Oracle® Service for Communications

Implementation Guide

Release 11i

August 2000
Part No. A86286-01

ORACLE



Oracle Service for Communications, Releaselli
Part No. A86286-01
Copyright © 2000, Oracle Corporation. All rights reserved.

The Programs (which include both the software and documentation) contain proprietary information of
Oracle Corporation; they are provided under a license agreement containing restrictions on use and
disclosure and are also protected by copyright, patent, and other intellectual and industrial property
laws. Reverse engineering, disassembly, or decompilation of the Programs is prohibited.

The information contained in this document is subject to change without notice. If you find any problems
in the documentation, please report them to us in writing. Oracle Corporation does not warrant that this
document is error free. Except as may be expressly permitted in your license agreement for these
Programs, no part of these Programs may be reproduced or transmitted in any form or by any means,
electronic or mechanical, for any purpose, without the express written permission of Oracle Corporation.

If the Programs are delivered to the U.S. Government or anyone licensing or using the programs on
behalf of the U.S. Government, the following notice is applicable:

Restricted Rights Notice Programs delivered subject to the DOD FAR Supplement are "commercial
computer software" and use, duplication, and disclosure of the Programs, including documentation,
shall be subject to the licensing restrictions set forth in the applicable Oracle license agreement.
Otherwise, Programs delivered subject to the Federal Acquisition Regulations are "restricted computer
software" and use, duplication, and disclosure of the Programs shall be subject to the restrictions in FAR
52.227-19, Commercial Computer Software - Restricted Rights (June, 1987). Oracle Corporation, 500
Oracle Parkway, Redwood City, CA 94065.

The Programs are not intended for use in any nuclear, aviation, mass transit, medical, or other inherently
dangerous applications. It shall be the licensee's responsibility to take all appropriate fail-safe, backup,
redundancy, and other measures to ensure the safe use of such applications if the Programs are used for
such purposes, and Oracle Corporation disclaims liability for any damages caused by such use of the
Programs.

Oracle is a registered trademark, and Oracle Service for Communications is a trademark or registered
trademark of Oracle Corporation. Other names may be trademarks of their respective owners.



Contents

SENA US YOUT COMMEBNTS ..ottt ettt ettt e e et et eet et et seeeeeee et et areneenas v
P BT AC ..o ettt ettt ettt ettt ettt ettt vii
a1 (=T Lo [<To I AN o [ =Y (o RS Vii
) £ U (o1 (U ] SRR viii
REIALEA DOCUMENES ...ttt ettt st te e s et e et e s s s bt te s s sba e e st bessabaae s st besestbessrbaeeas viii
R LS .ttt e et et b e bbb e e b ee e teeeeaeteeeeeaeaeeeea et AL abebebebre bt beeteteaaeaeaaeeeaananararareree Viii
PUBIISNEA RESOUICES ..ottt ettt ettt ettt st e e sb e e et e s sabe e s s st e s s abe s e sbe s s sreaeeas viii
(©00] 0 )VZ=T 01 1 T0] o 1T TR viii

Implementing Oracle Service for Communications

Considerations for Planning an Implementation Project..........ccccocoovviivieivccicsieiercvcenns 1
Overview of Oracle Service for COMMUNICATIONS ........cccoooiiriiiieneri e e 1
Understanding Service Request Management
Overview of Service ReqUESTES ...........ccooeveinecernen.

TYPES OF SEIVICE REQUESTS ... ..ttt ettt ettt st st e se bbbt b et st e beseebe st aen e e bebe e enbeben

Overview Of Status Of SErVICE REQUESTS.........cuiuiii ittt e bbb 7
YN0 (o 1) o 1151 (] Y/ o o OSSO TRV 7
ADOUL SErvice REQUEST LINKING ....c.iiiiii it et bttt st bbb s 8
UNderstanding the TEST CENTET ..o e e e e e et e 9
About Service ReqUEST WOIKFIOWS ..........ouviiiiiicri e e s e e e 10

L E= o L] 1= TSR 11
Creating SErVICE REQUESTS ... .ottt ettt sttt et e b s bt eh st be st e st et eb e bes b eb et en e eneeae e enes 11
Creating NetWOrkK SEIVICE REGUESES ........ciiiieiiiie et ettt et st s bbb e 12
Testing Network Elements
Viewing Product Information in the Installed Base...........ocooeiirii i e 17

Typical Release DEPENAENCIES .......ccviiiiiiii ettt st sttt ere e 18



Setting Up Oracle Service for Communications
Service Request Status Setup
WVOTKFIOWW SETUD ... ettt e et et bt bt e b e et eh e s e en et s b es st e st ebese e ebeebesenneebenens
Profile OPLIONS SELUD ...oiiieieii ettt bttt b e e et b se e et b st eb et bbb et ebe e ene e
Default Service Request Owner Setup

