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About This PeopleBook Preface

PeopleBooks provide you with the information that you need to implement and use PeopleSoft applications.
This preface discusses:

» PeopleSoft application prerequisites.

* PeopleSoft application fundamentals.

* Documentation updates and printed documentation.
» Additional resources.

* Typographical conventions and visual cues.

+ Comments and suggestions.

» Common elements in PeopleBooks.

Note. PeopleBooks document only page elements, such as fields and check boxes, that require additional
explanation. If a page element is not documented with the process or task in which it is used, then either
it requires no additional explanation or it is documented with common elements for the section, chapter,
PeopleBook, or product line. Elements that are common to all PeopleSoft applications are defined in this
preface.

PeopleSoft Application Prerequisites

To benefit fully from the information that is covered in these books, you should have a basic understanding
of how to use PeopleSoft applications.

You might also want to complete at least one PeopleSoft introductory training course, if applicable.

You should be familiar with navigating the system and adding, updating, and deleting information by using
PeopleSoft menus, and pages, forms, or windows. You should also be comfortable using the World Wide Web
and the Microsoft Windows or Windows NT graphical user interface.

These books do not review navigation and other basics. They present the information that you need to use the
system and implement your PeopleSoft applications most effectively.

PeopleSoft Application Fundamentals

Each application PeopleBook provides implementation and processing information for your PeopleSoft
applications. For some applications, additional, essential information describing the setup and design of your
system appears in a companion volume of documentation called the application fundamentals PeopleBook.
Most PeopleSoft product lines have a version of the application fundamentals PeopleBook. The preface of each
PeopleBook identifies the application fundamentals PeopleBooks that are associated with that PeopleBook.
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General Preface

The application fundamentals PeopleBook consists of important topics that apply to many or all PeopleSoft
applications across one or more product lines. Whether you are implementing a single application, some
combination of applications within the product line, or the entire product line, you should be familiar with
the contents of the appropriate application fundamentals PeopleBooks. They provide the starting points
for fundamental implementation tasks.

Documentation Updates and Printed Documentation

Xii

This section discusses how to:

* Obtain documentation updates.

* Order printed documentation.

Obtaining Documentation Updates

You can find updates and additional documentation for this release, as well as previous releases, on the
PeopleSoft Customer Connection website. Through the Documentation section of PeopleSoft Customer
Connection, you can download files to add to your PeopleBook Library. You’ll find a variety of useful and
timely materials, including updates to the full PeopleSoft documentation that is delivered on your PeopleBooks
CD-ROM.

Important! Before you upgrade, you must check PeopleSoft Customer Connection for updates to the upgrade
instructions. PeopleSoft continually posts updates as the upgrade process is refined.

See Also

PeopleSoft Customer Connection, https://www.peoplesoft.com/corp/en/login.jsp

Ordering Printed Documentation

You can order printed, bound volumes of the complete PeopleSoft documentation that is delivered on your
PeopleBooks CD-ROM. PeopleSoft makes printed documentation available for each major release shortly

after the software is shipped. Customers and partners can order printed PeopleSoft documentation by using
any of these methods:

* Web
* Telephone

¢ Email

Web

From the Documentation section of the PeopleSoft Customer Connection website, access the PeopleBooks
Press website under the Ordering PeopleBooks topic. The PeopleBooks Press website is a joint venture
between PeopleSoft and MMA Partners, the book print vendor. Use a credit card, money order, cashier’s
check, or purchase order to place your order.

Telephone
Contact MMA Partners at 877 588 2525.
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General Preface

Send email to MMA Partners at peoplesoftpress@mmapartner.com.

See Also

PeopleSoft Customer Connection, https://www.peoplesoft.com/corp/en/login.jsp

Additional Resources

The following resources are located on the PeopleSoft Customer Connection website:

Resource

Navigation

Application maintenance information

Updates + Fixes

Business process diagrams

Support, Documentation, Business Process Maps

Interactive Services Repository

Interactive Services Repository

Hardware and software requirements

Implement, Optimize + Upgrade, Implementation Guide,
Implementation Documentation & Software, Hardware and
Software Requirements

Installation guides

Implement, Optimize + Upgrade, Implementation Guide,
Implementation Documentation & Software, Installation
Guides and Notes

Integration information

Implement, Optimize + Upgrade, Implementation Guide,
Implementation Documentation and Software, Pre-built
Integrations for PeopleSoft Enterprise and PeopleSoft
EnterpriseOne Applications

Minimum technical requirements (MTRs) (EnterpriseOne
only)

Implement, Optimize + Upgrade, Implementation Guide,
Supported Platforms

PeopleBook documentation updates

Support, Documentation, Documentation Updates

PeopleSoft support policy

Support, Support Policy

Prerelease notes

Support, Documentation, Documentation Updates,
Category, Prerelease Notes

Product release roadmap

Support, Roadmaps + Schedules

Release notes

Support, Documentation, Documentation Updates,
Category, Release Notes

Release value proposition

Support, Documentation, Documentation Updates,
Category, Release Value Proposition

Statement of direction

Support, Documentation, Documentation Updates,
Category, Statement of Direction
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Resource Navigation
Troubleshooting information Support, Troubleshooting
Upgrade documentation Support, Documentation, Upgrade Documentation and
Scripts

Typographical Conventions and Visual Cues

This section discusses:

* Typographical conventions.
* Visual cues.
» Country, region, and industry identifiers.

* Currency codes.

Typographical Conventions

This table contains the typographical conventions that are used in PeopleBooks:

Typographical Convention or Visual Cue Description

Bold Indicates PeopleCode function names, business function
names, event names, system function names, method
names, language constructs, and PeopleCode reserved
words that must be included literally in the function call.

Italics Indicates field values, emphasis, and PeopleSoft or other
book-length publication titles. In PeopleCode syntax,
italic items are placeholders for arguments that your
program must supply.

We also use italics when we refer to words as words or
letters as letters, as in the following: Enter the letter O.

KEY+KEY Indicates a key combination action. For example, a plus
sign (+) between keys means that you must hold down
the first key while you press the second key. For ALT+W,
hold down the ALT key while you press the W key.

Monospace font Indicates a PeopleCode program or other code example.

733

(quotation marks) Indicate chapter titles in cross-references and words that
are used differently from their intended meanings.
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Typographical Convention or Visual Cue Description

.. . (ellipses) Indicate that the preceding item or series can be repeated
any number of times in PeopleCode syntax.

{ } (curly braces) Indicate a choice between two options in PeopleCode
syntax. Options are separated by a pipe (| ).

[ 1 (square brackets) Indicate optional items in PeopleCode syntax.

& (ampersand) When placed before a parameter in PeopleCode syntax,
an ampersand indicates that the parameter is an already
instantiated object.

Ampersands also precede all PeopleCode variables.

Visual Cues

PeopleBooks contain the following visual cues.

Notes

Notes indicate information that you should pay particular attention to as you work with the PeopleSoft system.

Note. Example of a note.

If the note is preceded by Important!, the note is crucial and includes information that concerns what you must
do for the system to function properly.

Important! Example of an important note.

Warnings

Warnings indicate crucial configuration considerations. Pay close attention to warning messages.

Warning! Example of a warning.

Cross-References

PeopleBooks provide cross-references either under the heading “See Also” or on a separate line preceded by
the word See. Cross-references lead to other documentation that is pertinent to the immediately preceding
documentation.

Country, Region, and Industry Identifiers

Information that applies only to a specific country, region, or industry is preceded by a standard identifier in
parentheses. This identifier typically appears at the beginning of a section heading, but it may also appear
at the beginning of a note or other text.

Example of a country-specific heading: “(FRA) Hiring an Employee”
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Example of a region-specific heading: “(Latin America) Setting Up Depreciation”

Country Identifiers

Countries are identified with the International Organization for Standardization (ISO) country code.

Region Identifiers

Regions are identified by the region name. The following region identifiers may appear in PeopleBooks:
* Asia Pacific

* Europe

* Latin America

* North America

Industry Identifiers

Industries are identified by the industry name or by an abbreviation for that industry. The following industry
identifiers may appear in PeopleBooks:

* USF (U.S. Federal)
* E&G (Education and Government)

Currency Codes

Monetary amounts are identified by the ISO currency code.

Comments and Suggestions

Your comments are important to us. We encourage you to tell us what you like, or what you would like to
see changed about PeopleBooks and other PeopleSoft reference and training materials. Please send your
suggestions to:

PeopleSoft Product Documentation Manager PeopleSoft, Inc. 4460 Hacienda Drive Pleasanton, CA 94588
Or send email comments to doc@peoplesoft.com.

While we cannot guarantee to answer every email message, we will pay careful attention to your comments
and suggestions.

Common Elements Used in PeopleBooks

XVi

Address Book Number Enter a unique number that identifies the master record for the entity. An
address book number can be the identifier for a customer, supplier, company,
employee, applicant, participant, tenant, location, and so on. Depending on the
application, the field on the form might refer to the address book number as
the customer number, supplier number, or company number, employee or
applicant id, participant number, and so on.
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As If Currency Code

Batch Number

Batch Date

Batch Status

Branch/Plant

Business Unit

Category Code

Company

Currency Code

Document Company
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Enter the three-character code to specify the currency that you want to use

to view transaction amounts. This code allows you to view the transaction
amounts as if they were entered in the specified currency rather than the
foreign or domestic currency that was used when the transaction was originally
entered.

Displays a number that identifies a group of transactions to be processed by
the system. On entry forms, you can assign the batch number or the system
can assign it through the Next Numbers program (P0002).

Enter the date in which a batch is created. If you leave this field blank, the
system supplies the system date as the batch date.

Displays a code from user-defined code (UDC) table 98/IC that indicates the
posting status of a batch. Values are:

Blank: Batch is unposted and pending approval.

A: The batch is approved for posting, has no errors and is in balance, but it
has not yet been posted.

D: The batch posted successfully.
E: The batch is in error. You must correct the batch before it can post.

P: The system is in the process of posting the batch. The batch is unavailable
until the posting process is complete. If errors occur during the post, the
batch status changes to E.

U: The batch is temporarily unavailable because someone is working with
it, or the batch appears to be in use because a power failure occurred while
the batch was open.

Enter a code that identifies a separate entity as a warehouse location, job,
project, work center, branch, or plant in which distribution and manufacturing
activities occur. In some systems, this is called a business unit.

Enter the alphanumeric code that identifies a separate entity within a
business for which you want to track costs. In some systems, this is called a
branch/plant.

Enter the code that represents a specific category code. Category codes are
user-defined codes that you customize to handle the tracking and reporting
requirements of your organization.

Enter a code that identifies a specific organization, fund, or other reporting
entity. The company code must already exist in the FO010 table and must
identify a reporting entity that has a complete balance sheet.

Enter the three-character code that represents the currency of the transaction.
PeopleSoft EnterpriseOne provides currency codes that are recognized by
the International Organization for Standardization (ISO). The system stores
currency codes in the FO013 table.

Enter the company number associated with the document. This number, used
in conjunction with the document number, document type, and general ledger
date, uniquely identifies an original document.

If you assign next numbers by company and fiscal year, the system uses the
document company to retrieve the correct next number for that company.

Xvii



General Preface

Document Number

Document Type

Effective Date

Fiscal Period and Fiscal
Year

G/L Date (general ledger
date)

Xviii

If two or more original documents have the same document number and
document type, you can use the document company to display the document
that you want.

Displays a number that identifies the original document, which can be a
voucher, invoice, journal entry, or time sheet, and so on. On entry forms, you
can assign the original document number or the system can assign it through
the Next Numbers program.

Enter the two-character UDC, from UDC table 00/DT, that identifies the origin
and purpose of the transaction, such as a voucher, invoice, journal entry,

or time sheet. PeopleSoft EnterpriseOne reserves these prefixes for the
document types indicated:

P: Accounts payable documents.
R: Accounts receivable documents.
T: Time and pay documents.

I: Inventory documents.

O: Purchase order documents.

S: Sales order documents.

Enter the date on which an address, item, transaction, or record becomes
active. The meaning of this field differs, depending on the program. For
example, the effective date can represent any of these dates:

» The date on which a change of address becomes effective.

» The date on which a lease becomes effective.

* The date on which a price becomes effective.

* The date on which the currency exchange rate becomes effective.

» The date on which a tax rate becomes effective.

Enter a number that identifies the general ledger period and year. For many
programs, you can leave these fields blank to use the current fiscal period and
year defined in the Company Names & Number program (P0010).

Enter the date that identifies the financial period to which a transaction will be
posted. The system compares the date that you enter on the transaction to the
fiscal date pattern assigned to the company to retrieve the appropriate fiscal
period number and year, as well as to perform date validations.
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PeopleSoft EnterpriseOne CRM Support
Applications Preface

This preface discusses:

* PeopleSoft products

* PeopleSoft application fundamentals

PeopleSoft Products

This PeopleBook refers to these PeopleSoft products:
* PeopleSoft EnterpriseOne Advanced Pricing

* PeopleSoft EnterpriseOne Service Management
* PeopleSoft EnterpriseOne Foundation - Address Book
» PeopleSoft EnterpriseOne General Ledger

PeopleSoft Application Fundamentals

Additional essential information describing the setup and design of your system appears in a companion
volume of documentation called PeopleSoft EnterpriseOne 8.11 Customer Relationship Management
Application Fundamentals.

See Also

PeopleSoft EnterpriseOne Customer Relationship Management Application Fundamentals 8.11 PeopleBook,
“PeopleSoft EnterpriseOne CRM Application Fundamentals Preface”
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CHAPTER 1

Getting Started with PeopleSoft EntepriseOne
CRM Support Applications

This chapter discusses:

* CRM Support Applications overview

* CRM Support Applications integrations

* CRM Support Applications implementation

CRM Support Applications Overview

The PeopleSoft EnterpriseOne Support Applications provide a company with a central point-of-contact to
capture and manage service processes. PeopleSoft CRM Support Applications consist of these applications:

* Case Management
* Solution Advisor

* Branch Scripting

Use the Case Management application to capture customer issues, track issues from creation to resolution,
and set up rules to automatically assign cases to the appropriate people. The Case Management application
enables companies to determine if and how they escalate cases. You can determine to escalate cases using the
notification method and set up provider group distribution lists to send assignment and escalation notification
to all provider group members when cases are assigned to the provider group. You can determine to escalate
cases using skill levels and set up provider groups and assign skill levels to group members to systematically
escalate cases to the next highest level provider group member during the escalation routine.

Through the Case Management application, you can assign tasks and activities to cases, associate objects such
as work orders, equipment work orders, sales orders, quotes, leads, scripts and returned material authorization
(RMA) to cases, and review and assign solutions to cases.

