis also documents the differences between the customer’s
requirements and standard features of the Siebel application, an alternative
approach for resolving any differences, and develops a set of architectural
requirements.

Project Management Services

With proven experience in deploying Siebel solutions globally, the project manager
makes sure that your project is completed on time and within budget. All Siebel
project managers have been trained and continue to go through an ongoing training
program to provide consistent management techniques, as well as overall successful
project deployments. Professionals working in the Project Management Office
(PMO) mentor all project managers for quality assurance and adherence to project
controls.
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Design and Implementation Services

Design and Implementation Services

Siebel Professional Services provides complete consulting teams or individual
consultants that can translate business requirements into an efficient Siebel
application implementation. Based on their extensive knowledge of Siebel
eBusiness Applications and the customer’s requirements, the consulting teams can
provide expert assistance in developing business process flow and in mapping those
business processes to Siebel functionality.

Project Quality Reviews

Siebel Professional Services provides an independent reviewer to make sure that
each and every project is managed effectively, in accordance with Siebel Systems
best practices and quality processes, with the ultimate objective of achieving
implementation success. The review assesses the project’s progress from a business
perspective and includes such items as:

m Project planning

m Project control

m Progress against plan

m Adherence to Siebel methodology
m Forecast of remaining effort

m Change control

m Customer satisfaction

m Quality control

4-4 Guide to Siebel Global Services MidMarket Edition



Professional Services |

Upgrade and Migration Services

Upgrade and Migration Services

Siebel Professional Services has dedicated teams of experts that guide and assist
customers through an upgrade or migration from one version of Siebel software to
another. This service allows users to take advantage of the latest release of Siebel
products and new features that significantly benefit end users. Services offered
include:

m Training for technical staff on the upgrade process
m Comprehensive insight to new features

m Training for migration, testing, and deployment

Technical Advisors

The Siebel Technical Account Manager (TAM) is the lead Siebel technical advisor,
and the customer’s advocate within the Siebel organization. The TAM supports and
assists customer project teams in:

m Project planning

m End-user requirements

m Data interfaces

m Enterprise technical architecture
m Education

m Design and configuration

The Siebel TAM has many roles across all phases of the project and is ultimately
responsible for the success of the project and customer satisfaction. For example,
the Siebel TAM works closely with an integrator or your internal team as a trusted
technical advisor to help you resolve any issues that arise. Through weekly reports,
the TAM makes sure that Siebel management is kept abreast of the project’s
progress. The TAM also works with customers to determine what specific Expert
Services are required for a successful implementation.
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Technical Advisors

The Customer Account Manager (CAM) is geared towards middle market customers
who are looking to benefit from closer Siebel Systems interaction. The CAM is your
Siebel liaison and makes sure that you get what you need from Siebel Systems to be
successful. Whether that is project planning or Siebel technology assistance, the
CAM works with you to determine your particular needs. This person also tracks
and manages your Service Requests and reports back to you on a regular basis.

The CAM acts as your conduit to the various organizations within Siebel Systems,
including establishing your Technical Support accounts, requesting maintenance
releases when appropriate, and providing proactive information about new Siebel
products, features, and services. The CAM works with you remotely (as opposed to
a TAM, who works with you onsite at your company) and has a less technical focus
than a TAM. The CAM’s focus is on the overall stability and good standing of your
implementation and Siebel relationship.
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Subject Matter Experts

Siebel Expert Services provides consultants who make sure that each customer
project takes full advantage of Siebel technology and products. Siebel Expert
Services supply expertise in the form of specific review checkpoints and targeted
services. Siebel Expert Services works directly with Siebel Engineering and the
Quality Assurance organization to develop an understanding of specific product
areas and meet your business requirements. It can provide assistance with your
implementation points. Siebel Expert Services works directly with your employees,
consultants, or system integrators to make sure that your project is on track and
following best practice recommendations.