Resetting the Default Service ReqQUEST OWNET .......ccccooiuiiiiiiieiri et e et e e 23
Defining Test Type Actions 24

LT =0 [ LTS (= OSSOSO 24
K] (=] o1 TSP UP PP PPTRURTOON 24
Mapping Actions to Work Items for the TeSt CENTET ... e s 25

System Profile Options
ADOUL ThE INSTAIIEA BASE .....ooeeeeecee ettt et et ste e te e e et ete s etaesbe et e esbe et e esbeeneesraesnens
Levels OFf ProdUCE HIBIAICNIES ........c.ccocoiiviiie ettt ettt et ettt st ete et sbe v e ebb e et s enbe e stbenneas
Parameters in the Installed Base
NEtWOIK CONFIGUIALIONS ..ottt et et eb e bbb et b e b bt bbbt es b e enesb e e e

Considerations for Future Upgrade Paths............coviiiiiicccsesccce e, 28




Send Us Your Comments

Oracle Service for Communications, Release 11i
Part No. A86286-01

Oracle Corporation welcomes your comments and suggestions on the quality and usefulness of this
document. Your input is an important part of the information used for revision.

= Did you find any errors?

= Isthe information clearly presented?

= Do you need more information? If so, where?

= Are the examples correct? Do you need more examples?
= What features did you like most?

If you find any errors or have any other suggestions for improvement, please indicate the document
title and part number, and the chapter, section, and page number (if available). You can send com-
ments to us via the postal service.

Oracle Corporation

CRM Content Development Manager
500 Oracle Parkway

Redwood Shores, CA 94065

U.S.A.

If you would like a reply, please give your name, address, telephone number, and (optionally) elec-
tronic mail address.

If you have problems with the software, please contact your local Oracle Support Services.



Vi



Preface

Welcome to the Service for Communications, Release 11i.

This Detailed Implementation Guide provides information and instructions about
the implementation of the Oracle Service for Communications application.

This preface explains implementation considerations and processes is organized
and introduces other sources of information that can help you.

Intended Audience

This guide is aimed at the following users:

Product Implementation team (Oracle and Customer)
Oracle and Customer Project Managers
Technical Support Associates

System Administrators (SAs), Database Administrators (DBAS), and others with
similar responsibility.

This guide assumes you have the following prerequisites:

Understanding of the product implementation processes.
Knowledge of Oracle Network Logistics operation and services
Basic understanding of Oracle and Developer/2000

Understanding of the interface protocol to each of the fulfillment elements
(telnet, script)

Background in SQL, PL/SQL, SQL* Plus programming
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Structure

This manual contains the following chapters:

Considerations for planning

User Roles

Typical Release Dependencies

Setting up Oracle Service for Communications

System Profile Options

Considerations for Future Upgrades

Related Documents

The following are resources related to Oracle Service for Communications

URLs

http://crm.us.oracle.com

http://products.us.oracle.com

Published Resources
Aim Documentation

Conventions

The following conventions are also used in this manual:

vii

CRO010: Scope, Objectives, and Approach
BR020: Business Requirements Mapping Form
BR110: Application Setup

TEQ70: Unit Test Scripts

Oracle Product Name Concepts and Procedures



Convention

Meaning

boldface text

<>

[]

Vertical ellipsis points in an example mean that information not
directly related to the example has been omitted.

Horizontal ellipsis points in statements or commands mean that
parts of the statement or command not directly related to the
example have been omitted

Boldface type in text indicates a term defined in the text, the glossary,
or in both locations.

Angle brackets enclose user-supplied names.

Brackets enclose optional clauses from which you can choose one or
none.







Implementing Oracle Service for
Communications

Considerations for Planning an Implementation Project

The following items are part of planning an Oracle Service for Communications
Implementation:

n  Overview of Oracle Service for Communications
n  Application architecture

n  Features and functions

n  User roles

»  Other considerations
Overview of Oracle Service for Communications

Service for Communications Defined

Oracle Service for Communications extends the features of Oracle Support and
Oracle Service to include the customer care processes in the communications
industry. Specifically, it offers features that:

»  Maintain a directory of products and services customers have purchased in the
Installed Base

n  Log, track, and resolve trouble reports made against installed products and
services

Implementing Oracle Service for Communications 1



Considerations for Planning an Implementation Project

Integration with Other Oracle Modules

The primary area of customer care that this application supports is service request
management. In addition, this application integrates with the customer service
management tools found in the Oracle modules shown in the following table.

Service for Communications Integration with Oracle Modules

Oracle Application

Functionality

Oracle Service Contracts

Oracle Customer Care

Oracle SDP Provisioning

Oracle Sales for Communications

Creates, updates, and displays service agreements for
service contract management.

Manages customer interaction through the Customer
Care Contact Center.

