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Preface

Intended Audience
Welcome to Release 12.1 of the Oracle Service Contracts User Guide.

See Related Information Sources on page xvi for more Oracle E-Business Suite product
information.

Deaf/Hard of Hearing Access to Oracle Support Services

To reach Oracle Support Services, use a telecommunications relay service (TRS) to call
Oracle Support at 1.800.223.1711. An Oracle Support Services engineer will handle
technical issues and provide customer support according to the Oracle service request
process. Information about TRS is available at

http://www fcc.gov/cgb/consumerfacts/trs.html, and a list of phone numbers is
available at http://www.fcc.gov/cgb/dro/trsphonebk.html.

Documentation Accessibility

Our goal is to make Oracle products, services, and supporting documentation accessible
to all users, including users that are disabled. To that end, our documentation includes
features that make information available to users of assistive technology. This
documentation is available in HTML format, and contains markup to facilitate access by
the disabled community. Accessibility standards will continue to evolve over time, and
Oracle is actively engaged with other market-leading technology vendors to address
technical obstacles so that our documentation can be accessible to all of our customers.
For more information, visit the Oracle Accessibility Program Web site at
http://www.oracle.com/accessibility/.

Accessibility of Code Examples in Documentation

Screen readers may not always correctly read the code examples in this document. The
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conventions for writing code require that closing braces should appear on an otherwise
empty line; however, some screen readers may not always read a line of text that
consists solely of a bracket or brace.

Accessibility of Links to External Web Sites in Documentation

This documentation may contain links to Web sites of other companies or organizations
that Oracle does not own or control. Oracle neither evaluates nor makes any
representations regarding the accessibility of these Web sites.
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Viewing Contract Details in HTML
Using the Customer Acceptance Portal
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Creating and Enabling Templates for E-Mails to Customers
Using Notes
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Related Information Sources

Integration Repository

The Oracle Integration Repository is a compilation of information about the service
endpoints exposed by the Oracle E-Business Suite of applications. It provides a
complete catalog of Oracle E-Business Suite's business service interfaces. The tool lets
users easily discover and deploy the appropriate business service interface for
integration with any system, application, or business partner.

The Oracle Integration Repository is shipped as part of the E-Business Suite. As your
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instance is patched, the repository is automatically updated with content appropriate
for the precise revisions of interfaces in your environment.

Online Documentation

All Oracle E-Business Suite documentation is available online (HTML or PDF).

® PDF - See the Oracle E-Business Suite Documentation Library for current PDF
documentation for your product with each release. The Oracle E-Business Suite
Documentation Library is also available on My Oracle Support and is updated
frequently

®  Online Help - Online help patches (HTML) are available on My Oracle Support.

* Release Notes - For information about changes in this release, including new
features, known issues, and other details, see the release notes for the relevant
product, available on My Oracle Support.

* Oracle Electronic Technical Reference Manual - The Oracle Electronic Technical
Reference Manual (e€TRM) contains database diagrams and a detailed description of
database tables, forms, reports, and programs for each Oracle E-Business Suite
product. This information helps you convert data from your existing applications
and integrate Oracle E-Business Suite data with non-Oracle applications, and write
custom reports for Oracle E-Business Suite products. The Oracle eTRM is available
on My Oracle Support.

Guides Related to All Products

Oracle E-Business Suite User's Guide

This guide explains how to navigate, enter data, query, and run reports using the user
interface (UI) of Oracle E-Business Suite. This guide also includes information on setting
user profiles, as well as running and reviewing concurrent programs.

You can access this guide online by choosing "Getting Started with Oracle Applications”
from any Oracle E-Business Suite product help file.

Guides Related to This Product

Oracle Advanced Pricing User's Guide

Oracle Advanced Pricing calculates prices including promotional prices for Oracle
Order Management and other Oracle Applications based on pricing rules, pricing
relationships, item hierarchies, usage brackets, and deals and promotions.
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Oracle Bills of Material User's Guide

Oracle Manufacturing and Oracle Order Management use bills of material to store lists
of items that are associated with a parent item and information about how each item is
related to its parent. Oracle Manufacturing supports standard, model, option class, and
planning bills of material.

