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Preface

This manual describes the implementation and administration of Oracle iSupport,
Release 11.5.3

Intended Audience

This manual is intended for System administrators or other IT profesiionals who are
responsible for implementing and maintaining Oracle iSupoprt.

We recommend you have experience in database administration.

Related Documentation

This manual makes references to other implemnetion guides, You may also wish to
consult the following documenation:

« Implementing CRM Applications
« Oracle iSupport Concepts and Procedures

The following documentation is referenced within this guide
Referenced Documentation

Document Purpose

Implementing CRM Applications Contains post-installation information on various CRM
modules

Implementing Oracle Support Contains information about Service Requests, Concepts,

Implemenation and configuration

Implementing Oracle Telephony Manager Contains information about Telephony Manager, Concepts,
Implemenation and configuration
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Related Documentation

Referenced Documentation

Document

Purpose

Implementing Oracle Scripting

Implementing Oracle Service Core

Implementing Oracle eMail Center

Contains information about Scripting, Concepts,
Implemenation and configuration

Contains information about Knowledge Management and
Installed Base Implemenation and configuration

Contains information about eMail Center, Concepts,
Implemenation and configuration

viii
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Overview of Oracle iSupport

Oracle iSupport is a comprehensive, Web-based customer care system that enables
merchants to proactively provide customer service and support in a self-service
environment. Implementing iSupport empowers companies to reduce the cost of
providing service, while increasing customer satisfaction and gaining an edge over
competitors.

A Comprehensive Self-Service Environment

Oracle iSupport enables businesses to improve customer satisfaction by offering a
wide range of self-service capabilities. Customers can check the status of their
orders, enter and modify service requests, perform inquiries against a powerful
knowledge management system, view and maintain their installed base, participate
in forums, and view transaction history and status. Empowering customers through
self-service and self-administration results in increased customer retention and
loyalty.

In addition, Oracle iSupport is linked with Oracle Interaction Center for call backs
and eMail Center for email management. By reallocating common requests to the
web and offering automated response mechanisms, iSupport enables merchants to
realize significant savings on customer support and call center activity.

Service Request Management

iSupport enables customers to create or modify service requests online. Once the
information has been entered and validated, the system returns a request number
for future tracking and routes the request to the appropriate agent or queue.

Overview of Oracle iSupport  1-1



A Comprehensive Self-Service Environment

Fie Edt View Favoites Tools Help HLlnks @Chat dHolmal @ Maps @ News @ Shopping

o RNAREIES

Agdress [@] hitp://ap5Bsun us.ovacle. com: 2222/ il i cren.sp =] one

Oracle Applications iSupport | Prafile | Email | Sign Out

Quick Find ; | Senvice Requests x

Confirmation of Service Request

Tour service request has been successfully submitted. Please keep a copy er print cut the following page for firture reference.
Mumber 5041

Contact
Primary Contact masi v
Contact By Email
Contact Information mvernulale@us. oracle com
Created By
Account Mo. 1000

Product
Product Sentinel Multimedia Sentinel Multime dia

Wersion

Platform

Problem Code

Service Request Details
Status Open
Utgency Partially Operabls
Type of Request Request for Information =
&1 Dane [ I intermet

Knowledge Management

1-2

The embedded knowledge management module, leverages the Oracle InterMedia
technology and allows the customer to search for solutions to known problems or
documents such as white papers, user guides, FAQ'’s etc. For solutions, the
merchant can use the SCA (Symptom, Cause, Action) architecture or define a new
one if desired.

The knowledge management system user interface is intuitive and easy to use.
Customers can search for solutions by entering keywords, problem statements or
phrases.

Implermenting Oracle iSupport



A Comprehensive Self-Service Environment
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A Comprehensive Self-Service Environment

Installed Base

The Installed Base is a repository which maintains the customer products with all
the customer details, service agreements associated with the customer products and
product attributes.

It has the capability to create a product in a tree structure showing all its parent and
child assemblies, and the ability to drill down on any branch to view the detailed
information. In addition, the installed base has the ability to track, update, and
maintain a customer’s product configuration (‘As Ordered, ’As Installed’) by
updating the parent and child assemblies whenever a new part or component is
installed or replaced. It also allows the grouping of customer products into Systems
for ease of providing service.

The Installed Base is provided with both a Merchant view and a Customer view.

|8 Oracle iSupport - Microsoft Intemet Explorer provided by MSN [_[5]x]
Fle Edt Wew Favotes Toos Help HL\nks @iChal @ Homal @Maps ENews @Shopping
3 =
LR NGIAETEE T ENE
Address [ g s arach ~| @oo ‘
Oracle Applications iSupport | Profile | Email | Sign Out
oORACLE IDIEN T B e
Summary | Add Product | Report
Ouick Find : | Setvice Reuests Go
Summary
Softwae - Spreadsheet X Billing Failed  ~r"
Iviono 24k X Remgwed  ~
Sentinel Stondard Deskiop ¥ Latest ./
Sentinel Stendad Desktop | X Latest -~
Sentinel Stondard Deskiop ¥ Latest ./
101 X Reoowiled  ~
First | Previous 1-6 OF6 Mest| Last
Refine Search Criteria
@] Done 1 |4 intemet

Email Management

Oracle iSupport integrates with Oracle eMail Center to provide full support for
email communications with iSupport users, allowing merchants to provide
self-service as well as full-service email based customer service.

1-4 Implermenting Oracle iSupport



A Comprehensive Self-Service Environment

eMail Center provides the ability to completely automate complex requests for
service and information by supporting Web form based email requests submissions.

This flexible solution allows merchants to quickly add new functionality to their
iSupport site. Merchants add pre-defined Web form templates to the site and end

users can use these forms to request service. The Web forms are converted into

emails and processed by eMail Center. eMail Center workflows associated with
each Web form can fully automate the resolution of and response to the request by
accessing customer data as well as business process functionality available in

Oracle’s CRM application suite.

eMail Center provides comprehensive functionality to route, automatically respond
to and process free-form emails sent in by iSupport users as well as the ability send
personalized outbound mailings to iSupport users and track and process responses

to these emails.

Interactive Online Forums

Merchants can offer interactive discussion forums to customers, who have the
ability to select forums they want to track and access them directly and easily from
the main page. Customers can search for specific subjects, browse within a specific
forum, and submit and reply to messages.

e Edt View Favortes Toos Help

| 2 Oracle iSupport - Microsoft Internet Explorer provided by MSN [_[5]x]

|| ks @iChat Hotnal @ aps FMews @ Shosring

SR IB A YT R0

adtess B

=] P

s

Category Listing

Testerl
= Catogony |

Forunl

Forun2

Category2

Oracle Applications

2000-10-11
2000-10-11
2000-10-11
2000-10-11

2000-10-11

|

isupport | Profile | Email | Sign Out

Advance Search

2
2
3
0
0

First | Previeus 1 - 3 of 3 et [Lact

I [ inteme
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A Comprehensive Self-Service Environment

Transactional Inquiries

Customers may access transaction status information on orders, shipments,
invoices, payments and service requests and modify information at any time.
Customers can also query and sort data by a range of criteria.