Provides computer-telephony integration necessary for
call-centers.

Allows quick service request creation.

Provides an environment for diagnostic testing of
network elements in the Test Center.

Includes product catalog, order management, and
diagnostic test definitions.

Implementing Oracle Service for Communications 2
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Understanding Service Request Management

Service request management begins when customers call to report trouble with
installed products and services. Support agents receive customer trouble reports
and enter the information into a service request window.

After a service request is entered, agents and technicians can view the request and
track its status. If several service requests are related to one network problem, those
related requests can be linked and tracked together.

Service request management includes these tasks:

n  Receiving trouble reports from customers or service personnel

n  Service testing through Test Center

»  Determining the cause of trouble reports

n  Creating service requests

»  Viewing and tracking the progress of service requests

n  Entering service requests to third-party service providers

»  Confirming that a problem has been resolved and notifying the customer
n  Closing service requests

For a detailed description of service requests, see Overview of Service Requests.

Service Requests are Received

Agents access Oracle Service for Communications as a stand-alone application.
When customers call to report a problem with a product or service, the Customer
Care Contact Center (or via integration with the Customer Care Center)
immediately displays the caller’s account information to the agent via
computer-telephony integration. When the agent elects to log a service request by
accessing Service for Communications from Customer Care, the caller context is
populated onto the Service Request form.

Implementing Oracle Service for Communications 3
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Agents Troubleshoot Customer Trouble Reports

When customers describe their service problems, agents can quickly perform
research and diagnostic tests to immediately resolve simple problems. If the
problem cannot be immediately resolved, then agents can gather information that
can be relayed to the technician to reduce the amount of time it takes to resolve
problems. The application provides the following methods for diagnosing the cause
of a problem before the service request is dispatched to a technician:

n  Search the Knowledge Base to find similar problems that were resolved in the
past.

The Knowledge Base is a history file of previously logged service requests. It
contains troubleshooting information that includes which network elements
have caused similar problems in the past. See Knowledge Base.

n  Use the Test Center to determine whether the network fulfillment element,
which provides the service, is working.

The Test Center contains a selection of predefined diagnostic tests that can be
applied to elements in the network. See Test Center.

Third-Party Service Providers are Notified of Problems

To provide more comprehensive products and services to their customers,
communications service providers often engage in reselling arrangements with
third-party service providers. If customer problems are related to faults in the
third-party service provider’s network, then you must notify that service provider.
However, your organization must be the single point of contact for the customer.

You can enter a service provider request to notify the third-party provider. You can
track the third-party service provider’s external reference number, to keep yourself
and your customer informed on the progress of the service request. See Service
Request Types.

How Customers are Notified of Problem Resolutions

When customers call to report service problems, a support agent opens a service
request. As a result, the customer service request workflow is automatically
activated. This workflow ensures that customers are contacted to confirm that a
service problem has been resolved to their satisfaction before the service request can
be closed. See Types of Pre-defined Service Requests.
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Features and Functions

Overview of Service Requests

A service request contains details about the customer, product, and problem.
Typically, support agents create service requests when they receive reports of
network problems from customers, network engineers, or field service personnel.

When setting up user profiles for the application, you determine who has the
necessary privileges to create service requests for your organization. See Default
Service Request Owner Setup. You can also use application programming interfaces
(APIs) to create service requests.

For procedures that describe how to create service requests, see Creating Service
Requests.

The following table describes the tabs found in the Service Request main window.
Each tab gives access to a function that contributes to the process of managing a
service request. The support agent can use these tabs to manage customer
information, problem details, problem resolution, service history, and task
assignment to assist and sustain a support center.

Service Request Tabs

Tab Name Function

Product Coverage View and edit product attributes and service coverage
information.

Links Link two or more related service requests.

Workbench Post a problem summary note to the Knowledge Base to

review support recommendations or provide solution results
for other support agents.

Log View the history of customer contact with your company
across all service requests.

Contacts View and edit customer contact information.

Addresses View and edit customer billing, shipping, and installation
address information.

Task View or assign tasks associated with a service request.

Interactions View or contribute to the customer contact history of the

selected service request.

Test Center .Ccommunicate with network elements and apply
diagnostic tests.
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Workflows Monitor the Resolution Process

The creation of a service request triggers a service request workflow, which

monitors the resolution of the problem. When a service request needs attention, the
workflow notifies responsible individuals. For more information about workflows,
see About Service Request Workflows and the documentation for Oracle Workflow.

The Knowledge Base in Service for Communications

Oracle Service for Communications creates a knowledge base of previously
reported problems and their resolutions. When responding to a service request,
service personnel may search this knowledge base to identify solutions that have
worked in the past. As new problems are resolved, the Knowledge Base is updated
to include these problems and their resolutions. For more information about the
Knowledge Base, see Using Knowledge Base Search.