Siebel Expert Services generally take a two-or three-day effort. Most services are
provided remotely from Siebel facilities, where Siebel Systems has established
environments and tools to provide an effective review and consultation process.
However, some architecture reviews and configuration kickoff services are better
provided at your site. Following is a list of the Architecture and Configuration
Reviews provided by Siebel Expert Services.

Architecture Reviews

m  Architecture Kickoff

m Territory Assignment Manager Design Review
m CTI Design Review Kickoff

m EIM Mapping and Design Process Review

m Non-standard Change Request

m Performance Tuning System Audit

m Production Readiness Review

m Sizing Review (formerly Capacity Planning)

m  Workflow Manager Design Review
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Configuration Reviews

Configuration Kickoff
Configuration Review

CTI Design Review

Design Review

Visual Basic Design Review

Visual Basic Code Review

For information on working with Siebel Expert Services, please contact your Siebel
Professional Services or Siebel Sales representative.

Siebel Competencies

Siebel Global Services offers subject-specific consulting services based on
individual Siebel products and industry markets. For example, Siebel’s Call Center
practice is prepared to help with the design, development, and deployment of a call
center solution that includes business process design, infrastructure, and hardware
and software customization. Siebel Systems is developing competencies for a
variety of practices including application integration and industry-specific markets.
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Siebel eRoadmap

In order to deliver a consistent set of services, Siebel Global Services has developed
the Siebel eRoadmap, an accelerated project implementation approach. It focuses
on key strategic and tactical areas that must be addressed to minimize business risk,
while facilitating successful completion of Siebel eBusiness Application-based
projects and other professional service engagements. Siebel eRoadmap is comprised
of activities logically grouped into six distinct stages, shown in Figure 4-1. However,
the stages are iterative in nature, allowing you to realize the benefits of your new
front-office system.

Project

Definition ]
Discovery > Design —1
L Configuration 41

Validation

\ 4

Deployment

Figure 4-1. Siebel eRoadmap Stages

Siebel eRoadmap: Six Stages

m Project Definition Stage. During this stage, the project team is organized, the
project approach and scope is finalized, and project management control
features are implemented.

m Discovery Stage. During the Discovery stage, the project team concentrates on
refining and documenting the functional and technical requirements that are
needed to support the business goals.

m Design Stage. In the Design stage, a hard copy mock-up of the solution is
designed. The requirements developed during the Discovery Stage are mapped
and documented using application screen flows and design layouts.
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m Configuration Stage. During the Configuration stage, the project team configures
the application, required extensions, and external interfaces required to support
the new system.

m Validation Stage. The Validation stage involves a full-function test including an
end-user acceptance test of the application using production data.

m Deployment Stage. The Production pilot, the first activity in the Deployment
stage, offers a view into the production world. It allows all aspects of the new
system (end-user training, technical infrastructure, the network, and the help
desk) to be field tested and revised before deployment to the entire organization.
The Deployment stage then focuses on a successful transition from the
production pilot to a complete rollout to all organizations.
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Account Management

Siebel Systems extends its customer-centric eBusiness solutions beyond technology
by providing best practice skills and methodologies that allow an organization’s
employees to deliver a consistently satisfying experience to customers. Siebel
Multichannel Effectiveness Services offers proven tools, techniques, and processes
that improve customer relationship management.

Siebel Multichannel Effectiveness Services successfully implements these eBusiness
processes using a change management procedure that combines consulting
services, proven training processes, and software applications. The three core
process programs are detailed below:

m Account Management
m Opportunity Management

m Selling Skills

Account Management

Siebel System’s account programs improve account coverage of the direct sales
channel. They allow sales professionals to allocate and use available resources more
effectively, penetrate strategic accounts, and drive maximum revenue from
territories and markets.