Oracle Common Application Calendar User Guide

Oracle Common Application Calendar enables you to manage daily tasks and
appointments, create and maintain notes, and schedule resources. It provides a central
place to store and view resource schedules, utilization, and availability. It also enables
you to synchronize your calendar with external calendars such as Microsoft Outlook or
handheld devices.

Oracle Complex Maintenance, Repair, and Overhaul User's Guide

Oracle Complex Maintenance, Repair, and Overhaul is an integrated, web-enabled,
software application suite designed for complex equipment maintenance organizations.
It supports typical maintenance processes such as scheduled and unscheduled
maintenance visits, component monitoring, job scheduling and routing, labor time
collection, cost collection, inventory management, and maintenance document
management.

Oracle General Ledger User's Guide

This guide provides you with information on how to use Oracle General Ledger. Use
this guide to learn how to create and maintain ledgers, ledger currencies, budgets, and
journal entries. This guide also includes information about running financial reports.

Oracle Installed Base User Guide

Oracle Installed Base is an item instance life cycle tracking application that facilitates
enterprise-wide life cycle item management and tracking capability. Several Oracle
Order Management transactions interact with Oracle Inventory and Oracle Installed
Base.

Oracle Inventory User's Guide
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This guide enables you to configure the Oracle Inventory structure to best represent
your company's inventory sites and business units after you have defined your required
ledger and key flexfields. You can also learn about centralized and decentralized
inventory structures, and controls and reference options for using and maintaining
inventory items such as categories, commodity codes, attributes, statuses, relationships,
and picking rules.



Oracle Order Management User's Guide

This guide provides information on how to use Oracle Order Management. Use this
guide to learn how to enter and update sales orders, maintain sales agreements,
combine sales orders with procurement orders, and process orders. In addition, this
guide describes how you can authorize and manage returns, schedule across orders,
apply charges and discounts, enter shipping information for orders, raise order invoices
and process invoices and payments.

Oracle Receivables User Guide

This guide provides you with information on how to use Oracle Receivables. Use this
guide to learn how to create and maintain transactions and bills receivable, enter and
apply receipts, enter customer information, and manage revenue. This guide also
includes information about accounting in Receivables. Use the Standard Navigation
Paths appendix to find out how to access each Receivables window.

Oracle Service Contracts Implementation Guide

This guide describes how to define a standard set of templates for various service
offerings and modify them to meet your customers' requirements. You can then define
the services and subscription items you want to sell, and service availability.You can
organize contracts into public and private contract groups and set up automatic
renewals, action-based or date-based contract events for condition-based outcomes, and
integration with Oracle Contracts, Oracle Installed Base, and Oracle Sales Online. If you
transfer ownership of an Oracle Installed Base item with an associated service, you can
keep the service with the original owner, terminate the service, or transfer the service to
a new owner and create a new contract for it.

Oracle TeleService Implementation and User Guide

This guide provides information on how to use Oracle TeleService. Oracle TeleService
automates the call center and the resolution process from the time a customer calls in,
sends an email, or enters a service request on the Web. Agents can use Oracle
TeleService to update customer records, validate product ownership and contract
coverage, provide proactive and personalized customer service, and resolve problems
that arise from the initial contact using a knowledge base.

Installation and System Administration

Maintaining Oracle E-Business Suite Documentation Set

This documentation set provides maintenance and patching information for the Oracle
E-Business Suite DBA. Oracle E-Business Suite Maintenance Procedures provides a
description of the strategies, related tasks, and troubleshooting activities that will help
ensure the continued smooth running of an Oracle E-Business Suite system. Oracle
E-Business Suite Maintenance Utilities describes the Oracle E-Business Suite utilities that
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are supplied with Oracle E-Business Suite and used to maintain the application file
system and database. It also provides a detailed description of the numerous options
available to meet specific operational requirements. Oracle E-Business Suite Patching
Procedures explains how to patch an Oracle E-Business Suite system, covering the key
concepts and strategies. Also included are recommendations for optimizing typical
patching operations and reducing downtime.

Oracle Alert User's Guide

This guide explains how to define periodic and event alerts to monitor the status of
your Oracle E-Business Suite data.