Types of Service Requests

Three types of service requests that are specific to the communications industry
have been pre-defined and configured during the setup of the application:

»  Customer service request
n  Network service request

n  Service provider service request

Customer Service Request

Use this request to describe a customer problem. As the customer and product
information are collected on the service request form, you can validate details about
the customer, the product, and the current service coverage against the Installed
Base. If the customer is unknown to the Installed Base, all the information can be
collected in a non-verify mode and verified later.

Network Service Request

Use this request to record information about a problem with the network elements
in your communications network. You may create a network service request as a
result of customer reports, or second-level repair personnel may create one after
troubleshooting a customer service request. You can also create a network service
request in response to a network problem that may or may not impact customer
service.
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Service Provider Service Request

Use this request to record a problem related to third-party network elements. You
may generate service provider requests based on customer service requests or on
network service requests. Service providers are pre-defined in the Installed Base.

Overview of Status of Service Requests

The service request status may change at different stages in the process of resolving
a problem. Each pre-defined service request status is described in the following
table. If you define your own types of request status, you must use Oracle
Workflow to re-design the workflows, or processes, that are driven by the
user-defined status.

Note: Only acustomer service request can have a Clear status.

Service Request Status

Status Definition
Open Action has been initiated to resolve a service request.
Clear The service problem is resolved but the service request is not

yet closed. Through the customer service request in "Clear
States"will create a notification to the customer. The customer
must approve of the resolution before the request can be
closed.

Closed The service problem resolution process is complete.

Audit History Log

Oracle Service for Communications maintains an audit history that records all
changes made to service requests. For example, if you change the status of a service
request from Queued to Open/Active, then the audit history records the old and
new status values, as well as the user who made the change and the date.
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About Service Request Linking

You can link any service request to one or more service requests in a parent-child, or
cause-and-affect, relationship. If several customers report the same problem and
you discover the problem is occurring in a single network element, then you can
link these customer service requests together.

For example, you may have several customer service requests related to voice mail
problems. After further diagnosis, you find that the voice mail server is down and
you need to open a network service request. You can link the multiple customer
service requests as child service requests to the parent network service request.

You may also link two related parent service requests to one or more child requests.
For example, you may discover a secondary problem that is unrelated to the
original customer service request. However, if it is not resolved, this secondary
problem may have an impact on the original customer service request. In this case,
you would link the secondary problem as a second parent to the child(ren) service
requests. Both parent service requests must be resolved as part of the overall
resolution process.

For information about how to link service requests to one another, see Linking
Service Requests.

Status Propagation in Linked Service Requests

Service requests can have links with other service requests in a one-to-many,
one-to-one, many-to-one, or many-to-many relationship. When you link several
service requests together in a parent-child relationship, you tie the status of each
child service request to the status of the parent.

Status propagation ensures that the status of the parent service request affects the
status of all its child requests. When you close a service request, whether it is linked
or not, the system automatically checks for dependencies on the closed service
request according to the business rules discussed in About Service Request Linking.

For example, a customer service request might be logged against an email service in
the Installed Base. If the problem is the result of a server problem, then the network
service request for the server is the parent to the child customer service request. As
long as the network service request is open, the child service request remains open.

When the server is repaired and the network service request is closed, the
associated child service request for the customer is given the Clear status. Customer
service requests are the only request that can have a status of Clear.

When the customer service request has a Clear status, the customer is notified of the
problem resolution. If the customer is satisfied with the resolution, the status of the
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customer request becomes Closed. If the customer is not satisfied, the status of the
customer service request becomes Open and a notification is sent to the owner of
the request.

Understanding the Test Center

The Test Center provides an environment for agents to communicate with network
elements and apply diagnostic tests. Often, agents can use the Test Center to quickly
resolve customer problems, while customers are still on the line. Or they can
perform a simple test and then call the customer back immediately with the test
results.

You set up the tests that you need to use as part of the definition of products in the
Sales for Communications’ Product Catalog. To set up the tests, you must map
actions that have been defined in Service for Communications to work items that
have been associated to parameters of network elements in Oracle SDP
Provisioning.

To implement the Test Center, you must integrate Oracle Service for
Communications with Oracle SDP Provisioning, which provides the service
delivery platform that communicates with your network. In the process of setting
up the Test Center, you need to define actions, work items and parameters.

Actions

An action is an operation performed on a service or product. When you set up
Oracle Service for Communications, use the test type of actions to define the actions
used in the Test Center. They should include the actions that you perform on
products and those that comprise the services you provide. These actions are not
predefined in the Test Center. See Defining Test Type Actions.

Work Items

In Oracle SDP Provisioning, you define work items that describe the subprocedures
that can be performed against network elements. When you set up the Test Center
in this application, you must map these work items to actions. For more detailed
information, see Work Items in Oracle Provisioning.