If you are using Customer Self Service, you can set up the system to enable customers to enter and review
their case information.

Solution Advisor is a knowledge base application that assembles and classifies customer-specific information.
Use the Solution Advisor application to store and organize case and work order resolutions. This information
is accessible by customers (if you are using Customer Self Service) and support agents to assist them in finding
resolutions for cases and work orders.

See PeopleSoft EnterpriseOne Customer Self Service 8.11 PeopleBook, “Using Portal Applications”.

If you are not using Solution Advisor, you can set up and use the failure analysis module, a database that
enables you to associate failures, analyses, and resolutions with cases and work orders.
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See PeopleSoft EnterpriseOne Capital Asset Management 8.11 PeopleBook, “Failure Analysis”.

Use the Branch Scripting application to define and set up question structures to assist you with gathering
information to help you find case and work order resolutions.

CRM Support Applications Integrations
The CRM Support Applications system integrates with these EnterpriseOne systems:

* General Accounting

* Accounts Receivable

* Address Book

* Advanced Pricing

* Sales Order Management

» Service Management
 Capital Asset Management

* Inventory Management

We discuss integration considerations in the implementation chapters in this PeopleBook. Supplemental
information about third-party application integrations is located on the PeopleSoft Customer Connection
website.

General Accounting

If you work in a multicurrency environment, you can access the General Accounting system to review and
edit currency information as necessary.

Accounts Receivable

The Accounts Receivable system records the information used by Service Management to manage invoicing
for case billing.

Address Book

All customers and service providers, including provider groups, technicians, provider group members, and call
center agents, are set up in the Address Book. When activities are attached to cases, the assignee’s calendar
control, located n the Address Book, is updated with the activity information.

Advanced Pricing

You can define advanced pricing adjustments and adjustment schedules and attach them to cases to determine
case billing.

Sales Order Management

Through the Case Related Actions program (P90CGS503), you can associate quotes, sales orders, leads,
and RMA to cases.
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Service Management

When you enter a case, the system calculates commitments according to the service contract, if one exists. To
help you resolve a case, you can issue a work order and associate it to the case. When searching for solutions,
you can search for work orders. The Service Management system manages invoicing for case billing.

Capital Asset Management

To help you resolve a case, you can issue an equipment work order and associate it to the case. When searching
for solutions, you can search for equipment work orders

Inventory Management

If you are billing for cases, you set up distribution automatic accounting instructions (AAlIs) to direct how
case transactions are applied to accounts. You can associate solutions to items using the Frequently Used
Solutions form in Solution Advisor.

CRM Support Applications Implementation

This section provides an overview of the steps that are required to implement the CRM Support Applications
system.

In the planning phase of your implementation, take advantage of all PeopleSoft sources of information,
including the installation guides and troubleshooting information. A complete list of these resources appears
in the preface in About These PeopleBooks with all the information about where to find the most current
version of each.

Global Implementation Steps

This table lists the suggested global implementation steps for PeopleSoft EnterpriseOne CRM products:

Step Reference

1. Setup global UDC tables. PeopleSoft EnterpriseOne Tools 8.94.: Foundation
PeopleBook

2. Setup companies, fiscal date patterns, and business PeopleSoft EnterpriseOne Financial Management

units. Solutions Application Fundamentals 8.11 PeopleBook,

“Setting Up an Organization”

3. (Optional) Set up accounts, and the chart of accounts. PeopleSoft EnterpriseOne Financial Management
Solutions Application Fundamentals 8.11 PeopleBook,
“Setting Up Accounts”

4. (Optional) Set up the General Accounting constants. PeopleSoft EnterpriseOne General Accounting 8.11

PeopleBook, “Setting Up the General Accounting System”

5. (Optional) Set up multicurrency processing, including e PeopleSoft EnterpriseOne Multicurrency Processing
currency codes and exchange rates. 8.11 PeopleBook, “Setting Up General Accounting for
Multicurrency Processing”

*  PeopleSoft EnterpriseOne Multicurrency Processing
8.11 PeopleBook, “Setting Up Exchange Rates”
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Step Reference

6. (Optional) Set up ledger type rules. PeopleSoft EnterpriseOne Financial Management
Solutions Application Fundamentals 8.11 PeopleBook,
“Setting Up Ledger Type Rules for General Accounting”

7. Setup branch/plant constants. PeopleSoft EnterpriseOne Inventory Management 8.11
PeopleBook, “Setting Up the Inventory Management
System,” Setting Up Inventory Constants

Case Management-Specific Implementation Steps

This table lists the implementation steps for the Case Management system:

Step Reference
1. Setup Case Management constants. Chapter 3, “Setting Up Case Management Fundamentals,”
page 11
2. Setup Case Management user defined codes (UDCs). Chapter 3, “Setting Up Case Management Fundamentals,”
page 11
3. Setup processing options for Case Management Chapter 3, “Setting Up Case Management Fundamentals,”
programs. page 11
4. Setup case activity rules. Chapter 3, “Setting Up Case Management Fundamentals,”
page 11
5. (Optional) Set up business object reservation. Chapter 3, “Setting Up Case Management Fundamentals,”
page 11
6. (Optional) Set up required fields. Chapter 3. “Setting Up Case Management Fundamentals,”
page 11
7. (Optional) Set up advanced pricing information +  Chapter 3, “Setting Up Case Management
for cases. Fundamentals.,” page 11

*  PeopleSoft EnterpriseOne Service Management
8.11 PeopleBook, “Setting Up Advanced Pricing for
Service Management”

8. Set up provider group UDCs. Chapter 4, “Setting Up Provider Groups,” page 37
9. Setup provider groups. Chapter 4, “Setting Up Provider Groups.” page 37
10. Set up users as service providers. PeopleSoft EnterpriseOne Service Management 8.11

PeopleBook, “Setting Up Service Management”

11. Set up customers. PeopleSoft EnterpriseOne Service Management 8.11
PeopleBook, “Setting Up Service Management”

12. (Optional) Set up queue security and queue properties. Chapter 4, “Setting Up Provider Groups,” page 37

13. (Optional) Set up routing information. Chapter 4, “Setting Up Provider Groups.” page 37

14. Set up case types and case priorities. Chapter 4, “Setting Up Provider Groups.” page 37

15. Set processing options for Work With Provider Groups | Chapter 4, “Setting Up Provider Groups,” page 37
program (P17506).
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Case Management Billing-Specific Implementation Steps

This table lists the required implementation steps for billing in the Case Management system:

Step

Reference

1. Setup distribution AAITs.

PeopleSoft EnterpriseOne Inventory Management 8.11
PeopleBook, “Setting Up the Inventory Management
System”

2. Setup accounts receivable AAls.

PeopleSoft EnterpriseOne Accounts Receivable 8.11
PeopleBook, “Setting Up the Accounts Receivable System”

3. Define the pricing method.

Chapter 3, “Setting Up Case Management Fundamentals,”
page 11

Solution Advisor-Specific Implementation Steps

This table lists the required implementations step for the Solution Advisor system:

Step

Reference

1. Setup Solution Advisor UDCs.

Chapter 7, “Setting Up Solution Advisor,” page 99
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CHAPTER 2

Understanding CRM Support Applications

This chapter introduces the main concepts in the Customer Relationship Management (CRM) support
applications. It discusses:

» Support applications

+ Case processing

Support Applications
This section discusses:

+ Case management
* Provider groups

* Escalation methods
* Solutions

* Scripting
Case Management

Case management creates a central point of contact for all customer service processes. Case management
enables you to capture the details of your customer’s problem, track a case from creation to resolution,
and create work orders to fulfill requests.

You can use the case management programs to:

» Record contact between customers and consultants.

Customers are concerned with the amount of time that it takes to call and report an issue. They do not want
to be asked to supply information more than once, or to provide information that the supplier or service
provider should have available.

» Track a case with a single record.

You enter information once, and the system provides that information to all of the parties who need it. If
you use Computer Telephony Integration (CTI) or Multichannel Interaction Manager, all of the information
that the system captures appears on the case entry form. When you identify a serial number, equipment
number, or item number, the system uses the information from the equipment record and contract to
complete the case entry form.
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Use the Case-Manage form to enter and review all information related to a case. From this form, you have
access to many other programs. This form provides tabs and access to the Case Entry (P90CG501), CRM Case
Solutions (P90CG502), Case Activities (P90CG510), and CRM Case Related Actions (P90CG503) programs.
You can also attach both internal and external messages or documents to the case by using media objects. You
can secure the media objects through activity rules to protect the original media objects. To change media
objects, users must use the Append option. If you are billing for cases, you enter customer billing information
by using forms that you access from the Case-Manage form.

By using the Related Links link in the Case Entry program, you can select each piece of a case that you want to
review. You can access multiple contact, customer, supplier, employee, item and equipment, and contracts
programs through this link.

The Related Actions program, accessed through a tab in the Case Entry program, provides a list of objects that
you can create and associate to the case, such as sales orders, quotes, work orders, equipment work orders,
leads, scripts, and returned material authorization (RMA). You can then access the revision forms for these
related actions through links on the form. These associations to the case are in the FOOCG503 table that records
the case or work order number, association type, lead ID, RMA number, and script ID. The F4801 table contains
a secondary index for the case number for you to associate the case to the work order or equipment work order.

To help you manage cases, add activities such as messages or calendar items to a case through the Case
Activities program, accessed through a tab on the Case Revisions form.

Provider Groups

Set up provider groups to ensure that cases are assigned to the appropriate people. For example, you might set
up and organize provider groups according to product lines and group consultants who are knowledgeable
about each product. You might also create provider groups to ensure that foreign language cases are directed to
the appropriate groups.

Set up routing information to define the sequence and method by which cases are routed to the appropriate
provider group.

Escalation Methods

The Service and Warranty Management (S/WM) Escalation method that you define in the S/WM System
Constants program (P17001) determines how the system defines provider groups and escalates cases. You can
decide to not perform escalations, escalate sending notifications, or escalate using skill levels.

If you determine to escalate cases using the notification method, Escalation Method 1 in S/WM System
Constants, use the Distribution List Control program (P02150) to attach assignees to provider groups. Use
the Queue Security program (P01135) to specify whether groups or specific users can make changes to the
distribution lists. Use the Queue Properties program (P901133P) to define what programs distribution list
members see when they open their Workflow queue.

The escalation percentages that you define on the Case Priority Revisions form determine how the system
routes and escalates cases to distribution list members. When a case is assigned to a provider group, the system
uses the values on this form to determine the escalation response time and sends notification to members on
the distribution list that is assigned to the provider group.

If you determine to escalate cases using the skill level method, Escalation Method 2 in S/WM System
Constants, you can assign members to provider groups using the Work With Provider Group Employees
program (P90CG506). Through this program, you assign address book records (such as for employees or
contractors) to provider groups, and specify a skill level for each provider group member. You can assign
any address book record to one or more provider groups, as long as the address book record has been set
up as a service provider.
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When cases are assigned to provider groups, the system compares the skill levels and case loads of each
provider group member and assigns cases appropriately. The escalation percentages that you define on the Case
Priority Revisions form determine when the system routes and escalates cases to provider group members.

Solutions

Solution Advisor, an additional software application that is used with cases, is a knowledge base application
that assembles and classifies customer-specific information. Solution information is accessible by customers,
as well as service and support agents, all of whom have the ability to search the knowledge base for an
appropriate solution to a specific case or work order.

When you enter or review a case, you can access and assign solutions using the Solutions tab in the Case
Revisions program. The Solutions application enables you to:

* Review the attempted solutions.

* Review the frequently used solutions.
* Search for solutions.

» Email solutions to the customer.

* Create a new solution that could be added to the Solution repository.

If you are not using Solution Advisor, you can set up and use the failure analysis module, a database that
enables you to associate failures, analyses, and resolutions with cases and work orders.

See PeopleSoft EnterpriseOne Capital Asset Management 8.11 PeopleBook, “Failure Analysis”.
Scripting

Use the Script program (P90CF160), a separate software application, to guide you to a case solution or to
help you identify the cause of an issue. A script is a predefined set of questions or statements that are joined
in a specific order and used to gather information from respondents. You can use branch scripts or linear
scripts to help you find a solution to an active case.

Scripts can be either branch scripts, which use conditional logic to determine a sequence of questions, or linear
scripts, which contain a fixed set of questions in a fixed order. If you use branch scripts, the system displays
different questions based on the answers provided to you by the respondent. Linear scripts present the same
response and next question each time that the script is run, regardless of the answer to the previous question.

Case Processing

Case management uses the support applications to enter and manage cases from case entry to resolution.

This diagram illustrates the support applications integration:
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Iry'{erngl ‘«—{ Case Escalations
Notifications
> Case
)
Branch Scripting
Entitlements Solution Advisor » Email Solutions
v
Equipment > Work Order <
Front Office
A v Back Office
Inventory Billing

Support applications integration

Call center agents and customers can enter case information. Customers can enter case information if they are
using customer self service. After the case is entered in the system, you can use Solution Advisor to search for
and find possible case resolutions and email those solutions to your customers or other interested parties. You
can also use branch scripting to further identify the problem source or guide you to possible case resolutions.

When you enter cases in the system, the escalation routine that you defined guides the case processing
to provider group members and sends the associated notifications. The system also manages escalation
processing if assignment, response time, or case priority changes.

If necessary, you can initiate a work order to resolve cases, and then process the associated billing transactions
in the system. You can also set up the system to bill for cases and have the system process the appropriate
transactions.
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CHAPTER 3

Setting Up Case Management Fundamentals

This chapter provides an overview of Case Management setup requirements and discusses how to:

* Set up user defined codes (UDCs) for Case Management.
» Set up constants for Case Management.

* Set up processing options for Case Management.

+ Set up business object reservation.

* Set up required fields.

» Set up activity rules for cases.

» Set up advanced pricing information for cases.

Understanding Case Management Setup Requirements

Before you can use any of the features of the Case Management programs, you need to define information
that the system uses for controlling and processing cases. You also need to specify information that is used
when you enter data into the system, such as when you enter a case, and the method used to escalate cases.
The escalation method is defined through the system constants. When you enter cases, you can also assign
tasks to cases.

Setting Up Case Management UDCs

This section provides an overview of case management UDCs and discusses the UDCs you must set up to
use case management.

Understanding Case Management UDCs

Before you can use any of the features of the support applications, such as Case Management, you need to
define information that the system uses for processing. You also need to specify the data that is used when
you enter cases in the system.

You can access these UDCs from the Case User Defined Codes menu (G17431).