Oracle E-Business Suite Concepts

This book is intended for all those planning to deploy Oracle E-Business Suite Release
12, or contemplating significant changes to a configuration. After describing the Oracle
E-Business Suite architecture and technology stack, it focuses on strategic topics, giving
a broad outline of the actions needed to achieve a particular goal, plus the installation
and configuration choices that may be available.

Oracle E-Business Suite CRM System Administrator's Guide

This manual describes how to implement the CRM Technology Foundation (JTT) and
use its System Administrator Console.

Oracle E-Business Suite Developer's Guide

This guide contains the coding standards followed by the Oracle E-Business Suite
development staff. It describes the Oracle Application Object Library components
needed to implement the Oracle E-Business Suite user interface described in the Oracle
E-Business Suite User Interface Standards for Forms-Based Products. It also provides
information to help you build your custom Oracle Forms Developer forms so that they
integrate with Oracle E-Business Suite. In addition, this guide has information for
customizations in features such as concurrent programs, flexfields, messages, and

logging.

Oracle E-Business Suite Installation Guide: Using Rapid Install

This book is intended for use by anyone who is responsible for installing or upgrading
Oracle E-Business Suite. It provides instructions for running Rapid Install either to carry
out a fresh installation of Oracle E-Business Suite Release 12, or as part of an upgrade
from Release 11i to Release 12. The book also describes the steps needed to install the
technology stack components only, for the special situations where this is applicable.

Oracle E-Business Suite System Administrator's Guide Documentation Set

This documentation set provides planning and reference information for the Oracle
E-Business Suite System Administrator. Oracle E-Business Suite System Administrator’s
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Guide - Configuration contains information on system configuration steps, including
defining concurrent programs and managers, enabling Oracle Applications Manager
features, and setting up printers and online help. Oracle E-Business Suite System
Administrator’s Guide - Maintenance provides information for frequent tasks such as
monitoring your system with Oracle Applications Manager, administering Oracle
E-Business Suite Secure Enterprise Search, managing concurrent managers and reports,
using diagnostic utilities including logging, managing profile options, and using alerts.
Oracle E-Business Suite System Administrator’s Guide - Security describes User
Management, data security, function security, auditing, and security configurations.

Oracle E-Business Suite User Interface Standards for Forms-Based Products

This guide contains the user interface (UI) standards followed by the Oracle E-Business
Suite development staff. It describes the UI for the Oracle E-Business Suite products and
tells you how to apply this UI to the design of an application built by using Oracle
Forms.

Other Implementation Documentation

Oracle E-Business Suite Diagnostics User's Guide

This guide contains information on implementing, administering, and developing
diagnostics tests in the Oracle E-Business Diagnostics framework.

Oracle E-Business Suite Integrated SOA Gateway User's Guide

This guide describes how users can browse and view the integration interface
definitions and services that reside in Oracle Integration Repository.

Oracle E-Business Suite Integrated SOA Gateway Implementation Guide

This guide explains the details of how integration repository administrators can manage
and administer the entire service enablement process based on the service-oriented
architecture (SOA) for both native packaged public integration interfaces and composite
services - BPEL type. It also describes how to invoke Web services from Oracle
E-Business Suite by working with Oracle Workflow Business Event System, manage
Web service security, and monitor SOAP messages.

Training and Support

Training

Oracle offers a complete set of training courses to help you master your product and
reach full productivity quickly. These courses are organized into functional learning
paths, so you take only those courses appropriate to your job or area of responsibility.

You have a choice of educational environments. You can attend courses offered by
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Support

Oracle University at any of our many Education Centers, you can arrange for our
trainers to teach at your facility, or you can use Oracle Learning Network (OLN), Oracle
University's online education utility. In addition, Oracle training professionals can tailor
standard courses or develop custom courses to meet your needs. For example, you may
want to use your organization structure, terminology, and data as examples in a
customized training session delivered at your own facility.

From on-site support to central support, our team of experienced professionals provides
the help and information you need to keep your product working for you. This team
includes your Technical Representative, Account Manager, and Oracle's large staff of
consultants and support specialists with expertise in your business area, managing an
Oracle server, and your hardware and software environment.