Work Item Parameters

Each work item that is defined in Oracle SDP Provisioning is associated to
parameters. These parameters are the characteristics of the network elements. If you
do not define unique parameters in Oracle SDP Provisioning, the parameters use
the default values. For more detailed information, see Defining a New Work Item
Parameter.

Implementing Oracle Service for Communications 9
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About Service Request Workflows

When you enter a Customer Service Request for that customer, the application uses
Oracle Workflow technology to drive the resolution process. A workflow routes
information to people inside your enterprise, according to business rules that you
can easily modify.

Oracle Service for Communications provides a pre-defined workflow process for
each of the pre-defined request types:

n  Comms Customer Service Request Process
n  Comms Network Service Request Process
n  Comms Service Provider Request Process

Each workflow comprises activities required to drive a service request to resolution.
Each activity generates information that can be recorded and tracked. You can use
Oracle Workflow to create custom workflows for user-defined service requests. Use
the Service Request Types setup window to define relationships between request
types and workflows.

Customized Response to Service Requests

You can route service requests to individuals or roles in your organization and
move them through a workflow-based resolution process tailored to your own
unique business requirements. You can implement procedures that:

n  Select and notify service personnel
»  Facilitate the transfer and automatic escalation of service requests

You can define business rules that identify actions that violate your service
standards or response guidelines and then take corrective actions or escalate those
requests to the appropriate person. You can analyze the exact routing of each
service request to identify and eliminate the bottlenecks in your resolution process.

Implementing Oracle Service for Communications 10
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User Roles

Creating Service Requests

For directions on creating service requests, select the one of the three types of
pre-defined service requests:

Customer Service Requests
Network Service Requests

Service Provider Requests

Creating Customer Service Requests

When a customer calls to report a problem, use this procedure to enter information
about the problem and the product on a customer service request.

Prerequisites
Before creating customer service requests, you must;

n  Define customer products in the Installed Base.
»  Define items in Inventory.

»  Define customer accounts in Accounts Receivable

Steps
The following steps are an example of creating a Service Request. Please note that
this is one of many combinations that can be used to perform this procedure.

1. Select Service Request > View Comms Service Requests in the Navigator,

The fields for Date Opened, Type, Status, Urgency and Owner contain default
values.

2. Select Customer Service Request from the Type drop-down menu under
Request Information,.

3. Select the appropriate Caller Type and fill in the Last name field.

The fields for First name, Company, Phone, Ext, and Email should contain the
appropriate information.

4. Enter Account or select the appropriate account from the drop-down menu.

5. Select the Time Zone from the drop-down menu.
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6. Check the Installed Base checkbox and select the Product from the drop-down
menu.

The "Desc" field shows the product description. If applicable, the product
Revision, Serial Number, and Service Key appear. If applicable, information
related to the service contract appears.

7. Select the Test Center tab and select a test name (if applicable).

The Work Items button becomes available. You may click Work Items to see a
list of all work items and their parameters.

8. Click Submit to run the selected test.
The test name and results are displayed.

9. Select the Workbench tab and fill in the required fields to describe the problem
and the date a resolution is expected.

10. Click Save to save the service request.

The new Customer Service Request is now in the system.

Reference
For more information on service requests, see Service Requests.

See also Testing Network Elements.

Creating Network Service Requests
When a problem with a communication network occurs, use this procedure to enter

a network service request.
Steps
1. Select Service Request > Comms Service Requests in the Navigator.

The fields for Date Opened, Type, Status, Urgency and Owner contain default
values.

2. Select employee from the Caller Type drop-down menu and fill in the Last
name field.

The fields for First name, Company, Phone, Ext, and Email should contain the
appropriate information.

3. Select the Time Zone from the drop-down menu.
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4. Select Network Service Request from the Type drop-down menu under Request
Information.
If applicable, enter a reference to a network element. (For example, external
number or location identification)

5. Select a network fulfillment element from the Source list of values.

6. Select the Workbench tab and fill in the required fields to describe the problem
and the date a resolution is expected.

7. Select File > Save to save the service request.
The new Network Service Request is now in the system.

Reference

For more information on service requests, see Service Requests.

Creating Service Provider Requests

When a problem is related to a product or service provided by a third party, use this
procedure to enter information into a service provider request.

Prerequisites

The third-party service provider must exist as an inventory entry in Purchasing.
The third-party service provide must generate a reference number through their
service request system.

Steps

1.

Select Service Request > Comms Service Requests in the Navigator.

The fields for Date Opened, Type, Status, Urgency and Owner contain default
values.

Select Service Provider Request from the Type drop-down menu under Request
Information.

Select the service provider from the drop-down menu and enter the service
provider’s reference number.

Select employee from the Caller Type drop-down menu and fill in the Last
name field.