iSupport - Microsoft Intemnet Explorer provided by MSN

e Edt View Fsvoies Toos Help HLmks @that @ Homal BMaps ENens hShapping
: =

-2 QNI ES

Ackiress [ D:AiSuppartiscreenshascounl_tablerdere.him ] & ‘

Qracle Applications iSupport | Profile | Email | Sign Out

(@ CY-XaW= Home | Account | My Products | Support | Forum | Quick Links
Orders | Invoices | Payments | Contracis | Retuns | Service Requesis | Defecis

Orders
Search [Ordertumber =] [grestertans] | QMDDYYYY) [Gol

10100 SubmbenLodge  10-MAR-1997 Shipments

10700 1600 Submhan Lodge 04-JAN-1996 Shipments
10800 Subwban Lodge 04-JAN-1996 Shipments =
20232 Subwbanlodge  13-NOV-1996 98067 Shipmants

13101 SubmbanLodge  02-FEB-1996 50804 Shipments

15127 Subwban Lodge 17-JUN-1906 7600008 Shipments

15137 Subwbanlodge  17-JUN-1996 978654 Shipments

24770 Submbanlodge  28-APR-1997 10003 Shipments

24860 Subwban Lodge OL-MAT-1997 6878787 Shipments =

| |8 ntemet
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Implementation Overview

This section provides overviews of the Oracle iSupport application and its
administration components, as well as iSupport’s relationship to other Oracle
Applications.

iISupport Administration Overview

Oracle iSupport is a self-service customer care system that enables you to
proactively provide customer service and support via the Web. iSupport
Administration offers an easy and efficient way to set up and customize Oracle
iSupport to fit your company’s needs.

iSupport Administration has the following features which are organized within the
following Navigation Tabs inside the Administration Console:

Navigation Tabs and features within iSupport Administration

Navigation Tab Features

Profile Personalized Homepage Management
Subscription and Notifications setup

Implementation Overview 2-1



iSupport Administration Overview

Navigation Tabs and features within iSupport Administration

Navigation Tab Features
Support Service Request Management
Call Me Setup

Feedback Surveys Management
Knowledge Base setup
Usergroups Management

Email Template eMail Template Setup
User Forum Categories, Forums and M essage M anagement

In addition iSupport Administration also provides features for creating and setting
up Users. For the implementation of Installed Base and Defects & Enhancements
Management System, please refer to the respective Implementation Guides.

Personalized Homepage

The customer can personalize their own home page to accommodate their specific
working habits and requirements. The Homepage is divided into sections
containing categories of information such as News, Service Requests, Orders,
Defects, and Forums. The customer can hide/show sections, personalize the layout,
and filter the content.

You can set default severities and status as well as determine how a request gets
submitted to Support.

You can set up the customer home page so customers can receive company news.
You can also define specific sections or bins and the format in which they appear.

Service Request Management

iSupport is integrated with Service so customers can submit service requests online.
The data requested includes a problem description and comments, customer date,
status and severity levels. Once the information has been entered and validated, the
system will return a request number for future tracking. The customer can modify
this request at anytime, to add information, increase the severity, modify the
contract information.

2-2 Implermenting Oracle iSupport



iSupport Administration Overview

Call Me
Call me allows a customer to contact Support simply by clicking a button on the
Service Request page.
You can enter Oracle Telephony Manager information on the Call Me
Administration page to set up the Call Me feature.

Feedback/Survey

The Feedback page allows customers to provide feedback and respond to surveys.
You can use the Feedback Administration page to set up the feedback feature.

Knowledge Base

Customers can search the knowledge base to find answers to their questions instead
of calling a support agent on the phone. Knowledge Base Search organizes the
search process so data is categorized in an easy and efficient manner. Using a
natural language mechanism, customers can enter a search statement in the form of
a question, and the knowledge base returns solutions related to the statement. The
knowledge base can be accessed from both the Support application and the
iSupport application. For more information, see Implementing Knowledge
Management. In addition to searching for statements and solutions in the
knowledge base, customer can search for technical documentation using the
marketing Encyclopedia.

Use the Knowledge Base Administration screens to set up the knowledge base for
both iSupport and Customer Support. Knowledge Base Administration allows you
to create statement and solution types as well as search, create, and modify
solutions. For more information on Knowledge Base Administration, see
Administering Knowledge Base.

Usergroups

Usergroups allow you to administer users into groups. You can enter Usergroup
information on the Usergroup page to set up this feature.

eMail Template

Email Center Management routes and responds to customer email. Call me allows a
customer to contact Support simply by clicking a button on the Service Request

page.
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iSupport Administration Overview

You can enter Oracle eMail Center information on the eMail Template
Administration page to set up this feature.

User Forum

A forum is an interactive area for discussions and commentaries that is dedicated to
a certain topic. The customer can track only the forums she wants to see so they can
be accessed easily and directly from the home page.

Using Forum Administration, you can set up and manage forums for a particular
customer or usergroup(s).

2-4 Implermenting Oracle iSupport



Setup Flowchart

Setup Flowchart

A high level flow of a possible iSupport implementation would include:

Oracle iSupport Setup

Step 1 Step 6 Step 11

Step 16

Setu Confirm Setup
Sys Admin Employ[t;es Setup of Service Request for
Notes iSupport
Step 2 Step 7 Step 12 Step 17

Confirm
Setup of
Inventory

Define
Key Flexfields

Setup
Installed Base

Setup
Forums and User
Groups

Step 3 Step 8 Step 13 Step 18
Define Calendar, Confirm Confirm Setup
Currency & Set of Setup of Setup of Surveys and

Books Order Mgmt Contracts Core Feedback

Step 4 Step 9 Step 14

Create Oracle
- Setup Application Users to
Setup Organizations Service Request Complete iSupport
Setup
Step 5 Step 10 Step 15
Setup Setup Setup
Locations Knowledge Base iSupport Homepage
LEGEND Required Step Dependencies Ogttlggal
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iSupport Modules and Dependencies
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iISupport Modules and Dependencies
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Setup Checklist

Setup Checklist

It is possible to select which iSupport modules to implement, the respective module
dependencies are illustrated as above. The Implementation order is not important.

Step Title

Create Users to Complete iSupport Setup - This step is
prerequisite to all iSupport setups

Setup Homepage

Setup Service Requests

Setup Call Me

Setup Surveys

Setup Knowledge Management

Setup User Groups

Setup eMail Template Management

Setup Forums

Confirm Account Setup (View Orders, Shipments, Payments,
Invoices, Returns, Contracts)

Confirm Setup of Installed Base

Confirm Setup of Defects

Implementation Overview 2-7



Setup Checklist
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Implementing Oracle iISupport

Creating a System Administration User for iSupport
To create a System Administration User for iSupport involves the following steps:
= Create a new user
« Associate iSupport system administrator role to the new user

« Associate iSupport system administrator responsibility to the new user

Creating a New User
Use this procedure to create a new user

Prerequisites
None

Implementing Oracle iSupport  3-1



Creating a System Administration User for iSupport

Steps
1. Navigate to HTML login page.