Do Not Use Database Tools to Modify Oracle E-Business Suite Data

xxii

Oracle STRONGLY RECOMMENDS that you never use SQL*Plus, Oracle Data
Browser, database triggers, or any other tool to modify Oracle E-Business Suite data
unless otherwise instructed.

Oracle provides powerful tools you can use to create, store, change, retrieve, and
maintain information in an Oracle database. But if you use Oracle tools such as
SQL*Plus to modify Oracle E-Business Suite data, you risk destroying the integrity of
your data and you lose the ability to audit changes to your data.

Because Oracle E-Business Suite tables are interrelated, any change you make using an
Oracle E-Business Suite form can update many tables at once. But when you modify
Oracle E-Business Suite data using anything other than Oracle E-Business Suite, you
may change a row in one table without making corresponding changes in related tables.
If your tables get out of synchronization with each other, you risk retrieving erroneous
information and you risk unpredictable results throughout Oracle E-Business Suite.

When you use Oracle E-Business Suite to modify your data, Oracle E-Business Suite
automatically checks that your changes are valid. Oracle E-Business Suite also keeps
track of who changes information. If you enter information into database tables using
database tools, you may store invalid information. You also lose the ability to track who
has changed your information because SQL*Plus and other database tools do not keep a
record of changes.
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Creating Contracts

This chapter covers the following topics:

Overview of Oracle Service Contracts
Elements of a Service Contract

Managing the Service Contract Life Cycle
Creating a Contract

Copying Information Between Contracts
Searching for a Contract or Template
Creating a Template from a Contract

Importing Service Contracts

Overview of Oracle Service Contracts

Oracle Service Contracts provides a complete contract authoring execution solution to
manage warranties, extended warranties, usage, and subscription services, as well as

complex service agreements. With Oracle Service Contracts you can:

Sell multiple types of service

Define pricing and billing schedules

Ensure timely service entitlement checks

Automate renewals for recurring revenue opportunities
Simplify change management

Minimize service revenue leakage
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Elements of a Service Contract

Header

Lines

A contract in Oracle Service Contracts comprises:

* aheader, page 1-2
¢ one or more lines, page 1-2

® one or more sublines, page 1-4

The header is where you enter a brief description and specify the contract duration. You
can default values from the header of a contract down to the lines and, if applicable, to
sublines as well.

The header level is composed of the fields at the top of the Service Contracts Authoring
form as well as the Summary tab. The Summary tab also includes several secondary
tabs. The following list briefly describes these pages:

e Parties: Enter information about the customer, including the bill to and ship to
information for the contract.

¢ Pricing/Billing: Assign a price list and various accounting rules for pricing and
billing contracts. In most cases, Oracle Service Contracts retrieves the contractual
prices of services or usage from Oracle Advanced Pricing, however, pricing is done
manually in some situations.

¢ Renewals: Define the renewal rules that are applied during manual or automatic
renewal of the contract.

® Administration: Define administrative components that are used to process the
contract, such as the QA checklist, contract groups, and workflow.

e Security/Text: Grant contract access by the resource group or user level.

Lines list the individual service, usage, and subscription items that are included in the
contract. A single contract can have multiple lines.

Each line inherits certain information from the contract header such as effectivity dates,
bill to and ship to information, and billing rules and schedules. These can be changed as
appropriate to allow the contract to conform to the customer requirements. A contract
line may be related to one or more sublines.

Three line types are available:
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® Service lines: Cover a broad category of items that can include activities such as
field service, depot repair, call center, technical support, or any other user-defined
business activities.

Each service line can cover one or more items that a customer owns.

See Entering Service Lines, page 3-3 for more information about service lines.

® Usage lines: Charge customers for usage. For example, a photo copier company
might wish to charge for the number of copies that are made within a period.

See Entering Usage Lines, page 4-3 for more information about usage lines.

® Subscription lines: Cover subscriptions for both tangible and intangible items.
Tangible items include magazines, collateral, or any other physical item that can be
shipped through Oracle Order Management. Intangible items can be collateral sent
through e-mail.