The fields for First name, Company, Phone, Ext, and Email should contain the
appropriate information.
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5. Select the Time Zone from the drop-down menu.

6. Select the Workbench tab and fill in the required fields to describe the problem
and the date a resolution is expected.

7. Click Save to save the service request.
The new Service Provider Request is now in the system.

Reference

For more information on service requests, see Service Requests.

Viewing and Updating Service Requests

Use this procedure to view and update customer information, product information,
and any current or previous service requests. You can search by Customer, Number,
Status or other fields of information.

Prerequisites
None.

Steps

1.

Select Service Request > View Comms Service Requests from the Navigator.
The Find Window opens.

Enter information about the service request of interest in one or more fields and
click Find.

The Service Request window displays one or more lines of requests that contain
the information you entered.

Click to select a particular line and view details about that associated request.
At this point, you may update information about the request.

Select File > Save to save your changes.
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Linking Service Requests

When a service request is a direct result of a problem for which another service
request has been opened, use this procedure to link one or more service requests in
a parent/child relationship.

Prerequisites
None.

Steps
1. select Service Request > from the Navigator.

2. Create a new Service Request by:

n Use Enter Commes Service Request or,

n  Locate an existing service using View Comms Ser vice Request
3. Select the Links tab in the Service Requests window.

The lines on the Links tab display all service requests that are associated to this
request and the type of link, either parent or child.

4. Enter that number on a blank line, if you know the request number of the
request you want to link to.

As an alternative, click New Association to open the Find Service Request
window.

In the Find Service Request window, enter information in one or more of the
fields and click Find. Select a service request to return to the Links tab.

5. Select the relationship you want the link to represent, either parent or child.
All other columns on the Links tab are view-only.
6. Click Save Association to save the new link.

7. Repeat this procedure for each service request you want to link.

Guidelines

When you close a service request and change its status to closed, the application
automatically checks for dependencies on the closed service request. For
information about the business rules that apply to closing linked service requests,
see About Service Request Linking.
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References

Only customer service requests can have a Clear status. The following table lists
which statuses can apply to the three types of service requests.

Service Request Types and Statuses

Service Request Type Allowed Status
Customer Service Request »  Open

n  Clear

n  Closed
Network Service Request »  Open

n  Closed
Service Provider Request »  Open

n  Closed

Testing Network Elements

When customers call to report trouble with products and services, use this
procedure to run diagnostic tests while the customer waits.

Prerequisites

Tests must be set up during implementation of this application before you can test
products or services. For more information, see Test Center.

Steps
1. Select Service Request > Comms Service Requests from the Navigator.

2. Enter the service request information in the Service Requests window,.
3. Choose the Test Center tab.

The Test Procedures region displays all test Actions that are associated with the
product displayed. To view work items that are associated with a test
procedure, click View Workitems in the Test Procedures region of the Test
Center tab window.

4. Select the desired test action and click Submit to perform the test.

The Test Results are displayed in a read-only panel for each work item
associated to the test action.
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Guidelines

The Test Center tab is active only when you have entered sufficient information to
uniquely identify an active product or service.

Troubleshooting

If no work items have been associated to a test action for the product or service,
then the View Workitems button is inactive. To activate it, contact your system
administrator to associate work items with the test action item in Oracle SDP
Provisioning.

Viewing Product Information in the Installed Base

The Installed Base contains data about products and services that have already been
purchased by customers. Use this procedure to view product information in the
Installed Base.

Prerequisites
None.

Steps
1. Use the Navigator to open Installed Base > Customer Products.

The Find Product window opens in front of the Product Summary and Details
form.

2. Enter information in the blanks on the Find Product window to describe the
product or account information you want to view.

Click Search Account to open the Search Account Number window for finding
account numbers.

3. Click Find when one or more blanks in the Find Product window contain
information.

One or more lines at the top of the Product Summary and Details form become
populated with details about the related product or account.

4. Select a line to see more details about that entry appear in the bottom of the
form.

5. Click tabs to review more information about a selected line.

Implementing Oracle Service for Communications 17



Typical Release Dependencies

References
To understand how product information may be organized in the Installed Base,
see:

»  About the Installed Base

» Installed Base Tabs

Typical Release Dependencies

Oracle Service for Communications 11i is based on the foundation of the Oracle
installed base that includes:

»  Common Data Model

n  Technical Stack
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Setting Up Oracle Service for Communications

Before setting up Oracle Service for Communications, you must install and fully
implement these Oracle applications or components:

»  Oracle Service Installed Base module

n  Oracle Support Service Request module

n  Oracle Field Service, if you wish to use the dispatching feature
n  Oracle SDP Provisioning, if you wish to use the Test Center

For information regarding the installation and implementation of these applications
and components, see the appropriate documentation for each product. The
implementation tasks described here are tasks that are necessary to use the
additional functionality included with Oracle Service for Communications.