This table describes the information that you must set up for cases:
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ubDC Type of Data
17/PR Case Priority
17/CR Case Reason
17/SC Case Source
17/ST Case Status
17/CT Case Type
17/EN Environment
17/GR Geographic Region
H91/TZ Time Zones
17/WT Work Type
17/CB Call Back
17/TN Task Name

17/01 through 17/10

Case Category Codes 1 through 10

00/RR

Object In Use Application ID.

Use this UDC table to check when objects are in use in
specific applications and to limit access to a record to only
one user at a time.

Set this UDC to check access in the Case Revisions
program (P90CG501). To activate record locking, enter /
as the first character in the Special Handling Code field. If
you do not want to activate record locking, enter 0 as the
first character in the Special Handling Code field.

01/ST

Address Book Search Type.

Setup a search type in the Address Book to define provider
groups.

Setting Up Case Management Constants

To define default information for the entire system, you set up system constants. Constants control the types of
information that you track and the rules that the system uses to perform calculations.

12

This section discusses how to set up Case Management constants. You must also set up the Customer
Relationship Management (CRM) constants to activate the implicit save for case records.

See PeopleSoft EnterpriseOne Customer Relationship Management Application Fundamentals 8.11
PeopleBook, “Setting Up CRM Constants and Employees”.
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Form Used to Set Up Case Management Constants

Form Name Form ID Navigation Usage
S/WM System Constants W17001C Case Setup (G90CQG), Set up case constants.
Revisions Service and Warranty
Constants

Setting Up Case Management Constants

Access the S/WM System Constants Revisions form.

General

Select the General tab.

Service and Warranty Constants - SAWM System Constants Revisions

Ok

B X

Cancel Toolz

Select Tabh: REENETET v

Defaults

Custormer Mumber for Baze Warranties |
ParentiChild Structure Type

Day Type Code for Holidays H

Accounts Receivabla

Holicay

Constants

¥ S Installed
¥ walidate Product FamilyiModel Combination

¥ Check for Previous Cases and Waork Orders on Gustomers

¥ Use Failure Analysiz Tree for Selecting Failure Analysis Codes
M Use Warkflow for Approving Failure Analysis for Re-Use

" Use Graphical Parts Book

¥ Check for Previous Cases and Wark Orders on Piece of Eguiprment

Entitle By

* Custorner " Site

S/WM System Constants Revisions form, General tab

Check for Previous Cases
and Work Orders on
Customers

Check for Previous Cases
and Work Orders on
Customers

Cases
Select the Case tab.
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Select to check for any previous cases and work orders for the current
customer number when you enter cases or work orders.

Select to check for any previous cases and work orders for the current product
(inventory number) when you enter cases or work orders.
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Service and Warranty Constants - SAWM System Censtants Revisions
O Cancel Tools

X B
Select Tah: Qe e
Defaults
Frovider Group Search Type CMO Mainfenance Request Qleye
Responsihle BU Lacation 1 Inventons (FATT7AFATITY)
Type of Service Wy Case
Mail Box for Escalation GT Maint Req Escalation Maiibox
Case Entitlermnent Trigger 4 Equipment Number
Escalation 2 Escalation Wwaing skl fawel
Constants

I Message Center Interface
™ Dynamic Word Rebuild
™ wha's Who Required

¥ Log Status Change

" Use Base Price

¥ Use Solution Advisor

S/WM System Constants Revisions form, Case tab

Provider Group Search Enter the value from UDC 01/ST that specifies the Address Book search type

Type for provider groups. When you add a provider group through the Provider
Group Revisions program (P17506), the record is added to the F1797 table and
the FO101 table with this search type.

Responsible BU Location Enter a code which determines which table the system uses to retrieve the
(responsible business unit responsible business unit for billing cases. Values are:
location)

1: Inventory table (F4117/F41171).

2: Product Family/Model table (F1791).
3: Equipment table (F1201).

4: Customer Number table (FO101).

5: S&WM Line Type (Service and Warranty Management line type) table
(F1793).

6: S&WM Customer Number (Service and Warranty Management customer
number) table (F1797).

Type of Service Enter a value from UDC 00/TY to indicate the classification type of request
that is used for an entitlement check. The default value is W (case).

Mail Box for Escalation Enter value from UDC 02/MB to define the location to hold messages for
escalation.
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Case Entitlement Trigger

Escalation

Message Center Interface

Dynamic Word Rebuild
Who’s Who Required

Log Status Change

Use Base Price

Use Solution Advisor

Setting Up Case Management Fundamentals

Enter a value from UDC 17/ET to specify which field activates entitlement
checking when you enter a case.

Specify the escalation method. Values are:

0: Do not use an escalation method.

1: Escalate using notification.

Escalations are processed using the work center notification and by email.

2. Escalate using skill-levels.

See Chapter 4, “Setting Up Provider Groups,” Setting Up Case Priorities
Using Notification Escalation Method, page 51.

and

See Chapter 4, “Setting Up Provider Groups,” Setting Up Priorities Using
Skill-Level Escalation Method, page 53.

Select this check box to create a workflow message for the case and the task
records. You can view the message in the Work Center.

Reserved for future use.

Specify whether the caller name for a case is required and must reside in the
Address Book - Who’s Who records. If this check box is selected, you cannot
add the case unless the caller name is entered and resides in the FO111 table.

Specify whether the system records call status changes to the text that is
associated with a case. If you select this check box, the system generates a
line of text that includes the original status, the new status, the user, and a
date and time stamp.

Specify whether the system uses base price for calculating case price. Select
this field if you are using base pricing. If you are using advanced pricing, do
not select this field; you need to set up additional fields for advanced pricing,
which is discussed later in this chapter.

See Chapter 3. “Setting Up Case Management Fundamentals,” Setting Up
Advanced Pricing Information for Cases, page 34.

Specify whether you are using the Solution Advisor application. Select this
field if you are using the Solution Advisor application. If you do not select this
field, the system will use failure analysis.

See Chapter 7, “Setting Up Solution Advisor,” page 99.

and

See PeopleSoft EnterpriseOne Capital Asset Management 8.11 PeopleBook,
“Failure Analysis”.

Setting Up Processing Options for Case Management

Processing options enable you to specify the default processing for programs and reports.
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For programs, you can specify options such as the default values for specific transactions, the appearance of
fields on a form, and the version of the program that you want to run.

For reports, processing options enable you to specify the information that appears on reports. For example, you
set a processing option to include the fiscal year or the number of aging days on a report.

Do not modify EnterpriseOne demo versions, which are identified by the prefix ZJDE or XJDE. Copy these
versions or create new versions to change any values, including the version number, version title, prompting
options, security, and processing options.

This section discusses only those processing options that are required to be set up during implementation and
are used to define system-wide processes.

Setting Up Processing Options for Case Entry (P90CG504),
Case Update (P90CG501), Case CSS Inquiry and Add
(P90CG900), and CSS Case Update (P90CG910)

The processing options defined here are used for the Case Entry program (P90CG504), the Case Update
program (P90CG501), the CSS Case Entry (customer self service case entry) program (P90CG900) and the
CSS Case Update (customer self service case update) program (P90CG910). When setting up the processing
options for Case Entry and Case Update programs, you use the same Version list under Case Update. When
setting up processing options for the Customer Self Service Case Entry program and the Customer Self Service
Case Update program, you use the Version list under the CSS Inquiry and Add program.

Define the processing options for the Case Entry and Case Update programs to define and control how
information is processed when you enter and revise cases.

If you are using Customer Self Service, you need to define the processing options for CSS Inquiry and
Add and CSS Case Update programs.

Defaults

The processing options on this tab define the defaults that the system uses when you enter and revise cases
using this version of Case Entry or Case Update. You can set the defaults in the processing options for
information that remains the same for most cases, such as document type, customer name, and assignee. In
this way, you can enter cases more efficiently. If you set defaults in the processing options, you can override
the default information on the Case Entry and Case Revision forms.

1. Document Type Specify the document type for cases. Leave this field blank to use document
type CL (call), or enter the document type if your case document type is
different.

2. Failure Description Specify whether the failure description (problem) appears by default from

the media object text. Values are:

Blank: The failure description (problem) does not appear by default from the
first line of the media object text.

1: The failure description appears by default from the first line of the media
object text.

3. Caller Name Specify if the system provides a default caller name. Values are:
Blank: Do not provide a default caller name based on the customer name.

1: Use the customer name as the default caller name.
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4. Assignee

5. Reporting Codes

6. Phone Number Type for
the fax number

7. Status for Case is
assigned

8. Provider Group

9. Case Type

10. Cost Type

11. Pricing Units

12. Pricing Unit of Measure

Display

Setting Up Case Management Fundamentals

Determine whether the system uses the user ID as the default assignee. Values
are:

Blank: Do not use the user ID as the default for the assignee.

1: Use the user ID as the default for the assignee.

Determine whether the system uses the reporting codes for the assignee from
S/WM Provider Information. Values are:

Blank: Do not use default reporting codes of the assignee from the S/'WM
Service Provider Information.

1: Use default reporting codes of the assignee from the S/WM Service
Provider Information.

Specify the phone type from UDC 01/PH for fax number.

Define the case status code from UDC 17/ST that is assigned at case entry.

Indicate the default provider group. If you enter a provider group in this field,
it overrides the provider group from the routing rules.

See Chapter 4, “Setting Up Provider Groups,” Setting Up Routing Information,
page 46.
Specify the case type code from UDC 17/CT that the system uses as a default

when entering the case. If you leave this field blank, the case type appears by
default from the Data Dictionary.

If you are billing for cases and the pricing method is flat rate, use this
processing option to specify the default call type code from UDC 30/CA.
Typically, leave the field blank to use B1 (direct labor) or enter another
value from UDC 30/CA.

If you are billing for cases and the pricing method is flat rate, use this
processing option to specify the default pricing units on cases. Pricing units
are quantities that the system uses to retrieve advanced pricing information,
such as for price break levels based on quantities. Leave field blank for 0.

If you are billing for cases and the pricing method is flat rate, use this
processing option to specify the default unit of measure that the system uses to
retrieve advanced pricing information. Typically, you enter £4 (each) as the
default, or you can enter another value from UDC 00/UM.

The processing options on this tab indicate the information that the system displays when you run inquiries on

cases.

1. Routing Information

PeopleSoft Proprietary and Confidential

Determine whether the system displays the routing information after clicking
the OK button. Values are:

Blank: Hide routing information.

1: Display routing information.
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2. Equipment Information

3. Who’s Who
Search/Select

Versions

Chapter 3

Determine whether the system displays the equipment information when the
customer number is entered. Values are:

Blank: Do not display equipment information.
1: Display equipment information.

Determine whether the Who’s Who Search and Select form appears when you
proceed beyond the Customer Number field, and the Caller Name field is
blank. Values are:

Blank: Do not display the Who’s Who Search and Select form.
1: Display the Who’s Who Search and Select form.

The processing options on this tab define the versions that the system uses when it calls these programs:

1. Work With Previous
Customer Case (P17500)
Version

2. Work With Previous
Product Case (P17500)
Version

3. Case History (P17500)
Version

4. Work With Tasks
(P17504) Version and 5.
Time Entry (P17505)
Version

6. Quick Customer/Contact
Add (P01015) Version and
7. Address Book Revisions
(P90CA080) Version

8. Customer Master
(P90CA080) Version and 9.
Customer Ledger Inquiry
(P903B2022) Version

10. Vendor Master
(P04012) Version and 11.
A/P Standard Voucher
Entry (P0411) Version

12. Payment Inquiry
(P0413M) Version and 13.
Eligibility (P08334) Version

14. Employee DBA
Instructions (P050181)
Version and 15. Employee
Profile (P060116) Version

If you leave this processing option blank, the system uses the ZJDE0002
default version.

If you leave this processing option blank, the system uses the ZJDE0003
default version.

If you leave this processing option blank, the system uses the ZJDE0004
default version.

If you leave these processing options blank, the system uses the ZJDE0001
default versions.

If you leave these processing options blank, the system uses the ZJDE00O1
default versions.

If you leave these processing options blank, the system uses the ZJDE0001
default versions.

If you leave these processing options blank, the system uses the ZJDE0001
default versions.

If you leave these processing options blank, the system uses the ZJDE00O1
default versions.

If you leave these processing options blank, the system uses the ZJDE00O01
default versions.
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16. Work With Employee
(P0801) Version

17. Sales Order Entry
(P42101) Version

18. Supply and Demand
Inquiry (P4021) Version

19. Inquiry by Equipment
(P48201) Version

20. Work Order Revisions
(P17714) Version

21. Supplemental Data -
Customer (P00092) Version

22. Supplemental Data -
Item (P00092) Version

23. Supplemental Data
- Work Order (P00092)
Version

24. Supplemental Data -
Sales Order (P00092)
Version

25. Equipment Master
Inquiry (P1701) Version
and 26. Equipment Master
Revisions (P90CD0001)
Version

27. Contracts (P1720)
Version

28. Print Case (R17674)
Version

29. Case Workfile
Generation (R17675)
Version

30. Service Billing Inquiry
(P4812) Version and

31. Failure Analysis

Tree Search and Select
(P17763S) Version

32. Work with Failure
Analysis (P17766) Version
and 33. Failure Analysis
(P17767) Version

PeopleSoft Proprietary and Confidential
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If you leave this processing option blank, the system uses the ZJDE00O1
default version.

If you leave this processing option blank, the system uses the ZJDE0006
default version.

If you leave this processing option blank, the system uses the ZJIDE0001
default version.

If you leave this processing option blank, the system uses the ZJIDE0002
default version.

If you leave this processing option blank, the system uses the ZJDE0001
default version.

If you leave this processing option blank, the system uses the ZJDE0003
default version.

If you leave this processing option blank, the system uses the ZJDE0001
default version.

If you leave this processing option blank, the system uses the ZJIDE0007
default version.

If you leave this processing option blank, the system uses the ZJDE0018
default version.

If you leave these processing options blank, the system uses the ZJDE0001
default versions.

If you leave this processing option blank, the system uses the ZJIDE0001
default version.

If you leave this processing option blank, the system uses the XJDE0003
default version.

If you leave this processing option blank, the system uses the XJDE0001
default version.

If you leave these processing options blank, the system uses the ZJDE00O01
default versions.

If you leave these processing options blank, the system uses the ZJDE00O01
default versions.
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34. Failure Analysis Search If you leave this processing options blank, the system uses the ZJDE0001
and Select (P17768) Version default versions.

and 35. Related Actions

(P90CG503) Version

Edits

The processing options on this tab define the information that the system verifies when you enter a case. When
you enter a case, you can automatically perform entitlement-checking or verify dates that a case can be closed,
reopened, or returned based on these processing options.
1. Entitlement Check Specify how the system conducts entitlement-checking. Values are:

Blank: Do not perform an entitlement check.