/3 Oracle CRM - Microsoft Internet Explorer o= |
Fle Edt Wiew Favortes Tools Help ‘
) n | @ Ey- S
Back Fonsard Stop  Refiesh  Home Search Favorites  History Mail Print
Address [ €] hitp. rap025sun.us orace, com 9000him/login.sp A
=l
Welcome .
to Qracle Applications
User ID Customized data should go here
Password Go
Register Here
Oracle Links
® Oracle Home
e Applications
* Education
s Consulting
e Parners
|
2] [ [ [E5 Localinranet 7

2. Click the "Register here" link, which will bring you to the self-registration page

Note: Merchant can also register new users by logging in to System
Administration Console, navigating to "User" tab and "Add" subtab. They will
then see the same user-registration screen as above and will be required to enter
the same information.
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Creating a System Administration User for iSupport

/] User Registration - Microsoft Internet Explorer

JE\IE Edt View Favoites Took Help

S b

Back Fanard Stop  Refresh  Home

il Pririt

a

Seaich Favarites History
Address [@] htip://apD25sun.us.oracle.com: 3000/ hirlvitfeg] jep Marget=itloginsp

User Registration

First Mame lJnhn—
* Last Mame lDUE—
‘UserMame ljuhmdug—
Password l"‘“‘“"““’“—
Werify Password l’”“""”““—
EMail [doe@us

Account Type W

Indicates Required Field

Password should be atleast B characters long.

Submit | Clear

|
@] Done || B4 Local intianet i

Enter user’s first name, last name, username, password, email address, and

select "Business User" or "End User". A "Business User" belongs to a company
and an "End User" is a single end user.

Click Submit button when completed.

Select "Company ID" radio button if the registration belongs to an existing

company and enter the respective company ID into the textbox. Otherwise,
enter the new company information.
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Creating a System Administration User for iSupport

/3 User Registiation Continued. - Microsoft Internet Explorer

J File  Edit View Favortes Tools Help

. > . @ o 2 - 5
Back Foiyard Stop  Fefiesh Home | Seach Fovoites History | Mal  Print
| Address [@] prup:/2ap025eun us.orscle.com: 3000 Al e s | @G
User Registration Continued.
@ T have my Company Id 1000
I do not have my Company Id
Company Narme l—
Address Linel l—
Address Line2 li
Address Line3 l—
City l—
State l—
Zip l—
*Country IAighamstEm j
“Day Time Phone Numherl— I— s
Evening Phone Numherl— I—
Fax Numberl— I—
||
&] Done || 3 Localintranet Y

The following information is required:

« Company Name

« Address
« City

« State

« ZIP

« Country

« Daytime phone number
« Evening phone number
« Faxnumber

Click Submit button when completed.
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Creating a System Administration User for iSupport

Associate iISupport System Administrator Role to the User

Prerequisites
New user has been created

Steps
1. Navigate to HTML login page.

2. Login as the System Administrator User. The system administration console

will be displayed

3. Query back the username that you have just created in the "Search User" box.
Matching usernames will be returned. Select the user by clicking on the link.

Fle Edt Yiew Favoitss Iook Heb

/3 http://ap04Gsun.us. oracle.com:8010/html/jtfasud.jsp - Microsoft Intemet Explarer

= @ B

Back Farard Stop  Refiesh  Home

Q

Search Favortes  History

-

Mail

Adehess [@] hios//ap04Bsun s racle.com 801 0/imliasud isp

Oracle Applications

Search User

| Gol

JOHNDOE
=First  =<Previous 0 - 1 of 1 Mext=> Last>

(e =FiXal =N Users | Registration Approval | Security | Payment Processing | Setup | Advanced

Quick Find : | jiffmsenver = Go

Framework | Profile | Sign Out

=

&] Done

|| [Z3 Localintranet i

4. The merchant must assign roles to the user. At a minimum "IBU_SYSTEM _
ADMIN" role must be assigned for iSupport system administrator privileges.

To assign role, select the required roles from the "Available Roles" list box, and
then click the "Right Arrow" button to assign roles (The "Left Arrow" button
deselects assigned roles. The "Double Left Arrow" deselects all assigned roles,
similarly the "Double Right Arrow" assigns all available roles).
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(
A User-Role Mapping - Miciosoft Internet Explorer [_ O[]
J File Edit View Favoites Tools  Help |

5 =
L@ G| Ga e (B 5
Back Foanmerd Stop  Refresh  Home Search Favorites  History il Print
| Adress [ @] it/ ap46sun.us. racle. com 801 0/htmlfasum jsp?FiincipaMame=)OHNDOE D omant ame=CAM_DOMAIN =] @6
. . -
Oracle Apphcat"ons Framework | Profile | Sign Out
ORACLE [LEILEEETY R Payment Processing | Setup | Advanced

Quiek Find: | itfimserver 'I Go
User-Role Mapping

Available Roles Assigned Roles
TF_PROPERTY_ADMIN [-] IBU_SYSTEM_ADMIN

JTF_FR_ADMIN

IBY_PAYMENT _MANAGER_ROLE

IBU_SELF
IBU_REG_USER

FEEY

C5_SvSTEM_ADMIN =l

Update | Restare

||
& [ [ 25 Local intranet v

Selected roles should then appeared in the "Assigned Roles" list box. Click
Update button to save changes.

5. Role assignment is completed, the merchant can sign out.

Associate iSupport System Administrator responsibility to the user

Prerequisites

New user has been created and System Administrator role has been assigned to the
user
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Steps
1. Login to Oracle Applications.

Oracle Applications - DOM1151

User Name
Passwaord

ORACLE

Applications Cannect Cancel )

Record: 1/1 ol [ <08C~

aming: Applet Window

2. Select "System Administrator" responsibility.
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3. Select "Profile" and then "System".

% System Profile

EEEFind System Profile Values

Displa

ecard: 111 (I | Listofvalu... |
fiamming: Applet window:

Check the "User" checkbox, enter the username that you just created. To refine
the search criteria, enter "JTF%" in the Profile box. This will reduce the search
result to system profiles that belong to JTF.

4. The system profiles that needs to be setup are called:
« JTF_PROFILE_DEFAULT_APPLICATION
« JTF_PROFILE_DEFAULT_RESPONSIBILITY
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Egg Oracle Applications - DOM1151

HPlG oGP IRPNE 1AL 2T ?

IBUADMIN
JTF_FM_REFRESH_RATE 20000 =
JTF_FM_SERVER_ID 1
JTF_FM_TEMP_DIR tmp
JTF_PROFILE DEFAULT APPLI[522 672
JTF_PROFILE_DEFAULT_BLANI[3
JTF_PROFILE_DEFAULT_CSS |[JTFUCSS.CSS
JTF_PROFILE DEFAULT CURRI|USD
JTF_PROFILE_DEFAULT_LANG [US us
JTF_PROFILE_DEFAULT_NUM_{[15

PRO DEFA T (60370 60084 g
Open
ecord: 20/29 ol | =08C> | <DBG=

'Wammg. Applet Window

Note: JTF_PROFILE_DEFAULT_APPLICATION specifies the default
application for the user. JTF_PROFILE_DEFAULT_RESPONSIBILITY specifies
the default application menu structure for the user. The merchant must confirm
and assign both these system profile values. The following steps outline a
possible process for gathering the application ID:

Within Oracle Application, under System Administrator responsibility, navigate
to "Application" and then "Register"”

Select "View" menu, "Find" option
Enter "iSupport" in the Find box, and click Find button
For JTF_PROFILE_DEFAULT_APPLICATION set to 672.