1:Many

0:Many Mass Market

Sales organizations usually structure their sales force around three account
categories: strategic or global accounts, portfolios of x to X accounts, and entire
territories. Siebel Systems has developed two account management processes that
maximize coverage of revenue from each type of account.
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Account Management

Territory Management Process (TMP). This is a standardized, practical approach for
analyzing a territory’s potential and developing a territory management plan that
maintains and grows revenue by using all available resources—branding, product
marketing, resellers, and alliance partners.

m Workshop. This two-day, instructor-led, private workshop demonstrates how
territory managers can coordinate plans that help grow new and existing
markets.

m Tools. Siebel Territory Management Process provides:

m A Discovery Guide to capture key information about the customer’s business
to determine the fit of offerings, define value to the customer, and set
customer expectations.

m A Territory Plan for achieving predictable revenue streams in key market
segments that outlines the responsibilities and actions needed to accomplish
the plan, along with resources and time frames.

m A Territory Map to provide participants with a method for thoroughly
understanding and segmenting their territory.

Portfolio Management Process (PMP). This process allows a sales professional to drive
the maximum amount of revenue from a group of accounts while maintaining
customer satisfaction. The process provides a structure for segmenting the portfolio
of accounts, profiling the most important accounts, creating a coverage plan, and
developing a strategy to drive revenue growth.

m Workshop. This instructor-led, two-day, private workshop teaches sales
professionals how to assess their accounts and apply the right strategies to each.

m Tools. The Portfolio Management Process program provides:

m A Portfolio Map that matches appropriate solutions to account needs and
helps identify total, portfolio-wide revenue potential.

m  An ‘A’ Account Plan for each strategic ‘A’ account, emphasizing new business
development and critical resource investments.

m A Portfolio Plan for ‘B’ and ‘C’ accounts.
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Opportunity Management

Siebel Multichannel Effectiveness Services’ highly interactive sales training
programs provide practical, results-oriented methodologies for driving increased
revenue, improving win ratios, and enhancing customer satisfaction and loyalty.
Supported by innovative tools and techniques, these proven programs help sales
professionals both articulate and deliver compelling business value to customers.

Assess the Opportunity

<

Leverage Internal
Expertise

<

Engage Customerin
the Solution

<

Gain Organizational
Commitment

Implement Solution
and Measure Impact

. Emphasis on managing
"numbers"

. Less complex buying
process

. Opportunity defined by
customer

. Internal team use for
solution implementation
NOT creation

. Product driven

Fewer appropriate
opportunities

Bigger investment / risk
Bigger payoff
Emphasis on the front

end to build a
Value-driven Solution

Fewer appropriate
opportunities

Bigger investment / risk
Bigger payoff

In order to compete in today’s direct sales environment, organizations must re-
examine the old sales funnel, to reflect a new, re-engineered model, which takes
into account the changes in buying behavior and the corresponding shift in sales

focus.
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Target Account Selling (TAS). A proven approach for organizing, managing, and
winning a sales campaign through the use of private/public workshops, sales tools,
software and reinforcements. By focusing the sales effort in the right place, with the
right people, and on the right issues, Target Account Selling shortens the sales cycle;
focuses sales professionals on the most profitable opportunities, and improves the
win ratio.

m Workshop. In this three-day workshop, participants learn how to assess
opportunities, create competitive strategies, identify key players, and define
relationship strategies. The Workshop is offered in two formats:

m Private, instructor-led workshops.
m Public, open sessions with open registration for multiple companies.
m Tools. The TAS Opportunity Plan includes several support tools:
m The TAS Initial Plan captures basic information on an opportunity.
m The 1-20 Opportunity allows the sales professional to evaluate opportunities.

m PRIME Tactics organizes sales tactics by specific action, resources required,
responsibility, and timing.

m Software. Siebel Target Account Selling for Siebel Sales automates and
accelerates creation of the TAS Opportunity Plan.

m Reinforcements. To reinforce the new skills and methodology, the Target Account
Selling program includes:

m Siebel Managing Target Account Selling Workshop: provides tools and
techniques to sales managers for improving the performance and
development of sales teams.

m Marketing and Sales Alignment Workshops: links marketing activities with
sales processes, using Target Account Selling as a foundation.

m Field Opportunity Reviews: rigorously reviews three to five of a customer’s
TAS Opportunity Plans for must-win deals.
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Selling Skills

Selling Skills

High

Value-Briven

"Sitting Ducks" "Trustér Adviser"

Customer
Potential for
Profitable Growth

Transactighal "Time and

" Resource Drains"
Low

Our Product Their Business

Siebel Multichannel Effectiveness Services Selling Skills programs are designed to
provide practical, repeatable methodologies to sales organizations that have high
customer contact. The skills give sales organizations the tools to create unique
business value with their customers and help maximize their return from Siebel
eBusiness Applications.