1: Check the entitlement with the F1791 table.

2: Check the entitlement without using the date table.

2. Maximum Days for Determine the maximum number of days that a case can be closed and

Reopening Case reopened. This processing option specifies the number of days that a closed
case is eligible to be reopened. If you leave this option blank, the program
does not check the number of days. Otherwise, enter a number to specify the
number of days in which a user can reopen a case after it is closed.

3. Date/Time Opened Indicate whether the current date and time become the beginning date and time
when a case is reopened. Values are:

Blank: Use the original date and time that the case was opened.

1: Use the current date and time by default.

4. Date/Time Returned Indicate whether the system clears Date and Time Returned field when a case
is reopened. Values are:

Blank: Use the original date and time returned.

1: Clear the original Date/Time Returned field when the case is reopened.

5. Area Code and Phone Indicate whether the system requires you to enter the area code and phone
Number number when you create the case. Values are:

Blank: Not required.
1: Required.

6. Reason Code Indicate whether the reason code is required when you are closing a case.
Values are:

Blank: Not required.
1: Required.

Process

The processing options on this tab define the processes that the system performs when you use this version
of the Case Update program.

1. Copy the text Determine whether media object text is copied when you copy a case. Values
are:

Blank: Do not copy the text.
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2. Date/Time stamp

3. Customer Self-Service

4. Protect the Provider
Group

5. Protect Pricing Method

6. Customer Inconsistent
with Equipment Master

7. Site Inconsistent with
Equipment Master

8. Validate Assignee in
Provider Group

9. Check required fields

PeopleSoft Proprietary and Confidential
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1: Copy the case.

Determine where the date and time stamp is printed in the comments area. You
can select to have the date and time stamp precede your comments (at the top)
or after your comments (at the bottom). Values are:

Blank: The date and time stamp appears above the comments.

1: The date and time stamp appears below the comments.
Do not use. Customer Self Service does not use this processing option.

Indicate whether the provider number can be changed. Values are:
Blank: Do not protect the provider group.
1: Protect the provider group.

Indicate whether the pricing method can be changed from the service type
selection during case entry. Values are:

Blank: Allow changes to the pricing method.

1: Do not allow changes to the pricing method.

Indicate whether the system verifies that the customer number in the case

is consistent with customer number in the Equipment Master record. If the
customer number associated with the Equipment Master record is inconsistent
with the customer number referenced in the case, you can indicate whether the
system updates the Equipment Master record. Values are:

Blank: Do not perform any editing.
1: Change the customer number.

2: Automatically update the Equipment Master record.

Indicate whether the system verifies that the site number in the case is
consistent with site number in the Equipment Master record. If the site number
associated with the Equipment Master record is inconsistent with the site
number referenced in the case, you can indicate whether the system updates
the Equipment Master record. Values are:

Blank: Do not perform any editing.
1: Change the site number.

2: Automatically update the Equipment Master record.

Validate the assignee that is entered is set up in the provider group. Values are:
Blank: Do not check whether assignee is in the provider group.
1: Display an error if the assignee is not in the provider group.

2: Display a warning if the assignee is not in the provider group.

Indicate whether the system verifies that there is information in the required
fields. You define which fields are required in the Required Fields Setup
program (P1759). Values are:

Blank: Do not check the required fields.
1: Check the required fields.
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10. Bill for Cases

11. Next Number
Processing

Prepayment (Future)

Specify whether you bill for cases. You must activate this processing option if
you need to enter billing information for cases. Values are:

Blank: Do not bill for cases.

1: Bill for cases.

Determine whether the system tracks so-called burned next numbers. Burned
next numbers are numbers that have been assigned to cases that were canceled
before they were processed. For example, suppose that you open a case

and a number is assigned, but you click Close before you enter the case
information. Values are:

Blank: Do not capture burned next numbers.

1. Track burned next numbers as status 3.

This processing option tab is used to determine how the system processes prepayments. These processing
options will be effective in future releases of EnterpriseOne.

These processing options control whether you can record payment information for cases.

Prepayment of the case takes place when a seller receives a form of payment from the customer at the time of
case entry. There are many types of prepayments that a customer can use, such as cash, check, and credit
card. When you make any type of prepayment, the system records transaction information and indicates the

payment on the invoice.

1. Prepayment Processing

2. Process Authorization

3. Process Settlements

4. Authorize Prepayment
Transactions (R004201)
Version

5. Settlement Prepayment
Transaction (R004202)
Version

Indicate whether you use prepayment processing. Values are:
Blank: Bypass prepayment processing.

1: Activate prepayment processing.

Identify the method of processing. Values are:

Blank: The system does not process the authorization.

1: The system processes the authorization interactively.

2: The system processes the authorization in batch or subsystem mode,
based on the version.

Identify the settlement processing method. Values are:
Blank: The system does not process the settlement.
1: The system processes the settlement interactively.

2: The system processes the settlement in batch or subsystem mode, based
on the version

Enter the version to be used for the Authorize Prepayment Transaction
batch program (R004201). If you leave this option blank, the system uses
version XJDEOOOI.

Enter the version to be used for the Settle Prepayment Transaction (R004202).
If you leave this option blank, the system uses version XJDE00O1.
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Self Service

Do not use. Customer Self Service does not use the processing options in this tab.

Vertex

The processing option on this tab defines the Vertex transaction type for flat rate billing.

1. Transaction Type for Specify the Vertex transaction type that the system uses when calculating
Flat Rate Billings taxes for flat rate billing. Use this transaction type only if you bill for cases
and the pricing method is flat rate.

Enter a value from UDC 73/TY (Vertex transaction type). If you leave this
processing option blank, the system uses transaction type SERVIC.

Setting Up Processing Options for the Work With
Tasks Program (P17504)

You can configure the work space by setting processing options to include only the information with which
you work directly. Some of the available options include case sequencing, sorting cases by priority or status,
and preloading information to the work space to limit the information that appears. You can also lock tasks so
that only one user at a time can review and change case information.

Defaults

The processing options on this tab define the defaults that the system uses when you run inquiries on tasks.
Although you can override these values to search for tasks, you can specify defaults that are standard to most
tasks on which you run inquiries in this version of Work With Tasks.

1. From status Indicate the From status. The system displays only those tasks that are within

the status specified in the From status and To status processing options.

2. To status Indicate the To status. The system displays only those tasks that are within the
status specified in the From status and To status processing options.

3. Document Type Specify the document type for the system to use when you add a task directly
through the Work With Tasks program. Document type CL (call) is the default.
Enter document type if your case document type is different.

4. Status to use when a Define the case status code from UDC 17/ST to use when a task is assigned.
task is assigned.

5. Default the Assignee as Specify the user as the default for the assignee. The system displays task that
the User are assigned to the user. Values are:

Blank: Do not specify the user as the default for the assignee.

1: Specify the user as the default for the assignee.

6. Default Document Type  Specify the document type for the system to use when you add a task directly
through the Case Update program. The document type CL (call) is the default.
Enter the document type if your case document type is different.

Edits

The processing option on this tab defines what information the system verifies when you enter a task.
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1. Maximum Days for Determine the maximum number of days that a task can be closed and

Reopening a Task reopened. This processing option specifies the number of days that a closed
task is eligible to be reopened. If you leave this option blank, the program
does not check the number of days. Otherwise, enter a number to specify the
number of days in which a user can reopen a task after it is closed.

Process

The processing options on this tab define the processing that the system performs for this version of Work
With Tasks.

1. Check Required Fields Indicate whether the system verifies that there is information in the required
fields. You define which fields are required in the Required Fields Setup
program (P1759). Values are:

Blank: Do not check the required fields.
1: Check the required fields.

See Chapter 3, “Setting Up Case Management Fundamentals.” Setting Up
Required Fields, page 31.

2. Notify when task is Determine whether the system sends notification when a task is entered or
entered/closed closed. Values are:

Blank: Do not send notification.

1: Send notification to provider group when task is entered and to originator
when task is closed.

3. Notify Assignee Determine whether the system sends notification to the assignee. Values are:
Blank: Do not notify assignee.

1: Notify assignee.

4. Notify Provider Group Specify if the system notifies the provider group. Values are:
Blank: Do not notify provider group.
1: Notify provider group.

Versions

These processing options control the version that the system uses when it calls these programs:

1. Time Entry (P17505) If you leave any of these processing options blank, the system uses the
Version, 2. Maintenance ZJDEO00O01 default version.

Request Master Business

Function (P1700140)

Version and 3. Work with

Failure Analysis (P17766)

Version

24 PeopleSoft Proprietary and Confidential



Chapter 3 Setting Up Case Management Fundamentals

Setting Up Processing Options for the Work With
Case Program (P17500)

You can customize the work space by setting processing options to include only the information with which
you work directly. Some of the available options include case sequencing, sorting cases by priority or status,
and preloading information to the work space to limit the information that appears. You can also lock cases so
that only one user at a time can review and change case information.

Display

The processing options on this tab indicate the information that the system displays when you run inquiries
on cases using this version of Work With Case. For example, you can set up these processing options

so that the system only displays those cases within a status range based on a time zone, call back time,
country code, and language.

1. Time Zone Filter Indicate whether the system verifies the time zone of the customer. The system
displays cases based on time zones. Values are:

Blank: Bypass time zone filter.
1: Check time zone filter.

If you select the option to check the time zone and then set the processing
option to verify a call back time, the system verifies whether the time at the
customer’s location in the customer’s time zone is within business hours. If
the customer time is earlier or later than your business hours, the system
does not display the calls.

2. Starting Call Back Time Indicate the call-back time to filter calls. If the time at the customer location is
earlier than this time and time zone filter check box on the Work With Case
form is selected, the system does not display the calls. When you enter a
call-back time, you must enter military time and include the hour, minutes,
and seconds. For example, 130000 for 13:00:00.

If you set this processing option to verify a call back time and select the option
to check the time zone filter, the system verifies whether the time at the
customer’s location is earlier than that current time. If the customer time is
earlier than the current time, the system does not display the calls.

3. Country Code Specify whether the system displays the Country Code field for you to use as
selection criteria. Values are:

Blank: Hide the Country Code field.
1: Display the Country Code field.

If you display the country codes, you can indicate selection criteria that the
system uses to display calls. To specify which country code the system uses as
a default, set the Default Country Code processing option.

4. Language Specify whether to display the Language field. Values are:
Blank: Hide the Language field.
1: Display the Language field.

If you select to display languages, you can indicate selection criteria that the
system uses to display calls. To specify which language the system uses as a
default language, set the Default Language processing option.
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5. From status Indicate the From status. The system only displays those cases that are within
the status specified in the From status and To status processing options.

6. To status Indicate the To status. The system only displays those cases that are within the
status specified in the From status and To status processing options.

7. Number of days to use Specify a number of days with which the system uses to calculate the Date

for date filter Entered From/Thru fields. The system displays only cases within this date
range.

If you leave this option blank, the system does not calculate filter dates.

8. Priority column Specify whether the system displays priority with color. The color setup is
defined in UDC 17/PR in the Special Handling column. Values are:

Blank: Display priority without color.

1: Display priority with color.
9. CTI Interface(computer  Specify whether the system displays the CTI interface. Values are:
telephony integration Blank: Hide the CTI interface.

interface)
1: Display the CTI interface.

10. In Use cases Specify whether the system displays the cases that are currently in use by a
user. Cases that are in use are locked in the system so that only one user at
a time can access case information. Values are:
Blank: Display locked cases.
1: Do not display locked cases.

Defaults

The processing options on this tab define the defaults that the system uses when you run inquiries on cases.
Although you can override these values to search for cases, you can specify defaults that are standard to most
cases on which you run inquiries in this version of Work With Case, such as country code, language code,
assignee, and provider group.

1. Country Code Indicate the country code that the system uses when the Country Code field
appears. The system displays cases that have this country code.

If you leave this option blank, the system does not use a specific country
code in the selection criteria.

You must also set the Display Country Code processing option on the Display
tab to display country codes.

2. Language Specify which language to retrieve as the default language when the Language
field is displayed. The system displays only cases that indicate this particular
language preference.

If you leave this option blank, the system does not retrieve a default language.

You must also set the Display Language processing option on the Display
tab to display languages.

3. Assignee Specify the user as the default for the assignee. The system displays cases that
are assigned to the user. Values are:

Blank: Do not specify the user as the default for the assignee.
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4. Provider Group

Versions
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1: Specify the user as the default for the assignee.

Specify the default provider group in the selection criteria. The system
displays only cases that are assigned to this provider group. Values are:

0: Do not specify the default a provider group.
Specific queue: Specify the default provider group.

The processing options on this tab defines the versions that the system uses when it calls these programs:

1. Case Management
(P90CG504/P90CG501)
Version

2. Supplemental Data
(P00092) Version

3. Work With Tasks
(P17504) Version

4. Work Center (P012501)
Version

5. Print Case (R17674)
Version

6. Work with Failure
Analysis (P17766) Version
and 7. Failure Analysis
(P17767) Version

Process

If you leave this processing option blank, the system uses the ZJIDE0001
default version.

If you leave this processing option blank, the system uses the ZJDE0003
default version.

If you leave this processing option blank, the system uses the ZJIDE0001
default version.

If you leave this processing option blank, the system uses the ZJDE0005
default version.

If you leave this processing option blank, the system uses the XJDE0003
default version.

If you leave this processing option blank, the system uses the ZJDE00O1
default version.

The processing options on this tab define the processing that the system performs for this version of Work

With Case.

1. Customer Self-Service

2. Deleting Records

Determine how the system uses this version of Work With Case with Customer
Self Service functionality. Values are:

Blank: Do not activate Customer Self Service functionality.
1: Activate Customer Self Service functionality for use in Java/HTML.

2: Activate Customer Self Service functionality for use in Windows.

Determine if the system deletes records from the F17500 table. Values are:
Blank: Delete record from the table.

1: Do not delete record, but change its status to 4.

Setting Up Processing Options for Time Entry (P17505)

When you resolve a case, you need to entry your time in order to accurately capture the amount of time spent
on the issue for billing purposes. If you have contract and warranty agreements with customers that do not
require billing by the hour, you still might need to report the time for accounting purposes. You can set the
processing options to create either payroll batch transactions or general ledger transactions.
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Setup options determine which stages of a case require time entry. You can set up the system to display the
time entry form at any status change or only when the case is closed.