The following steps outline the process involved in gathering the responsibility ID:

Within Oracle Application, under System Administrator responsibility, navigate
to "Security", "Responsibility” and then "Define"
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« Select "View" menu, "Find" option
« Enter"IBU_SYS _ADMIN%" in the Find box, and click Find button
= Note the "RESPONSIBILITY_ID"

« Set the profile option JTF_PROFILE_DEFAULT_RESPONSIBILITY to the above
noted RESPONSIBILITY_ID. (Unlike application ID, the responsibility 1D
system profile value does not have a default.)

When the merchant has set these profile values, responsibility assignment is
complete and the merchant can exit Oracle Application.

Profile Options for a user

Profile Options for a user (optional)

Profile Option Purpose

ICX_LANGUAGE Specifies the default language for the user

JTF_PROFILE DEFAULT_CURRENCY Specifies the default currency code for the user
JTF_PROFILE DEFAULT_NUM_ROWS  Specifies the number of rowsto show in HTML table
JTF_PROFILE DEFAULT_BLANK_ROWS Specifies the number of new rowsto show in HTML table

JTF_PROFILE DEFAULT_CSS Specifies the default HTML style sheet to be used in all
HTML pages

Profile Tab

Use the Profile Tab to manage iSupport Homepage information.

Defining Personalized Homepage

You can use Personalized Homepage to select and define the homepage content you
want to make available to users, which content is mandatory and so on.

Selecting Homepage Content
Use this procedure to define content.
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Prerequisites
None

Steps
1. Navigate to iSupport Administration. Select the Profile tab and then the
Personalized Homepage sub tab. The Content Administration page appears.

Fle Edt Vew Favotes Tods Hep || ks @iChat @Hoimal @Mops News @Shorsing [

-9 QHAAEIES
Address [€]

=] ono |
=

Oracle Applications Profile | Sign Out
(@)=Y -Na W=l Piofile | Support | Email Template | User Forum | Properties

Personalized Homepage | Subscription

Quick Find : [Service Requests 7 o

Content Administration

Mandatory Layout

Narow

Narow

Narow

Wide

Wide

Wide

Narow

| | | | |
55555553
55555557
5% %5 FFE B

Narow

Add Content Add MES Cantent Delete Content

|

= [ T

2. Select the content you want to make available to your customers by checking
the check box. By default, there are four seeded contents displayed on the
Homepage:

- Default Account

- How can we help you?
- Service Requests

- Alerts

These are seeded as non-mandatory, non-disabled contents. MES Content, for
example Company News, is not seeded.

3. Click Add Content to add new non-MES content.
You must specify:
- The content name
- Format (wide or narrow)
- PL/SQL package name or Java object path which provides the content
information
- Mandatory / disabled display for content
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|

Oracle Applications Profile | Sign Out

ORACLE (77 7T IR (0 (T
Quick Find : [Servics Pequests 7 0|

Add New Content
Content Name [ |
Content Format [Wide =]
I Disable

I Mandatory

Save | Cancel | Clear

Indicates required field

[ET0sme [ [ iemet

The merchant must provide a valid PL/SQL package (compiled in the database)
or aJava class which adheres to the standard interface, i.e. provides an API to
retrieve:

- The content name (which should be translatable)

- The content HTML string (which should contains a HTML table which has the
content information. The Java interface is BinInterface, and the Javadoc is
provided)

- Email text if it’s a PL/SQL package

If the content needs to have some edit functionality for customers to use, then
the merchant should provide the "Edit" link or button in the returned content
HTML. Clicking on this link will go to an "Edit content” JSP page that the
merchant should also provide.

Checking the "Mandatory" checkbox will not allow the users to personalize this
content, i.e. it will always show up on the customers homepage at a fixed
location. Checking "Disable" will diable this content.

4. Click Add MES Content to add MES content to the Homepage.
Select one or more available MES categories and then click on the "Save" button.
The default attributes for a MES content are: narrow, non-disabled and

3-12 Implermenting Oracle iSupport



Defining Personalized Homepage

non-mandatory.

¥ Oracle iSupport - Netscape

a 4

Oracle Applications iSupport | Profile | Profile. | Sign Out

ORACLE (M EMmM T O
Personalized Homepage | Subscription

Quick Find : [Service Requests =]

Add MES Content

r Hew Company Hews

T SystemNews

== Ele wl uel | vl

Updating Homepage Content
Use this procedure to update Homepage content.

Prerequisites
None

Steps

1. Navigate to iSupport Administration. Select the Profile tab and then the
Personalized Homepage sub tab. The Content Administration page appears.
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Click the Content name link for which you want to update

| Oracle iSupport - Microsoft Intemet Explorer provided by MSN MEE
Fle Edi View Favoies Tods Help H Liks @Chat @ Holmal @Maps ENews @ Shopping
-5 PERAAEIE T
Adhess [ itp.//ap058sun us. oracle.com: 2222/himibubsbin jsp = 6o |
Oracle Applications Profile |Sign out

ORACLE [N BT A (B O

Personalized Homepage | Subscription
Quick Find : [Service Requests = Go

Update Content

*Content Name  [dccount
Content Format | MNarrow ¥

« [PLSQL Object 7] IBU_ACCOUNT_BIN

™ Disable
[ tandatory
Update | Cancel | Restore
“Indicates required field
2] Dore [ [ [ Intemet

For non-MES content, all the attributes can be updated, including content name,
content format, PL/SQL and Java object, mandatory and disable flag. For MES
content, only the content format, mandatory and disable flag can be updated.
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2. To change the layout for all the mandatory and non-disabled contents, click the
Mandatory Layout link from the Content Administration page.

|3 Dracle iSupport - Microsoft Internet Explorer provided by MSN [_[5]x]
Fie Edi View Fouoiies Iools Hep H Links @Chat @@ Hoimal @ibaps @@News G2 Shapping
N =
R EEA T ] E ]
Adess [ ] http://ap58sun s oracle com 2222 il buhalysp | @80 ‘
Oracle Applications Profile | Sign Out

[@]CYNal =g Piofile] Support | Email Template | User Forum | Properties

Personalized Homepage | Subscription
Quick Find : [Service Requests v

Mancdlatory Layout

*How can we help you? (W)
“Service Pequests()

Update | Cancel

()= Indicates Wandatory Content
(M) = Marrow Content
(W) = Wide Content

[&] Done [ [ intemet

The first column is a narrow column and the second column is wide column. The
location of content can be changed by clicking on the left, right, up and down
buttons. Content that is defined as narrow format can be moved into wide column,
but not vice versa.

Setting Up Subscription Information

You can use this administration page to set up subscription templates and set email
intervals.