Selling to Senior Executives (SSE). This program teaches salespeople how to develop
executive-level customer relationships by targeting the right decision maker,
developing a tactical plan to gain customer access, establishing credibility at the
senior level, and communicating the unique value of the solution.

m  Workshop. This two-day workshop teaches effective methods for creating and
using executive-level relationships. The workshop is available in two formats:

m Private, instructor-led workshops.
m Public, open sessions with open registration for multiple companies.
m Tools. The Siebel Selling to Senior Executives program provides these tools:

m The Executive Call Plan outlines the executive’s business drivers, business
initiatives, and the potential impact of the solution.

m The Solution Map summarizes an organization’s capabilities and maps them
to the customer’s key business initiatives.
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The Executive Presentation Planner helps create presentations focused on
the executive’s key initiatives.

The Value Proposition defines the unique business value delivered to the
customer, using the customer’s terminology and metrics.

Value Driven Selling (VDS). This research-based sales, service, and leadership skills-
building program teaches sales professionals how to create unique solutions that
address the customer’s perceived and hidden needs.

Workshop. This three-day, private workshop teaches participants how to use real-
world situations to create differentiated customer solutions.

Tools. The Value Driven Selling program provides these support tools:

m  The Solution Development Tool is designed to help salespeople configure a

differentiating solution that responds to a customer's business drivers and
compelling events. The goal is to create customer solutions that represent
unique business value.

Pre-Call Planners are tools designed to assist the salesperson in preparing
and executing three specific kinds of calls corresponding to the three phases
of a value driven sales approach. Specifically the tools prepare salespeople to
initiate and investigate the opportunity, use internal or partner expertise, and
engage the customer in the solution.
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Creating Customer Loyalty (CCL). The Creating Customer Loyalty program provides
the skills and methodologies required in retail banking for establishing, retaining,
and developing loyal relationships with the most profitable customers, while
providing the highest level of customer service.

B  Workshops. In these private workshops, participants use real world situations to
learn how to create differentiated customer solutions:

m  The Service Workshop provides bank personnel the tools they need to move
from a customer satisfaction and operational focus to a customer loyalty
focus, defined by assuming personal responsibility and effectively resolving
customer problems.

m The Sales Workshop provides bank personnel the tools they need to move
from a transactional (reactive, event-driven, and standardized) focus to a
customer loyalty and relationship focus, defined by a proactive, process-
driven, and tailored approach.

m  The Leadership Workshop provides bank branch and sales managers the
tools they need to move from a traditional management focus (which directs,
controls, and reacts) to a leadership focus, defined by coaching and
empowering employees to demonstrate behaviors that move customers
toward loyalty.

m Tools. The Creating Customer Loyalty program includes the Service
Reinforcement Tool Kit and Sales Reinforcement Tool Kit, which are
comprehensive reference guides with information, activities, and tools.
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Deploying an eBusiness Application solution is no longer a choice for many
companies—it is a matter of survival. Siebel Systems offers best-in-class eBusiness
Application solutions that allow organizations to significantly enhance customer
satisfaction and retention. And, through Siebel Global Services, Siebel Systems
offers customers a comprehensive set of end-to-end customizable consulting,
educational, support, and outsourcing services that are designed to make each
Siebel eBusiness Application project a success.

At Siebel Systems, the customer really does come first, and Siebel Global Services
is committed to do whatever it takes to provide 100 percent customer satisfaction.
And, at the end of the day, Siebel Global Services measures its success by its
customers’ success.
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