When you enter a case, the system calculates time entry information based on the time when you access the
Case Entry form and the time when you exit the form. You can override the information, if necessary.

Process

The processing options on this tab define the processes that the system performs during time entry.
1. Write time entry records Determine the tables to which the system writes the time entry records.
Values are:
Blank: Only F17860 table.
1: F0911Z1 and F17860 tables.
2: F06116Z1 and F17860 tables.

2. Protected time entry line Determine whether you can change the time entry line when you inquire on
time entry information. Values are:

Blank: Do not protect.
1: Protect.

3. Round Actual Hours Define how to display the actual hours worked. Values are:
Blank: Display actual hours.
1: Round to the quarter hour.
2: Round to a tenth of an hour.

3: Round to the half hour.
4. Round Billable Hours Specify whether to round the billable hours. Values are:

Blank: Do not round.

1: Round to the quarter hour.
2: Round to a tenth of an hour.
3: Round to the half hour.

5. Protect Minimum Hours Protect the information in the Minimum Hours and the Minimum Amount
and Amount fields. Values are:

Blank: Do not protect.

1: Protect.
6. Use Flex Accounting (Future Use) Specify whether to use flex accounting. Values are:
(FUTURE) Blank: Do not use flex accounting.

1: Use flex accounting.
Defaults

The processing options on this tab define the defaults that the system uses during time entry.

1. Hour Type Define the default hour type description code from UDC 17/WT. If you leave
this option blank, the system does not retrieve the description.
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2. Cost Type

3. Labor Unit of Measure

4. Minimum Hours

5. Subledger

6. Labor Unit of Measure
for Hour

7. PDBA Code

Versions
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If you bill for cases and the pricing method is time and materials, use this
processing option to specify the default cost type.

Typically, you enter B/ (direct labor) as the default, or you can enter another
value from UDC 30/CA (cost component add-ons).

Specify the labor unit of measure for the Time Entry program.

Enter a value from UDC 00/UM. If you leave this option blank, the default for
the Labor Unit of Measure field is HR (hours).

Specify the minimum hours on each time entry record. If you leave this option
blank, the default for the Minimum Hours field is 0.

Specify the information that the system records in the Subledger field when you
create time entry records for the F06116Z1 or the FO911Z1 table. Values are:

Blank: Leave the Subledger field blank.
1: Case number.

2: Customer number.
3: Site number.

4: Short item number.
5: Contract number.

6: Equipment number.

Specify the unit of time that the system uses for the Hour field, such as HR.
The system uses this option for Labor Unit of Measure conversion.

You must specify a value for this processing option if you want the system to
upload the time entry record to the FO6116Z1 table.

Enter a value from UDC 00/UM.

Specify the default value for the PDBA code. The PDBA code defines the
type of pay, deduction, benefit, or accrual. If you leave this option blank, the
system leaves the PDBA code blank.

Pay types are numbered from 1 to 999. Deductions and benefits are numbered
from 1000 to 9999.

The processing options on this tab defines the versions that the system uses when it calls these programs:

1. Service Billing Inquiry
(P4812), 2. Customer
Ledger Inquiry, and

3. Time Entry MBF
(P050002A)

Vertex

If you leave any of these processing options blank, the system uses the
ZJDE0001 default version.

The processing option on this tab defines the Vertex transaction type for labor billing.
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1. Transaction Type for Specify the Vertex transaction type that the system uses when calculating taxes
Labor Billings for time entry billing. Use this transaction type only if you bill for cases and
the pricing method is Time and Materials.

Enter a value from UDC 83/TY (Vertex Transaction Type). If you leave this
processing option blank, the system uses the transaction type SERVIC.

Setting Up Processing Options for CRM Case Related
Actions (P90CG503)

From the Case Revisions form or the Case Entry form, you can create and review a list of actions related to the
case. Through the Related Actions tab, you can access other programs to associate sales orders, quotes, work
orders, returned material authorization (RMA), scripts, action plans, and leads to cases.

Versions

The processing options on this tab defines the versions that the system uses when it calls these programs:

1. Sales Order (P42101) If you leave any of these processing options blank, the system uses the
Version, 2. Quote (P42101) ZJDEO0001 default version.
Version, and 3. Leads

(P90CB010) Version

4. Work Order (P90CD002) If you leave either of these processing options blank, the system uses the
Version and 5. Return ZJDEO0001 default version.

Material Authorization

(P400511) Version

6. Script (P90CF160) If you leave any of these processing options blank, the system uses the

Version, 7. Script Runtime  ZJDEO00O1 default version.
(P90CF180) Version, and 8.

Equipment Work Order

(P17714) Version

Setting Up Business Object Reservations
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This sections provides an overview of business object reservations and discusses how to use business object
reservations.

Understanding Business Object Reservations

Use the Business Object Reservation program (P00095) to view records, such as cases, that are locked.
This program is shared by other programs as well, such as the Employee Master program and the Work
Order Entry program, to review and unlock records. You can use this program to unlock records that have
been locked because of system issues.

Prerequisite

You must define the program as a value in the Object in Use Application ID UDC (00/RR). For example, if
you want to view cases that are locked, you must set up the Case Update program as a value in the Object
in Use Application ID UDC.
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Form Used to Set Up Business Object Reservations

Form Name Form ID Navigation Usage
Business Object WO00095A Periodic Support Processing | Search for records that are
Reservations (G90CEO02), Business Object | locked.

Reservations

If you want to unlock a
record, select the record and

click theDelete button.
Using Business Object Reservations
Access the Business Object Reservations form.
Object Name Enter the name that identifies a system object in the header area or on the

Query By Example (QBE) line. Examples of system objects include:
 Batch applications (such as reports)

* Interactive applications

* Business views

* Business functions

* Business function data structures

» Event rules

* Media object data structures

Application Enter the batch or interactive program number in the QBE line.

Setting Up Required Fields

You can define the fields in which you are required to enter information before the system advances a case
to the next status in the queue. Required fields can be based on specific request document types, request
queues, and request types; or they can be set up to cover all document types, queues, and request types. For
example, when a live request (call type 1) appears in the VIP queue and you advance it to the complete status
(999), you can complete the reason field (CALLRN).

This section lists a prerequisite and discusses how to set up required fields for Case Management.

Prerequisite

Set the Check Required Fields processing option to enable the system to verify that information exists
in the required fields.

See Chapter 3, “Setting Up Case Management Fundamentals,” Setting Up Processing Options for the Work
With Case Program (P17500), page 25.
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Form Used to Set Up Required Fields

Form Name Form ID Navigation Usage
Work With Case Required | W1759B Case Setup (G90CQG), Define required fields.
Fields Required Fields
On the Work With Case

Required Fields form, enter
the table number in the File
Name field and click Find.

Setting Up Required Fields for Case Management
Access the Work With Case Required Fields form.

Required Fields - Work With Case Required Fields i
Select  Find Add  Delete Cloze  Row  Tools

v @ + T X H B
File Mame ,*7

Document Type *

FProvider Graup *

Case Type ’*_
Case Status *
Records 1-2 Customize Grid
[F17855
File Hame Document 7 7 7 7 Case
Description Type Provider Group |Provider Group £ Status
F1755 Casze Master cL BO000 Provider Group 60000 1 Live elele] Complete CALLF]
* F1755 Casze Master cL 60001 Call Queue 3 E-Mail 100 Qpen CEMLT

4| | »

Work With Case Required Fields form

Complete the form to set up required fields for cases.
File Name Enter the table name. Enter F'/755 to specify Case Master table, and F'/757 to
specify Task Master table.

Data Item Enter the alias. You cannot change the alias.

If you set up required fields for cases, you select data item fields from the
F1755 table.

If you set up required fields for tasks, you select data item fields from the
F1757 table.

Setting Up Activity Rules
Set up activity rules to define how the system processes cases.

This section provides an overview of case activity rules and discusses how to set up activity rules for cases.
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Understanding Case Activity Rules

You can set up activity rules for cases to define the status flow for cases and to define the next step, based on
the current status. To have the system proceed to the next step, you must enter the next status in the Last Status
field. If you do not include the next status, the case is considered complete. If you enter an open status code in

one of the other columns, you can reopen the case.

Form Used to Set Up Activity Rules

Form Name

Form ID

Navigation

Usage

Case Provider Group Status
Revisions

W17506D

Case Setup (G90CQ),
Provider Group Revisions

Define activity rules for
cases.

Select Provdr Group Status

(provider group status) from
the Form menu on the Work
With Provider Groups form.

Case Activity Rules Example

This table is an example of how you might set up case statuses. The Last Status column shows the status of the
case and the Status Description column provides a description of the status. The remaining columns in the
table show the next statuses that are allowable for the case at the last status. For example, you can change an
open case (100) to an active case (150). Then you might leave a message (250), or you might cancel the case
(997). A case that has the last status of Complete (999) can be reopened (100).

Status
Last Status Description Next Status Other Other
100 Open 150 250 997
150 Active 999
250 Left Message 999
997 Cancel
999 Complete 100

Setting Up Activity Rules

Access the Case Provider Group Status Revisions form.
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Provider Group Revisions - Case Provider Group Status Revisions i
Ok Find Delete Cancel Row  Tools

B @ 01 X B R’

Document Type

Provider Group Murmber

e

Case

Records 1-7

Hext Other Other Other Other Other Protect Auto Time
us De: Status 1 2 3 4 5 History Update Entry
| | N N N

Customi (]
Failure Subledger
Analysis Inactive
N N

o [100 [110 260 |aa7 R

e 100 Open 110 260 997 M N M M ]
e 110 Agtive 260 987 999 M N M M ]
o 260 Transferred 5499 M M M M M
o 997 Cancel I I I I M
e 539 Complete 100 Y N Y M N
o

Case Provider Group Status Revisions form

Last Status Enter a code that specifies the status of a case.

Next Status Enter an active customer issue status. This is used as default status when
a user activates a customer issue.

If you consider the last status that you enter to be a closed case, leave this
field blank. If the Next Status field is blank, the system treats the case as
closed. If you want to be able to reopen a closed case, enter the Open status
in one of the Other status fields.

Protect History Enter a code that specifies whether you can change a case that has a particular
status.
Auto Update Enter a code that specifies whether the system can update a case that has

a particular status.

Time Entry Enter a code that specifies whether the system displays a time entry form for
a particular status.

Failure Analysis Enter a code that specifies whether the system displays a failure analysis
form for a particular status.

Setting Up Advanced Pricing Information for Cases
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This section provides an overview of how Advanced Pricing is used with cases and lists the prerequisites
required to use Advanced Pricing with case management.

You can attach an advanced pricing adjustment schedule to a case. Setting up advanced pricing for cases
enables you to price items and services by using an advanced pricing structure, and it enables you to streamline
pricing setup and maintenance.

A price and adjustment schedule contains one or more adjustment types for which a customer or an item might
be eligible. The system applies the adjustments in the sequence that you specify in the schedule. You link
customers to a price and adjustment schedule through the customer billing instructions.
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When you enter a case, the system copies the schedule attached to the sold-to address into the order. You can
override this schedule at the header level.

To set up advanced pricing for cases, you follow the same steps that you use to set up advanced pricing for
Service Management.

Prerequisite

Before you can attach an adjustment schedule to a case, you must complete these tasks:
* Set up preference hierarchies.

* Set up customer service detail groups.

* Set up price adjustment definitions.

* Set up adjustment schedules.

* Set up adjustment details.
See Chapter 5, “Understanding Case Management Billing,” page 59.
and

See PeopleSoft EnterpriseOne Customer Relationship Management Application Fundamentals 8.11
PeopleBook, “Setting Up CRM Constants and Employees”.
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Setting Up Provider Groups

This chapter provides an overview of provider groups and escalation methods and discusses how to:

» Set up user defined codes (UDCs) required for provider groups.
» Set up provider groups.

» Set up queue security.

* Set up queue properties.

* Set up routing information.

* Set up case types for provider groups.

* Set up case priorities.

» Set up processing options for provider groups.

Understanding Provider Groups and Escalation Methods

Set up provider groups to ensure that cases are assigned to the appropriate people. For example, you might set
up and organize provider groups according to product lines and group consultants who are knowledgeable
about each product into specific provider groups. You might also create provider groups to ensure that foreign
language cases are directed to the appropriate groups.

Set up routing information to define the sequence and method by which cases are routed to the appropriate
provider group.

The service and warranty management (S/WM) escalation method that you define in the S/WM System
Constants program (P17001) determines how the system defines provider groups and escalates cases.

Note. Setup requirements that are specific to an escalation method are noted in the applicable setup procedure.

Notification Escalation Method

If you decide to escalate cases using the notification method (escalation method 1 in the S/WM System
Constants program), use the Distribution List Control program (P02150) to attach assignees to provider
groups. Use the Queue Security program (P01135) to specify whether groups or specific users can make
changes to the distribution lists.

Through the Queue Properties program (P901133P), define which programs distribution list members view
when they open their Workflow queue.
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The escalation percentages you define on the Case Priority Revisions form determine how the system routes
and escalates cases to distribution list members. When a case is assigned to a provider group, the system
uses the values in this form to determine the escalation response time and sends notification to members on
the distribution list assigned to the provider group.

Skill-Level Escalation Method

If you decide to escalate cases using the skill-level method (escalation method 2 in the S/WM System
Constants program), you can assign members to provider groups using the Work With Provider Group
Employees program (P90CG506). Through this program, you assign address book records, such as employees
or contractors, to provider groups and specify a skill-level for each provider group member. You can assign
any address book record to one or more provider groups, as long as the address book record has been set

up as a service provider.

When cases are assigned to provider groups, the system compares the skill-levels and case loads of each
provider group member and assigns cases appropriately.

The escalation percentages that you define on the Case Priority Revisions form determine when the system
routes and escalates cases to provider group members.

Setting Up Provider Group UDCs

38

This section provides an overview of provider group UDCs and discusses the UDCs you must set up to use
provider groups.

Understanding Provider Group UDCs

Before you can use any of the features of Provider Groups, you need to define information that the system uses
for processing. You also need to specify the data that is used when you set up provider groups in the system.

You can access these UDCs from the Case User Defined Codes menu (G90CGO1).

This table describes the information that you must set up for provider groups:

ubcC Type of Data

90CG/SL Skill Level

Define the skill levels that the system uses for escalation
when the Escalate using Skill Levels option is selected.
The system starts with the provider group member with
the lowest skill level and proceeds to the next highest level
within the provider group when processing escalations.
You can enter additional skill levels, as needed; however,
you must enter integers. For example, enter 5, 6, 7, and so
on, as skill levels.