Setting Up Subscription Templates

Use this procedure to set up subscription templates.
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Prerequisites
None

2 Oracle iSupport - Microsoit Intemet Explorer provided by MSN

e -3 QERAREHBER S
| Addess [ o rach =] &eo ||uiks >
=

QOracle Applications isupport | Profile | Profile | Help | Sign Out

ORACLE (1IN M T (T
Personalized Homepage | Subscription

Subscription  Ernail Interval

Subscription Template Administration

Language [French -

Subject [

Header I=|
Footer I=|
<CURRENT_DATE> Today's date
<FULL_USERNAME> First nas + lat nams
<LAST MAIL DATE= Date of the last sercing to the wser
<COMPANY EMAIL- Site e-oail
<COMPANY_NAME> Mame of the company
<COMPANY_SITE> Wb address of the site
Update | Restore | Reload
& [ [ [ intemet

Steps

1. Navigate to iSupport Administration.

2. Select the Profile tab.

3. Click Subscription.

4. From the Language drop-down list, select the language for your template.
5. Enter the subject for your template

6. Inthe Header text field, enter the current date.

7. Inthe Footer text field, enter the last mail date.

8. Click Update

Setting Email Subscription Intervals

You can use this administration page to set email intervals. You can define the time
interval that appears for the customer in a drop-down list. Use this procedure to
define the ranges and to set a default interval.
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Prerequisites
None

Steps
Select Subscription.
Select Email Interval.
In the range start box, set the minimum time between emails

1.

2.

3

4. Inthe range end box, set the maximum time between emails.

5. Inthe range set box, set the step between the start and end time.
6

In the default interval box, set the default interval to appear in the drop-down
list.

7. Click Update.

Subscriptions Concurrent Program

The Subscriptions concurrent program for tracking user subscriptions in the queue
will also need to be configured from Oracle Applications. The name of this
Concurrent program is called "Message Delivery Scheduler”, and should be
configured to run periodically.

Support Tab

Use the Support tab to manage service request, call me, and survey information.

Managing Service Requests

Use the Service Request Management page to set severity levels, status, and routing
information for service requests. You can also choose how a service request should
be routed for a customer. You can choose to either have the request directly
submitted to a support agent, initiate the Knowledge Base search screen, or prompt
the customer to make the choice.

Prerequisites

Make sure you set up Service Request as described in the implementing section of
Oracle Service Request Documentation.

Ensure that all the following steps have been reviewed and completed as necessary:
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« Confirm setup of Request Severity values

«  Confirm setup of Request Status values

«  Confirm setup of Solved Status values

« Confirm setup of agents in Resource and Assignment

«  Confirm setup of Notes

Steps
1. Navigate to iSupport Administration

2. Select the Support tab.
3. Click Request Management Administration.
4

From the drop-down lists, enter the default statuses for the Service Request

page.
TR AR I \
Addess [&] u =] @6o ||Links >
Oracle Applications iSupport | Profile | Profile | Help | Sign Out B

ORACLE ([EAETN LA M s
Request Management | Call Me | Survey | Category | Usergroup

Request Management Administration
Default Severty [Low =]
Default Status [Open 7]
Sobved Status [Concelled byUser =]
Closed Status [Closed 5]
Default Resowrce I fa57

VWhen customer submits a request € Directly subsmit to Oracle Suppott
@ Always search the Rnowledge Base
€ Always prompt the customer

Customer Call r r
Request for Information r r
Schedule Installer r r
Update | Restore
=l
& [ (@ inenet

This step involves selecting default values for Severity, Request Status, Solved
Status, Closed Status, and Resource ID. These values will default to the service
request at creation and can be over written by the user with values from LOV.
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5. Setup knowledge search (Optional). You can setup your service request
submission process to include a solution search prior to service request
submission. Select from one of the radio button choices for "When customer
submits request"

6. Enforce product selection and entitlement verification (Optional). You may
want to enforce product selection for a particular request type. For example,
when a customer selects "Problem Resolution" you may want to enforce the
selection of a product from the product LOV. You may also want to perform
entitlement verification for the selected product.

When entitlement checking is enforced, a validation process occurs ensuring
customer has correct service level in contract for a given product.

7. Depending on how you want to the service request routed, choose an
appropriate radio button.

Call Me Setup

Prerequisites

Setting up the Call Me feature in iSupport involves entering the OTM Server Host
Name and the OTM Server Port. Confirm OTM server has been setup and is
running

Steps
1. Navigate to iSupport Administration

2. Select Support tab, Call Me sub tab
3. Enter OTM Server Host Name
4. Enter OTM Server Port
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5. Select "Update" button to save or select "Restore" button to cancel.

H Oracle iSupport - Netscape [- O] <]
Fie Edt Yew Go Communicotor Help
<« @ 3 B} a < & O @ N
Back  fuucd  Rebad  Home  Seach MNefscope  Pint  Seculy  Shop  Siop
7w Bookmaks i Location: |http/fapEEWsur\usmal:\ecnm'ED[IEI/html/\hual:m|gp7\lfax=[l&\t’ay=1&|tlaz=1&\l’aw:n _L[
Oracle Applications Profile | Help | Sign Out

ORACLE MMM s

Request Management | Call Me | Survey | Category | Usergroup

Call Me Administration

OTM Senver Host Name [otm. oracie. com

OTM Sewer Port 10005

Update | Restore
=== [Document Done EE N IR N )

Surveys Setup

Use the Survey tab to set up feedback templates so customers can provide feedback
on certain topics or sections of iSupport. You can also assign a feedback template to
one or more user groups. Use this procedure to set up the feedback option for your
customers.

Prerequisites

Oracle Scripting setup needs to be confirmed before iSupport can provide any
Survey functionality.

Steps
1. Navigate to Isupport Administration

2. Select the Support tab, Survey sub tab
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3. Click Feedback Configuration

/& Oracle iSupport - Microsoft Internet Explorer

|| Fle Edé View Faveries Took Hep [ ]
] | 2 - 5
Back Frard! Stop  Refresh  Home Search Favorites  History bail Print
doress [@] hitp:2pB5T sun.us oracle. comBI00/himl/ibuafbe jspTjtfa= Ot ay=144az= 2 avi=n =] @6
. i oAt =
Oracle Applications Profile | Help | Sign Out
ORACLE (IO ETD T M T
Request Management | Call Me | Survey | Category | Usergroup
Feedback Configuration Feedback List
Feedback Configuration
Senver Name  [apB0Bsun
Pont [2482
Database [tstl 15
Java Mative Directory Interface [Aest/oracle/apps/iesfoorbe/common/iaster
User Name [apps
Password [apps
Update | Restore
=l
&] Done || |5 Localinranet 4

4. Enter server, database, user name, and password information.

The merchant is required to setup the scripting server in order to use iSupport
Surveys. The server side configuration includes defining the hostname, port
number, database name, Java Native Directory Interface (JNDI) string, and the

username/password to connect to the scripting server.

5. Click Update.
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6. To view the current list of feedback templates (Surveys) and to add new
templates, Click the Feedback List link

3 Oracle iSupport - Microsoft Internet Explorer

File Edt View Favoites Tools Help |ﬁ

= = @ [ =

Beslh o Be e [Heme
Addiess [] hitp://apB61 sun.us.cracle. com: 8000/ himl/ibualbr isp =] e

Search  Favorites  History b ail Print

Oracle Applications Profile | Help | Sign Out

[ =Y -Na{ W= Frofile | Support | Email Template | User Forum | Properties
Request Management | Call Me | Survey ; Category ; Usergroup

C i Feedback List

Feedback Administration

Survey unavailable

Update | Clear I Add Mew Fesdback |
-]
2] [ [ [B& Localintianet 7

7. Select a predefined feedback name from the feedback list.
8. From the Associated User Groups table, select the user groups you want to send
the feedback template to.