See Entering Subscription Lines, page 5-5 for more information about subscription
lines.

Note: Subscription lines do not have sublines.

The Lines tab includes several secondary tabs, which include:

e Accounts

e Effectivities

e Pricing/Products

¢ Exemption/Payment Options
¢ Counters

e Events

Note: The fields within each secondary tab are unique to the line
type that you select.

For details on entering lines, refer to the specific line type topics.

* Entering a Service Line (General Procedure), page 3-3
e Entering a Usage Line in a Contract, page 4-3

¢ Entering a Subscription Line, page 5-5
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Sublines

Sublines specify what the service covers or the counters where the usage is tracked. You
can access this information from the Pricing/Products subtab of the Lines tab.

The following list describes how each line type uses sublines:

® Service lines:Sublines for service lines specify what the service covers. A service line
can cover a party, a customer, a site, a system, a product, or an item. See Levels of
Coverage and Their Uses, page 3-15.

® Usage lines:Sublines for usage lines specify the counters where the usage is tracked.
See Entering a Counter, page 4-21.

®  Subscription lines: Subscription lines do not have sublines. See About
Subscriptions, page 5-5.

Managing the Service Contract Life Cycle

Oracle Service Contracts enables you to manage the entire contract life cycle, including
contract creation, renewal, and termination. For detailed information refer to the
following procedures:

¢ Creating a Contract, page 1-4

e Approving Contracts, page 9-4

¢ Extending and Renewing Contracts, page 17-2
¢ Terminating Contracts, page 20-1

* Managing the Contract Life Cycle, page 16-1

Creating a Contract

You can create a contract manually. In addition, a contract can be created automatically
through Oracle Order Management or by creating a product that has a warranty in
Oracle Installed Base. See About Ordering Service in Oracle Order Management, page
6-2.

You can author service contracts in multiple operating units without changing
responsibility. You must select an operating unit for each contract.

Note: This procedure covers how to create a contract by navigating
from the Launchpad. You can also open the Service Contracts
Authoring form from the Administrator Workbench. For more
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information about the Administrator Workbench, see Overview of the
Administrator Workbench, page 13-1.

To create a contract:

1.

5.

Log in under the Service Contracts Manager or Service Contracts User
responsibility.

Navigate to Contract Administration, and then select Launchpad.

The Oracle Contracts window appears.

Select New from the Tools menu.

The Create a New Contract window appears.

To create a contract manually:

1. Select the Create a New Contract Manually radio button.

2. Select an operating unit using the list of values (LOV).

Note: The Operating Unit LOV shows operating units that are
available to the security profile that is specified in MO: Security
Profile. If a default operating unit is specified in MO: Default
Operating Unit, the application uses the default operating unit.

3. Select a category using the LOV:

If you are creating a contract with service agreements for individual items
(covered products) in the customer's installed base, then select Warranty
and Extended Warranty or Service Agreement. Warranty and Extended
Warranty category does not permit you to add usage lines or to sell service
to other levels of coverage (a party, site, or system).

If you are creating a usage contract or a service agreement for levels other
than items in the customer's install base (Products), then you must select
Service Agreement.

If your contract includes subscriptions, then select Subscription Agreement
. Subscription agreements permit you to enter subscriptions, service, and
usage lines.

To create a contract using a template:

1. Select the Create a Contract from a Template radio button.
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2. Select a template using the Template LOV. If you do not know the template
name you can search for the template by description and other criteria by
clicking Find. See Searching for a Contract or Template, page 1-11.

6. Click Create.

The Service Contracts Authoring window appears. The category that you selected
appears in the Category field at the top of the window. The start date becomes

today's date.
© Service Contracts Authoring
Mumber “ersion [ Template Status |Entered Megotiation Status
Order Start Date ‘1?APR-2IJ[IG End Date | Subtotal usD
Known Az Duration ‘ Period | Tax
Description ‘ Category |Sgnfi[;g Agreen Total [r |
Parties Pricing / Billing Renewals Administration  Security / Text
Narme Party Mumber G54 [ ]
. [ o [JA
\ | \ o [
\ | \ o [z
i~ Bill To Ship To
Party Account Location Party Account Location
i~ Contacts
Role Mame Sales Group Ernail Start Date End Date 1
| | \ \ \ | [
\ | [ [ [ | [
\ | \ \ \ | [z

The application supplies a contract number for you automatically after you first
save the contract, but you can instead enter a number of your own. The contract
number can be a combination of any characters, but it must be unique.