17/PR Case Priority

Use case priorities to define and organize cases by severity

level.
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Setting Up Provider Groups

This section discusses how to:

* Set up provider groups.
* Assign provider group members using skill levels.

* Assign provider group members using distribution lists.

Understanding Provider Groups

Provider groups are a particular search type (UDC 01/ST) in the Address Book. Use the Work With Provider
Groups program to set up provider groups. When you set up a provider group, the system adds a record to
the F1797 and FO101 tables.

If you escalate cases using skill levels, use the Provider Group Employees program to identify the members of
each provider group and the skill level associated with each member.

If you escalate cases using distribution lists, use the Distribution List Control program to attach assignees
to provider groups. When you define organizational structures, you create hierarchies of relationships
between parents and children.

Prerequisite
All provider group members must first be set up in the Address Book and defined as service providers.

See PeopleSoft EnterpriseOne Service Management 8.11 PeopleBook, “Setting Up Service Management,”
Setting Up Customers and Service Providers.

Forms Used to Set Up Provider Groups

Form Name Form ID Navigation Usage
Provider Group Revisions | W17506B Case Setup (G90CQG), Set up provider groups. You
Provider Group Revisions might need to add provider

groups if the organization
expands its product groups
or if you decide to assign
specialists to cases based
on knowledge of product
groups.

Click the Add button on the
Work With Provider Groups
form.
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Page Name

Object Name

Navigation

Usage

Provider Group Employees

W90CG506B

On the Work With Provider
Groups form, search and
select a provider group, and
click Provider Grp Empl
(provider group employee)
from the Row menu.

Define members and
associate skill levels with the
provider group.

Note. Use this form if you
are escalating cases using
skill levels. If you have not
set the escalation constant in
the S/WM System Constants
program to escalate using
skill level, the Provider

Grp Empl option will

not be available from the
Row menu.

Any address book record
Search Type, not just
employees, can be assigned
to a provider group. The
only requirement is that they
must be set up as service
providers in the Address
Book.

See PeopleSoft
EnterpriseOne Service
Management 8.11
PeopleBook, “Setting Up
Service Management,”
Setting Up Customers and
Service Providers.

Work With Distribution Lists

WO02150A

On the Work With Provider
Groups form, search and
select a provider group,
and click Workflow Grp
Rev(workflow group
revisions) from the Row
menu.

Alternatively, select Case
Setup (G90CG), Group
Revisions.

Review distribution list
information.

Note. Use this form if you
are escalating cases using the
notification method.

Address Parent/Child
Revisions

WO0150A

On the Work With
Distribution Lists form,
click Add.

Set up distribution lists for
provider groups.

Note. Use this form if you
are escalating cases using the
notification method.

Setting Up a Provider Group

Access the Provider Group Revisions form.

40
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Provider Group Revisions - Provider Group Revisions
Ok Cancel Tools

B X &

Frovider Graup Mumber F0007

Provider Group Marme Computerized Branch Exch, Provider Group

Provider Group Information f ]

Long Provider Group Mumber [ Inactive

tail Box Designator [ Computerized Branch Exch.
ACD Extension G001

Waork Center 330 Lif Service Center

Case Category Code 05

Case Category Code 06

Pager/E-mail Address

Provider Group Revisions form

Provider Group Information

Provider Group Enter an existing Address Book number.

Number/Name You can either manually enter a provider group number, or you can leave the

field blank and have the system assign a provider group number. The system
creates an Address Book record for this new provider group with that provider
group number.

Name Enter the provider group name. This 40-character alphabetic ficld appears on
many forms and reports. You can enter dashes, commas, and other special
characters, but the system cannot search on these special characters when you
use this field to search for a name.

Long Provider Group Use this field to enter and locate information. If you enter a value other than the

Number Address Book number such as the long address or tax ID, you must precede it
with the special character that is defined in the Address Book constants. When
the system locates the record, it returns the Address Book number in this field.

For example, if Address Book number 4100 (total solutions) has a long
address TOTAL and an asterisk (*) distinguishes it from other entries (as
defined in the Address Book constants), you might type *TOTAL into the
field, and the system would return 4100.

Mail Box Designator Enter a mailbox code from UDC 02/MB associated with the provider group
that should be used on delivery of the message.

ACD Extension (automatic  Enter the telephone number of the provider group. Do not enter a prefix or

call distributor extension) special characters, such as hyphens or periods. You can use any applicable
telephone number format for a country. This field is used in conjunction with
the Prefix field; you enter the first segment of the telephone number, which
is called the area code in the U.S. When you search for an address using a
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Work Center

Case Category Code 05 and
Case Category Code 06

Pager/E-mail Address
Associated Addresses

1st Address Number, 2nd
Address Number, 3rd
Address Number, 4th
Address Number, 5th
Address Number, and 6th
Address Number

Chapter 4

phone number, you must enter the number exactly as it is set up in the Address
Book system, including any special characters.

Complete this field to calculate commitment date and time if you are not using
entitlements. The system also uses the work center to calculate the elapsed
time and the time remaining on the request.

Use the case category codes (UDCs 17/05 and 17/06) to record additional
information for a provider group. You can use this information for reporting
on provider groups.

Enter the provider group’s page or email information. This field is a text field.

The system completes the address number information for a case assigned to
a provider group.

Do not associate the Address Book number of consultants who receive cases
for this provider group. Instead, associate consultants with the provider
groups that are appropriate for reporting purposes or for workflow. To
associate consultants to a provider group, include them as a member of

the provider group.

Assigning Provider Group Members Using Skill Levels

Access the Provider Group Employees form.

Provider Group Revisions - Provider Group Employees

OF Delete Cancel Tools

B 0 X &

FProvider Group

60001

Computerized Branch Exch. Frov

Records 1-5

cGid @
Empluyee Skill skill Unavailable
Humher Hame Level (Description Manager Flag

2006 Walters, Anrette |01 Gkilllevel 1 ¥
o 2111 Ingram, Paul 02 Skill level 2 Il
e BO01  Allen, Ray 03 Skill lewel 3 I
la 2428 Escalante, George 04 Skl level 4 v I
c r
SetManager | Clear Manager

Provider Group Employees

Employee Number

Enter the Address Book number of the person whom you assign to the
provider group. You can assign Address Book numbers with all search types
to a provider group as long as the Address Book record has been set up as

a service provider.

PeopleSoft Proprietary and Confidential




Chapter 4

Skill Level

Manager

Unavailable Flag

Setting Up Provider Groups

Enter the provider group member’s skill level. Use a value from UDC
90CG/SL. The system uses each provider group member’s skill level to assign
cases and process escalations. When assigning cases, the system starts with
the provider group member with the lowest skill level and then proceeds to
the next skill level.

Define the manager for the provider group. You can select only one manager
per provider group. To select the provider group’s manager, you must click the
radio button by the member and then select Set Manager. The manager of
each provider group receives the past due notification and is assigned to all
unresolved cases. The manager still receives past due case assignments even if
the Unavailable Flag is selected.

Select this field for members who are unavailable for case assignment; for
example, when they are on vacation or out of the office. Provider group
members that have the Unavailable Flag selected do not have any cases
assigned to them until the field is cleared.

Assigning Provider Group Members Using Distribution Lists

Access the Address Parent/Child Revisions form.

Provider Group Revisions - Address Parent/Child Revisions i

oK Delete Cancel Form  Tools

B 0 X B &

FParent Mumber GO001
Structure Type WES

Associated Data ltermn

Computerized Brahch Exc...

Workfiow Security [ Higher Level Cverride

™ First Response

[T suthorization Reguired

Records 1-3

C Customize Grid
Address Alpha Threshold Escalation Escalation Begin Eff
Group Humber Hame Value Hours Minutes Remark Date

3.00 50585 Kellerman, James
|| 4.00 5651 Raothchild, Abigal E.
|| 6.00

Address Parent/Child Revisions form

Parent Number

Structure Type
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Enter the parent number for the distribution list. The system uses this number
to associate addresses with the parent distribution list. Any value that you
enter in this field updates the FO150 table for the blank structure type. This
address number must exist in the FO101 table for validation purposes.

The Address Book number of the primary level in a hierarchy, or reporting
relationship. A parent in one hierarchy can be a child in another hierarchy.
A hierarchy can be organized by business unit, employee, or position. For
example, you can create a hierarchy that shows the reporting relationships
between employees and supervisors.

Enter a value from UDC 01/TS that identifies a type of organizational structure
that has its own hierarchy in the Address Book system (for example, email).

When you create a parent-child relationship for the Accounts Receivable
system, the structure type must be blank.

The field identifies the type of distribution list, such as WFS for workflow,
ORG for group, and EML for email. Enter WFS as the value.
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Group

Address Number

Remark

Begin Eff Date (beginning
effective date)

End Eff Date (ending
effective date)

Chapter 4

Specify the group number. When you define case priorities, the Message Level
field in the Case Priorities program uses the value in this field to determine
who receives messages when cases are escalated.

See Chapter 4, “Setting Up Provider Groups,” Setting Up Case Priorities
Using Notification Escalation Method, page 51.

Enter a number that identifies an entry in the Address Book, such as employee,
applicant, participant, customer, supplier, tenant, or location.

Enter a remark, description, name, or address. This field is a generic field.

Enter the date on which the address number appears in the structure. The
Beginning Effective Date field prevents the address number from occurring in
the structure until the beginning effective date is the same as the current date.

If left blank, the address number always occurs in a structure unless there is
an ending effective date.

Enter the date on which the Address Book record ceases to exist in the
structure.

Note. Threshold values, escalation hours, and escalation minutes are not used for cases.

Setting Up Queue Security

This section provides an overview of queue security and lists the form used to set up queue security.

44

Understanding Queue Security

If you are escalating cases using the notification method, you can set up the security status for a user or group
of users within a workflow message queue. You can add security by user, distribution list, or both.

Form Used to Set Up Queue Security

Form Name Form ID Navigation Usage
Workflow Message Security | WO1135A Case Setup (G1743), Queue | Setup queue security.
isi Securit
Revisions ] Y Note. For security reasons,
Click the Add buttononthe | this form is available only in
Work With Workflow the Windows client.
Message Security form.

Setting Up Queue Security

Access the Workflow Message Security Revisions form.

User

Group/Role

Authority Y/N

Enter a user in the workflow system. This field can also specify a group.

Enter a group or list of users in the workflow system; the Address Book
number that identifies a list of users in the workflow system.

Enter whether the user is authorized to make changes to security information.
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For workflow, this field indicates whether the user can view other queues
in the Work Center.

Setting Up Queue Properties

This section provides an overview of queue properties and lists the forms used to set up queue properties.

Understanding Queue Properties

If you escalate cases using the notification method, you can set up queue properties to provide a link to an
EnterpriseOne application if, for example, you want recipients to review information within an EnterpriseOne
application whenever they open messages in that particular queue.

Forms Used to Set Up Queue Properties

Form Name Form ID Navigation Usage
Work With Queues WO01133P Case Setup (G1743), Queue | Review the list of queues.
Properties
Queues Properties Revisions | W01133PB Click the Add button onthe | Setup queue properties.
Work With Queues form. )
Note. For security reasons,
this form is only available in
Windows Client.
Setting Up Queue Properties
Access the Queues Property Revisions form
Queues Enter a field that determines the mailbox associated with the queue that is
used on delivery of the message.
Application Enter the name that identifies a system object. PeopleSoft EnterpriseOne

architecture is object-based. Discrete software objects are the building
blocks for all applications, and developers can reuse the objects in multiple
applications. The object librarian tracks each object. Examples of system
objects include:

» Batch applications (such as reports).
* Interactive applications.

* Business views.

* Business functions.

* Business function data structures.

» Event rules.

* Media object data structures.

Form Name Enter a unique name that identifies a form.
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Version Enter a specific set of data selection and sequencing settings for the
application. Versions can be names using any combination of alphanumeric
characters. Versions that begin with XJDE or ZJDE are delivered with the
PeopleSoft system.

Setting Up Routing Information
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When you set up routing information, you can direct cases to provider groups in the order that you determine
as the most logical.

This section provides and overview of routing sequence and routing rules and discusses how to set up:

* Routing sequence

* Routing rules

Understanding Routing Sequences and Rules

Use routing sequence to manage the order that a case is routed to provider groups. Use routing sequence
to define how the system searches through the routing rules to determine the provider group to which
an incoming case is directed.

Use routing rules to define the prescribed path for assigning cases to the proper provider groups. You might
assign cases to certain provider groups or individuals bases on their knowledge of a product family or language.

Through the Routing Rules form, you can assign cases to a provider group or person based on any of the
following or any combination of the following information:

* Customer Address Book number.

* Call center location.

* Product model.

* Product family.

* Environment.

* Address Book language code.

* Address Book geographic region code.

You can define the call center location in the Address Book for the service provider, the person entering the
case. In the Address Book Revisions form, access the Address Book record for the service provider and enter
the call center location in the Business Unit field.

See PeopleSoft EnterpriseOne Service Management 8.11 PeopleBook, “Setting Up Service Management,”
Setting Up Customers and Service Providers.
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Forms Used to Set Up Routing Information

Setting Up Provider Groups

Routing Rules Revisions

Groups form, select Routing
Rules from the Form menu.

Form Name Form ID Navigation Usage
Case Provider Group W17506H Case Setup (G90CQG), Define the order that the
Routing Rules Sequence Provider Group Revisions system uses to search for a
On the Work With Provider matc_:h between the case and
. routing rules. The system
Groups form, select Routing . .
uses a hierarchical search
Sequence from the Form .
method, from most specific
menu.
to most general.
Record a number in the
Sequence Number field and
then enter Y in the fields that
the system includes in the
hierarchical search.
Case Provider Group W17506G On the Work With Provider | Setup routing rules to direct

cases to the proper provider
groups.

Specify either a person
(assignee) or a provider
group and then use any of the
other active fields such as
Product Model, Product
Family, Environment, and

so on, to determine the
routing rule.

Setting Up Routing Sequence

Access the Case Provider Group Routing Rules Sequence form.