The Merchant is required to associate user groups to Surveys, otherwise they
would not be visible to any users. The Merchant would query back a particular
Survey and then select user groups to associate with it

In this same form, it is also possible to update and delete user groups to existing
Surveys

9. Click Create. Your feedback templates are now mapped to specified user
groups.

Setting Up News Categories

You can set up information categories for the company news section on a
customer’s homepage. Use this procedure to set up categories.
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Prerequisites
Make sure you set up Knowledge Management as described in the implementing
section of Understanding Knowledge Management In CRM.

Ensure that all the following steps have been reviewed and completed as necessary:
« Confirm setup of Solution Sets

=  Confirm setup of Frequently Used Solutions

« Confirm setup of document content defined in MES

In addition, the steps must be completed from the iSupport System Administration
screens.

Steps
1. Navigate to iSupport Administration

2. Select Support tab, Category sub tab

3 Dracle iSupport - Netscape =]

Fie Edt Yiew Go Communicstar Help

i W o A 4 o= = & @ @ NL

% Back Fowad  Relbad  Home  Seach Melscape  Fiint  Secuiy  Shop  Stop

£ Bookmarks % Location [Fitp:77pBBTsun us.cracls-com:800 s itfar=Okitay= _;l
Oracle Applications Profile | Help | Sign Out

Profile | Support | Email Template | User Forum | Properties
Survey | Category ; Usergroup

ORACLE
Request Management | Call Me

Category Administration

Category | Company Mews =

(] iSupport Company MNews
(o] Technical Library

© test category

(] test sub category

Update Restore

[ (== |Document: Done

3. Choose the categories you want to add to a customer’s company news section.

4. Click Update.
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Usergroup Setup

Use this procedure to create Usergroups

Prerequisites
Users have been created

Steps
1. Login to iSupport Administration

2. Select Support tab, Usergroup sub tab

“Indicates required field

Create | Update | Delete

&7 Dene [ [ intemet
3. Click "Create" button

4. Specify Start and End dates for your Usergroup and enter a SQL Statement to
define the usergroup

« SQL statement should be like "select party_id from hz_parties where ...."
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3 Oracle iSupport - Microsoft Explorer provided by MSN

| P& -» QA A AEIE S \

| Address [&] =] @6 [Liks

Oracle Applications iSupport | Profile | Profile | Sign Out

ORACLE XA Al s

Request Management | Call Me | Survey | Category | Usergroup

Narne [fouug!
Start Date [T7-JUN-2000 22/
EndDate| &
Description

&] Dore [ [ s intemet

5. Save

6. Run the concurrent program, "Usergroup creation". Short name=IBUUG. This
program populates additional tables and makes the user group visible in MES.
Subsequent publishing in MES can be viewed in the Alerts section on the
Homepage.

After making updates to a user group the concurrent program needs to re-run.

Email Management Setup
Use the Email tab to setup Email

Use the procedure to set up templates for your customers. You can remove existing
templates or add a template. Note: Oracle Email Center setup needs to be confirmed
before iSupport can provide any email template functionality.

Prerequisites

Confirm Email Center and all its dependent products has been successfully setup.
Please refer to Email Center Implementation Guide for further details.
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3-26

Steps
1. Navigate to iSupport Administration

2. Select the Email Template tab.

3 Oracle iSuppart - Netscape

File Edit Wiew Go Communicator Help

<« ¢ A A a 4 & O F
Back Forverd  Reload Hame Search  Metzcape  Print Security Shop Stop,
i| " Bookmatks i Location [itp:/#p85 T sun.us oracle. com 8000t buaets jsp7ax=Dbi i

-

Oracle Applications Profile | Help | Sign Out

(@ =V Xa MW Profile | Support PEmail Template’] User Forum | Properties

Email Template Administration

I Order Status fafrz/common/dom115 1/htralfibu_iemiordr. htm

r Service Request Status  /afre/common/dom1151/htmlfibu_iermisrst htm

Update | Clear Add Email Template

[ == |Document. Done

3. Toremove a template, select the template by checking the respective check box

and click the Update button.
4. To view a template, click the template name in the table.

5. To add a template, click the Add Email template button.

Merchants can add new email templates by selecting "Add Email Template". They
will need provide the template name and location as the absolute path where to
find these templates in the file system. The templates themselves are created by
using Oracle Email Center’s application. Merchants can remove email templates
from the lists by checking the templates (remove column) and then click the

"Update" button.
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G000 il aetc s

Oracle Applications
ORACLE EEDE T e

Email Template Detail
Template Name [
Template Location [ |
Create | Clear | _Cancel

[ET0sme [ [ iemet

Forums Setup

Use the Forums tab to manage Forums

Managing Categories

Forums are contained within a categories. Use the Category screens to create,
remove, or rename forum categories.

Before a user can post/reply messages to a Forum, the System Administrator needs
to create at least one Forum within a Category. Categories and Forums are
organized in a tree structure to allow easy access and navigation.

Prerequisites
None

Steps
1. Navigate to iSupport Administration

Implementing Oracle iSupport 3-27



Forums Setup

2. Select User Forums tab, Category sub tab

5 Oracle iSupport - Microsoft Intemet Explorer provided by MSN [E1=]
| re-» QB d QGBI ES \
| Addess [&1 1 Tsunus orach =] @G0 || Lnks >
Oracle Applications iSupport | Profile | Profile | Help | Sign Out B
[@]CY-NaW=g Pofile | Support | Email Template | User Forum | Properties
Category | Forum | Messages ; User Group
Create Delete Rename Moty Status
Create New Category
Choose a parent category
Category Root -
Enter the name of the new category
Choose Access type
@ Open
© Restrict
 Close
Create
|
] Dane [ [ [ irtemet

Choose the access type.
If you want categories available for all users, then select the Opened option.

To restrict a category to a specific user group, select Restricted.

o o~ w

To close a category, choose Closed.

Managing Forums

A forum is an interactive area for discussions and commentaries that is dedicated to

a certain topic. Forums allow you to post questions and comments and to reply to
questions posted by others.

Creating a New Forum
Use this procedure to create a new forum.

Prerequisites
None
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Steps

1.

Select the Create Forum link.

2} Oracle iSupport - Microsolt Internet Explorer provided by MSN [_[=]x]
=e -5 - GhaaE3|E 4 |
| adcress [&7 e s orach ~] oo ||uinks >
=

Oracle Applications isupport | Profile | Profile | Help | Sign Out
ORACLE BED ETA I CEEm T

Category | Forum | Messages | User Group

Create Delete Rename Move Modify Status  Modify Attributes

Create New Forum

Create a new forum by completing the following fields

“Choose the parent category of the new forum
Test > iSupport Development » Foot .

* Enter forum narme:

Choose Access type
@ Open

© Restrict

€ Close

Modify

“Indicates required field

3] [ [ [ Intemet

Enter the new forum name in the Create new forum field.
Choose the appropriate access type from the access type radio buttons.
Click Submit. The new forum name is added to the main forum list.

Note: Duplicate forum name in the same level (have the same parent) is not
allowed

Renaming a Forum
You can rename a forum at any time.

Prerequisites
None

Steps

1.