Implementation of this application includes setting up these features and options:
n Servicereguest statuses
n  Linking workflow notifications to service request types
n  Default service request owner
n  Default service request escalation time
n  Default network service request escalation time
n  Default customer response time

n Test Center tests

Service Request Status Setup

Use service request status to indicate where a service request is in the resolution
process. This application provides three pre-defined service request status: Open,
Clear and Closed. You can define any humber of additional statuses to reflect your
organization’s business processes.

For a description of all of the pre-defined statuses, see Overview of Service
Requests.
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Workflow Setup

When a service request is created, the associated Workflow launches, based on the
service request type. A service request type may be defined to use a standard or
customized workflow. The standard service request types used in this application
and their corresponding workflows are listed in the following table.

Service Request Type Associated Workflow

Customer Service Request Comms Customer Service Request Process
Network Service Request Comms Network Service Request Process
Service Provider Request Comms Service Provider Request Process

Linking a Workflow to a Service Request Type

For the correct workflow to launch when a service request is created, you must link
each workflows to the appropriate service request type. Use the following
procedure to link a service request type to a workflow.

Prerequisites
None

Steps
1. Select Setup > Service Requests > Request Types from the Navigator.

2. Locate the appropriate Service Request Type.
3. Choose the appropriate workflow from the list of values [...].
4.

Select File > Save to save your work.
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Profile Options Setup

During implementation, the System Administrator assigns a value for each profile
option. The values define access privileges and how the application processes data.

The profile options are set at one or more of the following levels: site, application,
responsibility, and user. The system administrator sets and updates profile values
using the System Profile Options window.

The following table describes the profile options that are unique to Oracle Service

for Communications.

Profile Option

Description

Service: Default Workflow
Customer Service Request
Escalation Time

(XNS_RESPONSE_TIME)

Service: Default Workflow
Network Service Request
Escalation Time

(XNS_NW_RESPONSE_TIME)

Service: Default Customer
Response Time

(XNS_CUST_RESPONSE_
TIME)

Workflow resolution uses the expected resolution date
that is specified in the service request to determine the
date of escalation. When no expected resolution date is
specified, the escalation time is 3 days.

Use the profile to define a default escalation timeframe
in hours. The default system profile is set at 72 hours.

A network service request is more critical than a
customer service request because it may impact a
significant number of customers. Network service
requests should be resolved as quickly as possible and
escalation should occur in a shorter timeframe—in a
matter of hours instead of days. Use this profile option to
define the escalation timeframe in hours.

The default escalation time is set at 8 hours. The time
count begins as soon as the initial workflow notification
is sent. If the notification is forwarded within the
timeframe, the new escalation deadline does not extend
an additional 8 hours. Instead, escalation must occur
within the timeframe specified in the first workflow
notification.

When a service request is resolved, the status changes to
cleared. At this point, the agent who created the service
request receives a workflow notification to contact the
customer and confirm that the problem is resolved. If the
customer agrees that the problem is resolved, then the
service request is closed.

This profile option defines how many days a service
request can remain in the cleared state. The default
response time is 72 hours.
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Profile Option

Description

Customer Care: Service Request This profile option calls the Comms Service Request

Check Form

form from Oracle Customer Care. Set this profile option
to the following:

Value: Comms Service Requests
Level: Responsibility

Responsibility Name: Oracle Service for
Communications

Start Menu in Quick Menu

This profile option calls the Comms Quick Menu. Set this
profile option to the following:

Value: XNS_QUICK_MENU
Level: Responsibility

Responsibility Name: Oracle Service for
Communications

Default Service Request Owner Setup

The person who receives
Oracle Applications:

a workflow notification must be defined in these areas of

Oracle Human
Resources Management
System (HRMS)

Individuals must be defined in Oracle HRMS before they can
receive a workflow notification. In addition an individual’s
Assignment, Organization, Job, Position, and their Supervisor
must also be defined in Oracle HRMS. The Supervisor must be
defined so a workflow escalation notification can be routed to
the appropriate management contact. For information about
setting up an employee in Oracle HRMS, see the Oracle Human
Resources Management System user’s documentation.

Application Object
Application User

When an application user is created, the user must be linked to
the person defined in oracle HRMS, and the appropriate
responsibilities must also be assigned. For information about
how to create application users, see the Oracle System
Administrator user’s documentation.
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Resetting the Default Service Request Owner

The Service Request window displays the default owner, based on the profile
option that is defined at the system or user level. The owner may be changed when
the service request is created. However, the default service request owner may be
reset as required. Use this procedure to reset the default service request owner.

Prerequisites

The new default service request owner must be defined in the Oracle Human
Resources Management System (HRMS) area of this application.