==

Provider Group Revisions - Case Provider Group Routing Rules Sequence

oK Find

Delete Cancel Tools

B & o X &

Records 1-4

Custamize Grid

Sequence Product Product Customer Geographic Case
Humber Model Famll},.r Environment |Humber Language Reglnn Center

IR ™
s 200 N
s 300 N
<

Case Provider Groups Routing Rules Sequence

Setting Up Routing Rules

Access the Case Provider Group Routing Rules Revisions form
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Provider Group Revisions - Case Provider Group Routing Rules Revisions (i

QK Find Delete Cancel Tools

B & @ X &

Records 1-10

Customer Customer Case Product Model Product Family
Humber Hame Center Location Center Description Description armi Description
o| | I [ [ [
& 4270 Forest Gas St
& ACCES Accesaries
& ACD Autamatic Call Dist.
e CABLE Cahble
[ CHX Computerized Branch B
& HEAD Headset
& MODEM Moderm
& MO Monitar
& PHOME Phane Sets
i |
Case Provider Group Routing Rules Revisions (1 of 2)
Provider Group Revisions - Case Provider Group Routing Rules Revisions [HRER

Ok Find Delete Cancel Tools

B @ 01 X &

Records 1-10

Environment

Language Geographic Geographic Region Case Case Provider

Environment Description

4

BO000  Main Phone Pravider Graup

Description Region Description Provider Group Group Hame

60003 WIP Provider Group

BOOO0 Wain Phone Provider Group
60005 Fhone Hardware

BOOO0 Wain Phone Provider Group
BO001  Computerized Branch Exch. Pr
60005 Fhone Hardware

60005 Fhone Hardware

60005 Fhone Hardware

60005 Fhone Hardware
| »

Case Provider Group Routing Rules Revisions (1 of 2)

Case Provider Group

Assignee Number

Product Model
Product Family
Environment

Language

If you are entering routing rules for provider groups, enter the Address Book
number of the provider group.

If you are entering routing rules for an assignee, enter the Address Book
number of the assignee.

Enter a value from UDC 17/PM that classifies an inventory item into a model.
Enter a value from UDC 17/PA that classifies an inventory item into a group.
Enter a value from UDC 17/EN to define the operating environment of the user.

Enter a value from UDC 01/LP that specifies the language.

Before specifying a language, a language code must exist at either the system
level or in your user preferences.

PeopleSoft Proprietary and Confidential




Chapter 4 Setting Up Provider Groups

Geographic Enter a value from UDC 17/GR to specify the geographic region of the
customer.

Setting Up Case Types
Set up case types to organize cases and then assign specific case types to provider groups.
This section discusses how to:

» Set up generic case types.

* Set up provider-group-specific case types.

Understanding Case Types

You can set up various case types, depending on how the organization receives cases. The types of cases
might include:

* Facsimile

* Live telephone call
» Returned phone call
* Email

Set up generic case types to apply to all provider groups. You can then define specific case types for each
provider group, as needed.

If you do not set up specific case types for a provider group, the values associated with the generic version of
the case type are associated by default with the provider group.

You use the same form to set up generic and provider group-specific case types; however, the navigation
to the form is different.
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Form Name Form ID Navigation Usage
Case Type Revisions W17506C Case Setup (G90CQG), For generic case types,
Provider Group Revisions define the default Case Type
On the Work With Provider from UDC 17/CT, Default
. Case Sourcefrom UDC
Groups form, select Provider .
17/SC, and Resp Time
Group Type from the Form .
(response time) for all
menu. :
provider groups.
Case Type Revisions W17506C On the Work With Provider | For provider group-specific

Groups form, select the
provider group and select
Prdr Grp Types (provider
group types) from the Row
menu.

case types, define the default
case type from UDC 17/CT,
Default Case Source from
UDC 17/SC, and Resp Time
(response time) for the
selected provider group.

Note. To define a case type,
you must first create the
case type value in the UDC
17/CT table.

Setting Up Generic and Provider-Group-Specific Case Types

Access the Case Type Revisions form.

Provider Group Revisions - Case Type Revisions

Ok Delete Cancel

Ry

Toals

B o X B B’

FProvider Group Mumber |

Records 1-7

Customize Grid

Caze Default Rezp
Type Description Case Source Time

n

i T T T T T TN
[=7] =

Live

Call back 1
E-hlail 2
FAX 3
Mesw - reference closed request 1
Weh 4

1.00
2.00
2.00
2.00
2.00
2.00

Case Type Revisions form

Provider Group Number

For generic case types, this field is blank.

For provider-group-specific case types, the provider group number appears
by default.
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Case Type Enter a value from UDC 17/CT to specify the type of case.
Default Case Source Enter a value from UDC 17/SC to specify the source of a case.

Resp Time (response time) Enter a response time to define a guaranteed length of time when a consultant
must respond to a case. This guaranteed response time is a component that is
used to calculate commitment date and time, and escalation date and time if
the case is not covered under a contract. This unit of time relates to the service
type in the F1725 table. Enter the response time in hours.

Note. If a contract covers a case, then the contract response time overrides the
response time on the Case Request Types Revisions form.

Setting Up Case Priorities Using Notification
Escalation Method

This section discusses how to set up generic case priorities and provider-group-specific priorities using the
notification escalation method.

Understanding Priorities and Escalations

The escalation method that is defined in the S/WM system constants determines how you can set up case
priorities in the system. For both escalation methods, you use the Work With Case Priorities form to define
how the system escalates cases; however, the form contains different fields, and the form numbers are different.

Each time that the system escalates a case, it uses the detail data from the Case Priority Revisions form
to calculate:

* New escalation date and time.
* Message level within the parent distribution list for sending messages.
* Priority.

When you enter a case, the escalation level is 1. The system locates the detail line containing an escalation
level of 1. If the case is assigned, the system uses the Assigned Percentage value to calculate the escalation
date and time. If the case is unassigned, the system uses the Unassigned Percentage field value to make
the calculation. The system also uses the Commitment Date/Time value and the Response Time value in
calculating the escalation time.

If you do not close the case by the escalation date and time, the system sends messages to individuals on the
distribution lists, it changes the escalation level, and it calculates a new escalation date and time. The system
continues to escalate the case and increment the escalation level until you close the case or until the system
does not find a detail line containing the next escalation level.

You must define a generic priority that applies to all priority groups. You can specify an escalation process for
each case priority (UDC 17/PR).

After you set up generic priorities, you can then set up priority values for each provider group. If a provider
group does not have specific values assigned, the generic values apply by default.

You use the same form to set up generic and provider-group-specific priorities; however, the navigation
to the form is different.
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Form Name Form ID Navigation Usage

Work With Case Priorities | W17506J) On the Work With Provider | Review generic case
Groups form, select Prdr priorities and commitment
Grp Priorities (provider percentages. These values
group priorities) from the apply by default for all
Form menu. provider groups.

Case Priority Revisions W175061 On the Work With Case Define the generic case
Priorities form. click Add. priorities that are the default

values for all provider
groups. When you set
priorities, the system updates
the F1753 table.

Work With Case Priorities | W17506J On the Work With Provider | Review the specific case
Groups form, select a priorities and commitment
provider group and select percentages that apply to the
Prdr Grp Priorities (provider | provider group.
group priorities) from the
Row menu.

Case Priority Revisions W175061 On the Work With Case Define the case priorities for

Priorities form, select the
provider group and click
Add.

the provider group. When
you set priorities, the system
updates the F1753 table.

You can set up as many
escalation levels as
necessary. The system sends
escalation messages until the
issue is closed or until no
more escalation levels exist.

Setting Up Generic and Provider-Group-Specific Priorities

Access the Case Priority Revisions form.

Provider Group Revisions - Case Priority Revisions

O Delete Cancel Tools

B O X B

Frovider Graup Mumber
Priority

Commit Percentage

[soono

Standard

Main Phone Provider Groln

Records 1-2

E=calation Message Unassigned Assigned E=calation Priority
Level Level Percentage Percentage Priority Description

1.00 |

a0 |4 Case Escalated

Case Priority Revisions form

Provider Group

For generic priorities, this field is blank.
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Priority

Commit Percentage

Escalation Level

Message Level

Unassigned Percentage

Assigned Percentage

Escalation Priority

Setting Up Provider Groups

For provider-group-specific priorities, the provider group number appears
by default.

Enter the level of severity pertaining to the customer issue.

Enter the percentage to use when calculating the escalation due time. The
commit time is based on the case type. When a case is not covered under a
contract, the system uses the value in this field to calculate escalation time.

Escalation Time = Current Time + (Commit Time x Percentage)

Enter the status code used to track commitment to the customer or an
escalation. The escalation level is derived from a case and must be greater
than or equal to 1.

Enter the message level. The message level is associated with the group
number on the Address Parent/Child Revisions form and enables the system to
determine who receives messages when the case is escalated.

Enter the percentage to use when calculating the escalation due time.
Escalation Time = Current Time + (Commit Time X Percentage)

The commit time is based on the type of case. The percentage is based on the
request priority and whether the request is assigned to an individual.

The system uses the unassigned percentage to calculate escalation date and
time for unassigned cases. The formula is Escalation Date and Time =
Commitment Date/Time x Unassigned Percentage.

Enter the percentage to use when calculating the escalation due time.
Escalation Time = Current Time + (Commit Time x Percentage)

The commit time is based on the case type. The percentage is based on the
request priority and whether the request is assigned to an individual.

The system uses the assigned percentage to calculate escalation date and time
for assigned cases. The formula is Escalation Date and Time = Commitment
Date and Time x Assigned Percentage.

The values in the percentage field can be over 100 percent because you can
send escalation messages after the commit time has been reached.

Enter a value from UDC 17/PR to specify the escalation priority.

Setting Up Priorities Using Skill-Level Escalation Method

This section discusses how to set up generic case priorities and provider-group-specific priorities using

skill level escalations.

Understanding Priorities and Escalations

The escalation method defined in the S/WM system constants determines how you can set up case priorities in
the system. For both escalation methods, you use the Work With Case Priorities form to define how the system
escalates cases; however, the form contains different fields, and the form numbers are different.
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Using the values in the F1753 table, the system assigns and processes the case through the provider group
members assigned to the case. The values in this table enable the system to determine how long a provider
group member works on a case before the case is systematically escalated to the next highest level member

of the provider group.

You must define a generic priority that applies to all provider groups. After you set up generic priorities, you
can then set up priority values for each provider group. If a provider group does not have specific values

assigned, the generic values apply by default.

You use the same form to set up generic and provider group-specific priorities; however, the navigation

to the form is different.

Forms Used to Set Up Priorities

Priority form, click Add.

Form Name Form ID Navigation Usage
Work With Case Priorities | W17506] On the Work With Provider | Review generic case
Groups form, select Prdr priorities and commitment
Grp Priorities (provider percentages. These values
group priorities) from the apply by default to all
Form menu. provider groups.
Case Priority Revisions W17506E On the Work With Case Define the generic case
Priorities form, click Add. priorities that are the default
values for all provider
groups. When you set
priorities, the system updates
the F1753 table.
Work With Case Priorities | W17506J) On the Work With Provider | Review the specific
Groups form, select a priorities and their
provider group and select associated commitment
Prdr Grp Priorities (provider | percentages that are
group priorities) from the specified for the selected
Row menu. provider group.
Case Priority Revisions W17506E On the Work With Case Define the case priority

details for the provider
group. When you create
the priority and its details,
the system updates the
F1753 table.

You can set up as many
escalation levels as
necessary. The system sends
escalation messages until the
issue is closed or until no
more escalation levels exist.

Setting Up Generic and Provider Group-Specific Priorities

Access the Case Priority Revisions form.

54
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Provider Group Revisions - Case Priority Revisions
Ok Cancel Tools
X B
Provider Group EO001 Commplterized Branch Exch. Prow
Issue Priority 3 Stanclard
Commit Percentage 100
Ezcalation Percentage 25
Ezcalation Warning Percentage 10
Resalution Warning Percentage 10
Ezcalation Start Percentage 5

Case Priority Revisions form

Provider Group

Issue Priority

Commit Percent

Escalation Percentage

Escalation Warning
Percentage

PeopleSoft Proprietary and Confidential

For generic priorities, this field is blank.

For provider-group-specific priorities, the provider group number appears
by default.

Enter a value from UDC 17/PR to specify the issue priority.

Enter the percentage to use when calculating the escalation due time. The
commit time is based on the case type. When a case is not covered under a
contract, the system uses the value in this field to calculate escalation time.

Escalation Time = Current Time + (Commit Time x Percentage)

Enter the percent of the total response time scheduled to elapse between each
of the case’s escalation intervals. An escalation interval is the time that lapses
between the case’s assignment to a provider group member and the case’s
escalation to the provider group member with the next highest skill level.

For example, if you enter 25 in this field and the response time for the case is
4 hours, the first skill level assigned to this case will have the case for one
hour and each skill level thereafter will have the case for 1 hour until the
response time is depleted.

Enter the percent of the current escalation interval that remains when the
assignee is warned about an upcoming escalation to another provider group
member.

For example, if you enter 25 in this field and the provider group member has
the case for an hour, the system generates and delivers a warning message 15
minutes before the case is escalated to the next skill level.
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Resolution Warning Enter the percentage of the entire escalation routine that remains when the
Percentage current assignee is warned about an upcoming escalation to the provider
group manager.

For example, if you enter /0 in this field and the response time is 4 hours
(240 minutes), the assignee working on the case when 24 minutes remain
receives a warning message.

Escalation Start Percentage Specify the percent of the response time assumed to have already lapsed or
expired before the first escalation interval begins

For example, if you enter /0 in this field and the response time is 4 hours
(240 minutes) the first provider group member assigned to the case will be
assigned as soon as the case is created and saved, but the complete escalation
interval will not begin until 24 minutes have elapsed.

Setting Up Processing Options for the Work With
Provider Groups Program (P17506)

56

Processing options enable you to specify the default processing for programs and reports.

For programs, you can specify options such as the default values for specific transactions, the appearance of
fields on a form, and the version of the program that you want to run.

For reports, processing options enable you to specify the information that appears on reports. For example, you
set a processing option to include the fiscal year or the number of aging days on a report.

Do not modify EnterpriseOne demo versions, which are identified by the prefix ZJDE or XJDE. Copy these
versions or create new versions to change any values, including the version number, version title, prompting
options, security, and processing options.

This section discusses only those processing options that must be set up during implementation and are
used to define system-wide processes.

Versions

The processing option on this tab defines the version that the system uses when it calls this program:

1. Address Book MBF If you leave this processing option blank, the system uses the ZJDE000O1
(10100041) Version (address default version.

book master business
function (10100041) version)

Default

The processing option on this tab defines the default values that the system uses when you work with
provider groups.

1. Document Type Specify the default document type for provider group revisions. CL (call) is
the default. Change the default as needed.
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Display
The processing options on this tab indicate the information that the system displays when you inquire on
provider groups using this version of the Work With Provider Groups program.

1. Display Case Provider Specify which provider group the system displays. Values are:
Groups or Work Order

Provider Groups Blank: Work order provider groups.