Select the Rename Forum link.
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2. From the drop-down list, select the existing Forum you want to rename.
3. Enter the new forum name.

4. Click Submit. Your changes will appear immediately on the Forum page.

Moving or Deleting a Message from a Forum

You can move a message or message thread between forums. To move a message
from one forum to another, follow these steps.

Prerequisites
None

Steps
1. Choose a forum to move.

2. Choose the destination.

Change Forum Status

If you want categories available for all users, then select the Opened option. To
restrict category to a specific user group, select Restricted. To close a category,
choose closed.

Maintaining Message Headers

Message Headers are attributes located at the top of each message that may include
items such as forum name, product, and product version. You can create, delete or
modify headers.

Prerequisites
None

Steps
1. Select a forum from the drop-down list.

2. Click Next.
3. Enter the header name or modify the existing header.
4

Select the mandatory check box to make the header a required field for the
customer.
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5. Enter the header value or modify the existing value.

6. Click Modify. The new header information is displayed for that forum.

Creating a New Header

You can create a new header for a forum. You can create up to three headers for an
individual forum.

Prerequisites
None

Steps
1. In the header name field, enter the new header name.

2. Inthe header value, enter the header value.

3. Select the mandator check box to make the header a required field for the
customer.

4. Click Add header field. You new header is displayed for that forum.

Moving Messages

You can move a message from one forum to another. Use this procedure to move
messages.

Prerequisites
None

Steps
1. Select the User Forum tab.
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2. Click Messages.

Oracle iSupport - Micro: nternet Explorer provided by MSN
B9 EAQEIE-T
agdess[E] ] @60 |[Liks >
QOracle Applications isupport | Profile | Profile Help |Sign Out 4
(@] cVNa{ M= Profile | Support | Email Template | User Forum | Properties
Category | Forum | Messages | User Group
Message Management
Select the forum that contains desired message to access
11itesting -
Nest
gl
& [ @ ena

From the drop-down list, select the forum for the message you want to move.
Click Next.

Click the Move link next to the message you want to move.

o o~ w

From the drop-down list, select the forum where you want the message to be
moved.

Click OK. You can now view your message in the new forum.

Associating User Groups to Forums
Use this procedure to associate a user group with a forum.

Prerequisites
None
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Steps
1. Select User Forum tab, usergroup sub tab

e -2 @RARGIE S \
[& ree: =] oo L >
=l

Oracle Applications iSupport | Profile | Profile |Help | Sign Out

ORACLE JECIEN L
Category | Forum | Messages | User Group

Email Template | User Forum

Associate Disassociate

Associate Usergroup
Associate a categary of forum to a user group by complete the following field
Choose a categarysforum

iSupport Development 7|

Choose 3 usergroup 1o associate

Associate

] Done [ [ [ Intemet

2. From the drop-down list, choose a category.
3. Choose a user group.
4. Click Associate. The user group can now access the selected forum.
5. Click to Disassociate a Category to a Usergroup
Properties Tab

Use the Properties tab to manage information regarding

Account Setup (Creating Returns)

Viewing Orders, Shipments, Payments, Invoices, and Contracts does not require
any setups within iSupport. There however, some required post installation steps
for Creating Returns.

Use this procedure to Create property names and values for the company
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Prerequisites
None.

Steps
1. Login into CRM System Administration as sysadmin/sysadmin

2. Select the advanced tab

3. Choose IBU view

"operty Manager - Micros
mle-5-0
Address [&] htp://api25sun.us orack =] @6o ||Links >
=
Oracle Applications Profile | Sign Out
Properties
view 180 = JEEER|

r COMPANY_ADDRESS 500 Oracle Parkoea Cis 94065,

r COMPANY EMAIL_ADDRESS infous.oracle com,

r COMPANY MERCHANT NAME John Doe:

r COMPANY NAME Oracle Corporation,

r COMPANY_URL ‘hitputhwrerw oracle com

™ searhfactories

] rvice oracle app:

r rice oracls app:

[ sewice ovacte apps Deteet

r 1 Y DeanDe torydese Dx

Update || Pestore First | Previeus  1-10 of 16 Next | Last
|

| [ [ @ inenet

4. Assign site level properties for: COMPANY_NAME, COMPANY_ADDRESS,
COMPANY_MERCHANT_NAME.

5. Setup profile options ASO: DEFAULT Salesrep, ASO: DEFAULT Order Type
and SEQUENTIAL NUMBER for Creating Returns.

« Login into the Oracle Application.

« Select System Administrator responsibility
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F&3 Oracle Applications

[#% Navigator - System Administrator

Funetions
Profile:System
Update system profile options

+ Security
+ Concurrent
4 | [ Profile

Personal
+ Application
+ Install
+ Requests
+ Workflow
Oracle Support

Top Ten List

1. Responsibilities

2. Flexfield Value Sets

3. Concurrent Programs (System Admin
4. Menus

5. Flexfield Values

6. Functions

7. Users

8. Request Sets (System Administrator I
9. Request Groups

0. Concurrent Program Executables

= | Listofvalu.. | | =<DBC=

airing: Applet Window

Select Profile > System On find System Profile Values form select Site and

Application checkbox. For application find "iSupport" and find the profile

option.
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Hil | AP 2512

0 rso  verroperson |-}

nin I | Listofvalu.. | | <08C>
[ovaming: & ppletwindow |

«  Find the profile option "ASO:DEFAULT Salesrep” and set it to No Sales Credit
at the application level. This represents the default assigned resource for
Returns created within iSupport

S PO IGHSBPIRDOE LI 2517

{iSupport = ==

{ASO : Automatic ATP Check =
{ASO : DEFA 3 o] (W [ L ewis, Mr. Barry
{ASO : Default Ordered Oty in
{ASO : ENABLE LINE PAYMENT!
{ASO : ENABLE SPLIT PAYMEN
{ASO : PAYMENT_TERMW "= ™
{ASO: Advanced Inbound Instal
{ASO: Advanced Outhound Inst
{ASO: Default Order State

{AS0: Default Order Type "* *Standard

{

+ (Al {aso%
&+
+ {RY
IE ined H) Iial E W
Record: 217 [ | =086~ | <DBG>

arning Applet Window
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| [(AS0 : Automatic ATP Ch
{ASO : DEFAULT_PERSON_ID *Lewis, M. Barry
{ASO : Default Ordered Oty in |
{ASO : ENABLE LINE PAYMENT|
{ASO : ENABLE SPLIT PAYMEN|
{ASO : PAYMENT TERM ™** ™|

Feinherg, Mr Jerrold

Ferguson, Sir Alex

{ASO: Advanced Inbound Instal| Green, Ms. Suzanne

{ASO: Advanced Outbound Inst| Lewis, M. Barry

{ASO: Default Order State ™ ' Manley, Ms. Elaine

{ASO: Default Order Type = *[Standard lurpry, . Pat
Pierson, Ms. Sandra (Sandy)
Sellect, Mr. Thomas.

[=]
Choices in list 40
Regord: 21?7 [ | ListofValu... | | <08Cx | <DBG>

nnnnn - Applet Window

« Find Profile option ASO:DEFAULT Order Type and set it to Mixed at the
application level. This allows specification of a mixed Order that can contain
Return and Order lines.