Steps
1. Select Other > Profile from the Navigator in the Oracle Service for
Communications responsibility.

2. Query for the profile option, Service: Default Service Request Owner.
The window displays the default value.
3. Choose the appropriate user from the list of values [...].

4. Select File > Save to save your work.
Guidelines

To reset the default service request owner, submit a request to your system
administrator to change this profile option.
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Defining Test Type Actions

An action is an operation performed on a service or product. Use the test type of
actions to define the actions used in the Test Center. The actions should include the
actions that you perform on products as well as the services you provide. Use this
procedure to define test type actions.

Prerequisites
None.

Steps

1.

Navigate to Setup > Test Center > Item Action Parameters in the Service for
Communications responsibility.

The Organizations window appears.

Select your organization from the list of organizations and click OK.
The Action Parameters window appears.

choose Test in the Action Type list of values.

Use the Item field to describe the item being tested. Use the Description field to
describe the action.

Leave the fields on the Main and Entity tab blank.
Select File > Save to save the definitions.

Click Map Work Items to open the form for mapping the defined action to one
or a series of work items.

See Mapping Actions to Work Items for the Test Center
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Mapping Actions to Work Items for the Test Center

If you want to use the Test Center in Oracle Service for Communications, you must
map test type item actions to the work items that are defined in Oracle SDP
Provisioning. The application uses these mappings to communicate with network
elements and apply diagnostic tests to those elements. Use this procedure to map
actions to work items.

Prerequisites

Before you can map actions to work items, you must define the actions in Oracle
Service for Communications. Then you must associate work items to network
parameters in Oracle SDP Provisioning. For more information, see Test Center.

For detailed information about defining work items, see Work Items in Oracle
Provisioning.

Steps
1. Select Service Request > Comms Workitems Mapping from the Navigator.

2. Select an Action Name from the list of values by clicking the [...] in the field in
the Mapping Action to Workitems window.

Only test-type action items will display in the list of values.

3. Select the work items from the list of values in the Name column in the
appropriate sequence in the Work Items region of the window.

When you select a work item, the parameters that are associated to it are
displayed in the read-only Parameters region of the window.

4. Choose File > Save to save this mapping association.
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System Profile Options

About the Installed Base

The Installed Base is a repository of information about installed products and
customers. Agents can view Installed Base data when customers call or when they
need to create service requests. For more information, see Viewing Product
Information in the Installed Base.

When you use Oracle Service for Communications to review information in the
Installed Base, you start in the Product Summaries and Details window. This
window has three tabs that are specific to Service for Communications:

» Related Products
n Parameters

n  Network Configuration

Related Products Tab Shows Product Hierarchies

Use the Related Products tab on the Product Summaries and Details window to
look at product hierarchies in the Installed Base. The Related Products tab shows
the product of interest with its immediate Parent and Child products.

Configurable products in a communications service network are related to each
other in either a one-to-many or many-to-one relationship. To reflect these
relationships, products in the Installed Base are organized into parent-child
relationships. These parent-child relationships form the product hierarchy,
illustrated in the Product Hierarchy Example diagram.
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Note: One product can simultaneously be a parent and a child, asisthe
case for Caller ID in the Product Hierarchy Example diagram

Product Hierarchy Example

/ Parent Products

Plain Old Telephone
Service
(POTS)

Call Waiting

CallForw arding Caller ID

N T

~— Caller ID Box Call Waiting Caller ID
Child Products

L/

Levels of Product Hierarchies
Product hierarchies are defined in one of two ways:

» Inthe Product Catalog that is implemented with Oracle Sales for
Communications

n By specific APIs that populate the Installed Base with product information

As necessary, you may add levels to the product hierarchy to accurately represent
your product structure. In the above Product Hierarchy Example, for instance, you
may add several hierarchical levels between the POTS parent product and the child
products to categorize products into market segments, residential versus business,
or geographical regions.

Only one level of relative, either a parent or child product, is displayed in the
Relations window of the Installed Base module. For more information, see Viewing
Product Information in the Installed Base.
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Parameters in the Installed Base

Use the Parameters tab in the Product Summary and Details window to review the
attributes of a selected service or product in the Installed Base. The information on
the Parameters tab is for viewing only and cannot be edited in the window.

Service Key. A service key is a number or string of characters that is used to identify
a communications product or service sold to a customer. For example, a phone
number or an email address may be a service key.

Network Configurations

Use the Network Configurations tab in the Product Summary and Details window
to review the fulfillment elements of a selected product in the Installed Base. The
information on this tab can be edited. Access to this tab can be restricted to
knowledgeable personnel during implementation.

Considerations for Future Upgrade Paths
The following are considerations for future System-Level upgrades:
n  System Profiles
»  Enabled Workflows
n  Employees and Security
n  Multicurrency capabilities

n  Customization Issues
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