1: Case provider groups.
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CHAPTER 5

Understanding Case Management Billing

This chapter provides overviews of billing in Case Management, pricing methods, and multicurrency in
Case Management billing, and discusses how to set up automatic accounting instructions (AAls) for Case
Management.

Note. This chapter is required if you bill for cases. You must complete the tasks discussed in this chapter to
implement case billing.

Understanding Billing in Case Management

The typical billing process includes accumulating cases to bill, creating and printing invoices, and recording
journal entries for income and receivables.

Case Management is integrated with the Accounts Receivable and General Accounting systems. The billing
process in Case Management is the same whether you are billing for contracts, work orders, or cases. After
you set up the billing details in Service Management, the system runs the billing process, updates Accounts

Receivable tables with invoice information, and updates General Accounting tables with revenue information.

Invoices are based on billable cases. The first step in the billing process is to accumulate billable requests.
When you run the Case Workfile Generation report (R17675), the system finds the cases that are eligible for
billing from the F1755 table and the F1760 table, and creates F4812 records.

See Also

Billing for Service Management

Prerequisite
Set up the distribution AAls.

Understanding Pricing Methods

To enter billing information for a case, you can select one of these pricing methods:

» Flat rate

» Time and materials

For the flat rate method, define billing through the processing options for the Case Update program. You can

specify the cost type, pricing unit, and pricing unit of measure.
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For the time and materials method, define billing through the processing options for the Time Entry program
(P17505). You can define whether the system generates time entry records in the F1760 table and one of
these tables:

* FO6116Z1
* F0911Z1

You can also specify the cost type, labor unit of measure (such as hours), and minimum hours.
See Also

Chapter 3. “Setting Up Case Management Fundamentals,” Setting Up Processing Options for Case
Management, page 15

Understanding Multicurrency in Case Management Billing

If you work in a multicurrency environment, you can review and edit currency information as necessary. When
you review currency information, these guidelines apply:

* If you do not activate multicurrency, the system does not display currency information fields on the billing
information forms.

* If the currency code for the customer is the same as the base currency code (the currency code for the
company), the Foreign option is disabled.

* The system retrieves the customer currency code from the customer number in the F03012 table.
If a currency code does not exist for this customer, the system retrieves the currency code from the company.
* The system retrieves the company number from the FO006 table.

If the value in the Company field is blank, the system uses company 0000. Then the system retrieves the
base currency code from the FO010 table.

» The system uses the exchange rate, which you can override, to calculate the domestic amount.
* The currency fields are disabled if the case or time entry records have been billed.
* If you select the Foreign option, the system displays billable amounts in the customer’s currency.

Otherwise, billable amounts appear in the company’s currency.

Understanding Case Management AAls

60

This section discusses how to set up AAls for cases.

To bill cases and process business transactions properly, you must identify information about your account
structure and specific account values. You define your account structure and specific account values by using
AAIs. The system stores the AAI values in the F4095 table. Whenever a program performs an accounting
function, it accesses this table.

Distribution AAls define the rules that the Case Management system uses to interact with the general ledger.
Accounting AAls define the rules that the Case Management and the Accounts Receivable systems use to
interact. When you define AAls, you establish how the system processes transactions for various programs.
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Case-related distribution consist of these AAISs :

+ Calls Revenue (1747).

This AAI determines the credit account for billable cases. Accounting AAls determine the debit side of
revenue, also known as the trade accounts receivable account.

* Call Center Expense (1792).

This AAI determines the debit account for case time entry records that the system uploads to the F0911Z1
table or the F05116Z1 table.

» Accrual Call Center Cost (1793).

This AAI determines the credit account of costs for case time entry records that the system uploads to the
F0911Z1 table.

Based on key fields, the system retrieves the General Ledger account to use when creating an entry in the
F4812 table. The key fields are:

* Company.

* Doc Type (document type).

* G/L Category Code (general ledger category code).
* Cost Type.

Based on these key fields, the system creates journal entries by using:

» Branch/plant
* Object account

* Subsidiary
Hierarchy for General Ledger Class Codes for Cases

Based on the service type of the case, the system finds the Covered G/L Code (covered general ledger code) or
the Non-Covered G/L Code (non-covered general ledger code) in the F1725 table. The system uses these
general ledger (GL) codes to locate the appropriate distribution AAls for amounts that are either covered or not
covered by service contracts.

Based on the GL class code, company, and document type, the system creates an entry using the distribution
AAIls. The entry consists of a business unit; an object; and optionally, a subsidiary. You can override the
GL class codes.

Hierarchy for Responsible Business Unit for Cases

If the business unit of an AAI is blank, the system locates the responsible business unit, based on the value
specified in the Responsible Business Unit field, which is located on the Case tab of the S/WM Constants form.

On the S/WM Constants form, you can select one of these tables for the system to use to locate the responsible
business unit:

Inventory (F4117/F41171) The system uses the branch/plant and item number on the case to find the
responsible business unit in the F41171 table.

If the branch/plant field is blank, the system uses the item number on the case
to find the responsible business unit in the F4117 table.

If the business unit exists in the F41171 or F4117 tables, the system uses the
same business unit in the resulting accounting journal entry.
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Prod Family/Model (F1791)
(product family/model
(F1791))

Equipment (F1201)

Customer Number (F0101)

S&WM Line Type (F1793)
(service and warranty
management line type
(F1793))

S&WM Customer Number
(F1797) (service and
warranty management
customer number (F1797))

Chapter 5

The system uses the product model on the case detail line to find the
responsible business unit in the F1790 table.

If the business unit exists in the F1790 table, the system uses the same business
unit in the resulting accounting journal entry.

The system uses the equipment number on the case detail line to find the
responsible business unit in the F1201 table.

If the business unit exists in the F1201 table, the system uses the same business
unit in the resulting accounting journal entry.

The system uses the customer number on the case detail line to find the
responsible business unit in the FO101 table.

If the business unit for the customer exists in the F0101 table, the system uses
the same business unit in the resulting accounting journal entry.

The system uses the customer number on the case detail line to find the
responsible business unit in the F1793 table.

If the business unit for the customer exists in the F1793 table, the system uses
the same business unit in the resulting accounting journal entry.

The system uses the customer number on the case detail line to find the
responsible business unit in the F1797 table.

If the business unit for the customer exists in the F1797 table, the system uses
the same business unit in the resulting accounting journal entry.

Note. If you assign a project business unit to the responsible business unit in the FO006 table, the system uses
the project business unit as the business unit for the account.
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Setting Up and Managing Scripts

This chapter provides an overview of scripting and discusses how to:
* Set up script components.
* Create scripts.

* Manage scripts.

Understanding Scripting

A script is a predefined set of questions or statements that are joined together in a specific order and used to

gather information from respondents. When the script is processed, which is known as runtime, a questioner
follows the script and records the respondent’s answers. Depending on the purpose of the script, the system

can use the respondent’s answers to score the script.

Before you can create a script, you must define its components in the proper sequence. Script components
include:

» Answer sets
* Variables

» Tokens

» Rate sets

* Questions

You do not necessarily use all components in every script; you use only the components that support the features
that you want to include in the script. For example, you might choose not to use variables and tokens in a script.

After you have created script components, you can create scripts. Scripts can be either branch scripts, which
use conditional logic to determine a sequence of questions, or linear scripts, which contain a fixed set
of questions in a fixed order.

In a branch script, a script tree shows hierarchical relationships among questions. Questions are parents of
answers, which are in turn parents of follow-up questions. Sibling nodes on the tree represent mutually
exclusive paths through the script, so the questions that are asked depend on the answers that are provided.

In a linear script, the script tree hierarchy is flat. Questions are parents of answers, but answers have no
children. Instead, all questions appear at the same hierarchical level. All questions are asked, and no branching
logic is used. This diagram illustrates the difference between a branch script and a linear script:
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Branch Script Linear Script
Root Root
\—b Question 1 > Question 1

> Answer 1 rg Answer 1
g Question 2 > Answer 2

> Answer 2 IZ: Question 2 <
> Question 3 > Answer 1
IZ: > Answer 2

Question 3 <€

Example of a linear and branch script

After you create scripts, you can validate them to verify that you have set them up correctly. When you
validate a script, the system compares the script against one or more of three predefined rules to determine
whether all nodes in the script tree are valid.

After have created a valid script, you can clone the script. You might find this feature useful if you want to
create several similar scripts. Using the cloning feature, you can create one script and clone it as many times
as necessary. You can then change the cloned scripts so that they contain the information that is specific to
that version of the script.

You can also translate scripts into multiple languages. You might find this feature useful if customer service
representatives are working with the same issues in different countries. Using the translation feature, you
can create one script and translate it into multiple languages, rather than creating multiple scripts to support
each necessary language.

After you have created valid scripts, you can use them to solve work order or case-related issues. You can
access scripts directly from work order and case entry forms, or by using Solution Advisor. When you find
scripts that pertain to the issue that you are trying to resolve, you can attach an instance of each relevant script
to the work order or case. When you attach a script instance to a work order or a case, you can run the script
immediately; save the script to run in the future; or run a portion of the script, save the answers that are
received from the respondent, and complete the script at a later time.
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Creating Script Components

This section provides an overview of script components and discusses how to:

* Create answer sets.

» Attach answers to an answer set.
 Translate answers.

* Create variables.

* Create tokens.

* Create rate sets.

* Create questions.

* Translate questions.

Understanding Script Components

Before you can create a script, you must create the components, or building blocks, that you will use in
your script. Script components include:

* Answer sets
* Variables

» Tokens

* Rate sets

* Questions

It is not necessary to create all components for each script. You can choose the components that you want
to include in a script based on the purpose for the script. However, at a minimum, a script must contain
answer sets and questions.

The components must also be set up in the correct sequence. You must create an answer set before you
can create a question. You must also create a variable before you can create a token. This sequence is
recommended when creating script components:

1. Answer sets (required)

An answer set must exist before you can create a single or multiple select question. When you create one

of these types of questions, you must attach valid answers from an existing answer set.

2. Variables

Creating variables is optional. If you create variables, you must also create tokens; however, the variable

must exist before you can create the token.
3. Tokens
Creating tokens is optional, unless you create variables. You must create tokens if you create variables.

4. Rate sets
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Creating rate sets is optional. You create rate sets if you want to score the script each time it is processed.
If you choose to create a rate set for a script, you can assign values to both the questions and answers that
are associated with a script. The script is then scored, based on these values, and the score is compared
to the rate set to determine the meaning of the score. You assign values to questions and answers when
you create the questions; therefore, it is not necessary to create rate sets before you create answer sets.
However, you must create the rate set before you create the questions.

5. Questions (required)

Regardless of which components you choose to include in your script, you must include questions. When
you create questions, you attach valid answers for the question from existing answer sets. You can also use
variables, tokens, and rate sets when creating a question.

Answers and Answer Sets

The first step in building a script is to create answer sets. Answer sets are groups of valid answers that you can
associate with questions. You use the Answer Set program (P90CF030) to create answer sets. To create a valid
answer set, you first create the answer set header, and then you can attach answers to the answer set. When
you create an answer set, the system creates records in these tables:

* FO0CF030
* FOOCF040

For example, you might create an answer set called Favorite Color, and add these answers to the set:

¢ Red
¢ Blue
e Green

e Yellow

You can then use this answer set when building a script. For example, if you insert a question into the script,
such as What is your favorite color?, you can attach any or all of the answers from the Favorite Color answer
set to the question. When a user runs the script, the user asks the respondent what the respondent’s favorite
color is and chooses an answer from the answer set.

You can create default answers for an answer set. You might choose to do this if most respondents answer

a question with the same answer. By setting an answer as the default, the system automatically selects this
answer when the script is processed. Therefore, the user does not have to select this answer before continuing
to the next question. However, the user can choose any of the other valid answers for the question before
continuing to the next question. Using default answers can help minimize the number of mouse clicks a user
must make when running a script. You can have only one default answer in an answer set.

You can also disable answers in an answer set. For example, if your answer set is a list of current products that
your service department supports, and one of the existing products is no longer supported, you can disable
the answer that corresponds to the product that is no longer supported.

You can also translate each answer in an answer set into multiple languages. If your organization deals with
multilingual clients, prospects, or respondents, translating answers enables you to create one set of answers,
and translate it into all necessary languages. When a user runs a script, they select the language in which they
want the script to appear. If the answer is available in the selected language, the user sees the translated
answer. If the answer is not available in the selected language, the system displays the answer in the language
in which it was originally created.

When you translate answers, the system creates records in the FOOCF03A table.
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Lastly, you can assign a score to each answer. If you use a scoring system when you run scripts, you assign
each answer a score. The system then calculates the total score of the script, based on the respondent’s answers
to all of the questions, and compares the total score to the value in the corresponding rate set.

For example, you might create a script that your customer service representatives use when they receive a call.
The questions and answers in the script are scored and used to determine the priority of the call. One of the
questions might be to ask respondents how long they have been having the problem or issue. The answer set
might include these answers and corresponding scores:

Time to Resolve (Answer) Score
One day or less. 100
One week or less. 75
One month or less. 50
More than a month. 25

When the respondent chooses an answer, the system uses the score that is associated with the answer to
calculate an overall score for the question. In this example, the answers with the shortest amount of time are
given higher scores. The assumption is that if a problem has existed for a long period of time before the
respondent places a call, it is not as critical as a problem that is reported at the time it occurs.

To calculate the script score, the system then adds the scores for each question in the script together. The script
score is then compared to the rate set that is associated with the script to determine the meaning of the score.

Variables and Tokens

Variables and tokens are used to customize scripts based on respondents’ answers. Variables and tokens enable
you to replace generic values with values that are specific to the respondent. If you choose to use variables and
tokens, you must use both of them. You cannot use variables without tokens, or tokens without variables.

You use the Variables program (P90CF080) to create variables and the Tokens program (P9OCF070) to create
tokens. The system updates these tables when you create variables and tokens:

* F90CF080
* F90CF070

If you choose to use variables and tokens, you must first create a variable. For example, you might choose to
create the variable Favorite Color. You then create a token, which you might also name Favorite Color. You
then associate the variable with the token.

After you have created the variable and token, you can then use them when creating questions. For example,
you can associate the Favorite Color variable with the question: What is your favorite color? The answer that
the respondent gives is then considered the value of the variable when the script is run. You can then use the
Favorite Color token in subsequent questions to personalize the script for the respondent. For example, you
might create the next question in the script as follows, using the Favorite Color token:

Would you be interested in purchasing <Favorite Color> widgets?

When a user runs the script, the token in the preceding question is replaced with the value that is associated
with the Favorite Color variable. For example, if the respondent chose red as the