«  Profile option SEQUENTIAL NUMBER should be set to "Always Used" at the
application level. This allows Orders with multiple lines to be created.

Installed Base Setup
Prerequisites

Make sure you set up Installed Base as described in the Implementing Installed
Base documentation.

Ensure that all the setup steps have been reviewed and completed as necessary.

Confirm Setup of Defects
Prerequisites

Make sure you set up Defects as described in the Implementing Defects
documentation.

Ensure that all the setup steps have been reviewed and completed as necessary.
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Access Control Setup

Permissions control access to functions, for example page access/button access, or
data which can be made selectively visible. Roles are associated with zero or more
permissions. Users can be assigned to zero or more roles. When defining a new

permission, no distinction is made between functional or data access permissions.

Usage example:

If the user is associated to the "IBU_Request_View" functional permission, this
means the user has access to view the service request page. If the user is associated
to the data access permission "IBU_SR_VIEW_SELF", he/she can view all the
service requests that belong to them.

iSupport seeded roles

Role Name Description
IBU_REG_USER i Support regular user role
IBU_SYSTEM_ADMIN i Support System Admin Role
IBU_EMPLOYEE Not being used/for future use.
IBU_GUEST_USER Not being used/for future use.
IBU_MANAGER Not being used/for future use.
IBU_SELF Not being used/for future use.

iSupport seeded functional permissions

Permission Name Description

IBU_Alerts View View alerts

IBU_CalMe Submit arequest for an agent to call back
IBU_Cadll_Me Edit Edit call me

IBU_Category_Edit Edit category
IBU_Company_News_View View company news
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iSupport seeded functional permissions

Permission Name

Description

IBU_Contracts_View
IBU_Defects_View
IBU_Email
IBU_Email_template_Import
IBU_Forum
IBU_Forum_Category_Edit
IBU_Forum_Edit
IBU_Forum_Messages_Edit
IBU_Forum_User_Group_Edit
IBU_Forum_View_Open
IBU_Forum_View_Restrict
IBU_Homepage
IBU_Invoices_View
IBU_Orders_View
IBU_PROPERTY_READ
IBU_PROPERTY_UPDATE
IBU_Patch_View
IBU_Payments_View

IBU_Personalized_Homepage_Edit

IBU_Profile_Update
IBU_Profile_View
IBU_Request_Close
IBU_Request_Create
IBU_Request_Escalate
IBU_Request_Management_Edit
IBU_Request_Update
IBU_Request_View

View Customer Contracts

View Product Defects

Create structured/unstructured email
Import email template

View and post threads

Edit forum category

Edit forum

Edit forum messages

Edit forum user group

iSupport view open forums

iSupport view open and restrict forums
View and customize homepage

View Customer Invoices

View Customer Orders

Permission to read IBU properties
Permission to read and update IBU properties
Download a patch

View Payments

Edit personalized homepage

Update profile/personalization information
View customer profile/personalization information
Close a service request

Create a service request

Change service request urgency

Edit request management

Add a comment to an open service request

View service requests
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iSupport seeded functional permissions

Permission Name Description

IBU_Request_View_Company iSupport view company service requests
IBU_Request_View_Self iSupport view self service requests
IBU_Returns_Add Create Return for a Product
IBU_Returns_View View Customer Returns

IBU_Role_Mgt Role Management

IBU_Solution_View_All Knowledge Management view all solutions
IBU_Solution_View_Public Knowledge Management view public solutions
IBU_Subscription_Edit Edit subscriptions

IBU_Survey_Create Fill in a pre-defined survey
IBU_Survey_Import Import survey
IBU_Technical_Library_View View technical documentation
IBU_User_Group_Edit Edit user group

IBU_User_ Mgt User Management

iSupport seeded Data Access Control (DAC) permissions

Permission Name Description

ibu_forum_view_open View all open Categories/Forums

ibu_forum_view_restrict View all open and restrict /categories forums that the user has
accessto

ibu_sr_view_self View all self Service Request

ibu_sr_view_company View my companyis Service Requests

ibu_solution view_public View public Solutions

ibu_solution view_all View all solutions

Implementation Recommendation
It is not recommended to modify or alter any of the seeded roles or permissions.

This includes modifying the association between the seeded roles and permissions.
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The seeded roles can be used as an example on how to create new roles. Any new
roles created can be associated with the existing seeded permissions.

Please note that the "Data" subtab under the "Security" tab in the CRM Foundation
System Administration console is not currently being used by iSupport.

Prerequisites
Ensure that Users have been successfully created

Steps
1. Login into CRM System Administration as sysadmin/sysadmin

2. Select the Security tab, Permissions sub tab to view permissions

3. Select the Roles sub tab to view the permissions associated with a particular
role (select role)

4. On the Role Mapping screen, associate permissions to roles accordingly.

Liks @Chat @Holmai @Maps @FiNews @ Shopping

Te com 2222 hinlifesidispTPage=2
OTacie Apprcanor: Setup [Diagnostics [Profie [Sign oW =
ORACLE (AT A T

Permissions | Roles | Data
Quick Find : [jffmserver =

[EE_PRIMARY USER_ROLE Prnary User Fole
[EE_PRIMARY USER_ROLE Prinary User Fole

[BU_EMPLOYEE Eunploges x
[BU_EMPLOYEE Eunploges x

IBU_GUEST_USER. Support Guest User

IBU_GUEST_USER. Support Guest User

IBU_MANAGER Manager x
IBU_MANAGER Manager
IBU_REG_USER Support Registered User

><

IBU_REG_USER Support Registered User

LRILRILRICE

=
=
=
=
=
=
=
=
=
=

Update | Restore

r
<First =<Previous 21 - 30 of 45 New>> Last>

5] [ [ iemet
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| B 3 || ks @iChat @Hoimal @Mops News @Shorsing
le-» QR QESB 5
| e [£) |_REG_USER = et

Oracle Applications Setup | Diagnostics | Profile | Sign Out
(@ CVN@Mg Users | Registration | Security | Payment Processing | Advanced

Quick Find : | ffmserver ]
Role Mapping

Role Name: IBU_REG_USER

Avalable Permissions Assigned Permissions

IBU_Category_Edit = IBU_Homepage -

IBU_Email_template_mport IBU_Orders_View

IBU_Forum_Category_Edit User_Mat

IBU_Forum_Edit IBU_Role_Mgt

IBU_Forum_Messages_Edit IBU_Payments_View

IBU_Forum_User_Group_Edit BU_Invaices_View

IBU_Forum_View_Open IBU_Contracts_View

IBU_PROPERTY_READ IBU_Peetuns_View

IBU_PROPERTY_UPDATE IBU_Technical_Library_View

IBU_Personalized_Homepage_Edit =l IBU_Pequest View 2

Update | Restore
=l

& [ [@ memet

Responsibility Setup
Below is a list of seeded responsibilities provided in iSupport

It is not recommended to modify any of the seeded responsibilitis and their
associated menus.

iSupport seeded responsibilities

Responsibility Name Description

IBU_NORMAL_USER Normal B2C and B2B user
IBU_PRIMARY_USER B2B primary user (sys admin)
IBU_SYS_ADMIN iSupport system admin.
IBU_GUEST Not being used/for future use.
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