7. Optionally, enter another short identifier in the Known As field to help you identify
the contract later.

8. Specify the dates that the contract is effective by entering;:

e The start date or end date

¢ Duration and period

The dates that you enter here are automatically passes to each new line in the
contract. The dates that individual lines are effective cannot fall outside this
range; they cannot have a start date earlier than the contract start date or an end
date later than the contract end date. If you enter dates that are outside this
range in a contract line, then you must extend the contract dates accordingly for
your contract to pass Quality Assurance (QA).
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10.

11.

12,

13.

14.

15.

To help you identify the contract later, enter a description in the Description field.
In the Party region, the operating unit entered in the Create a New Contract
window defaults as the Vendor Operating Unit (or the Merchant Operating Unit for
Subscription Agreements).

Save.

You are now ready to enter the rest of the contract information that is required for
your contract to become active:

Note: To speed up entry, you can copy information from an
existing contract. See Copying Information from an Existing
Contract, page 1-8.

* General contract information, including the vendor and customer, what quality
check the contract must pass to become active, and how the contract will be
renewed.

e Contract lines according to procedures described in:

¢ Entering a Service Line (General Procedure), page 3-3

* Entering a Usage Line in a Contract, page 4-3

e Entering a Subscription Line, page 5-5
You can create different versions of the contract for your customer and at different
price points and send them out for review. See Creating Different Contract Versions
for Your Customer, page 16-15.
Check to see whether you have entered all the required information in the contract
or whether some external reason exists why the contract cannot be implemented, by

running the QA check.

The QA check alerts you of any issues with your contract.
Following are examples of issues that are tracked in the QA check:

e Failure to create a billing schedule for the customer.

e Failure to include an e-mail address for the customer contact.
e Absence of sales credits for contract lines.

e Customer credit on hold.

Your contract becomes active only after it passes the QA check list and obtains the
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approvals that are required by the Oracle Workflow process.

Note: The application uses a common workflow for new and
renewed contracts. Each new contract, whether a renewal or new,
initiates a workflow process. See Overview of Managing Contract
Negotiation, page 11-1.

The standard contract approval workflow integrates with Oracle
Approval Management Engine (AME). Standard AME features
support rules based approval routing and definition of approval
groups. Key attributes have been seeded in AME for approval
setup, such as Contract ID, Operating Unit, Customer Party,
Contract Category, and Contract Amount.

Your administrator can define additional attributes through AME.

For more information see the Oracle Service Contracts Implementation
Guide.

See About the Quality Assurance Check (QA Check), page 8-1 and Approving
Contracts, page 9-4.

Copying Information Between Contracts

You can copy information from an existing contract into a new contract, an existing
contract, or to a new modifier of the existing contract.

Note: For existing contracts, you cannot copy the components of a
contract across categories. For example, you cannot copy the
components from a Warranty into a Service Agreement.

You can copy from Contract Navigator as well as the results table in the Search
Templates and Contracts window. In this case, you select the Source Contract and then
search for a target contract to which you can copy the information.

You can also initiate copy from within the contract itself. In this case, the selected
contract is the target contract and you search for a source contract from which you
intend to copy components. You will typically use this method to copy service lines and
covered level into the contract you have open.

To copy information from an existing contract:

1. From the Contract Navigator or Search Results region of the Search Templates and
Contracts window, right-click a contract and select Copy.

The Copy window appears and the selected contract number supplied in the upper
left region.
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Copy To |New Contract "

Contract Num [SK 101 [ Fine Contract N | (" Find
Modifier |R30-MARD6 16: [ Copy Entire Cortract Modifier [ Template
C-Contract G-Contract
Parties Parties
Contract Terms Contract Terms
Cortract Lines Contract Lines

[ Submit As Concurrent Program

( Create || Cancel J

Select the information that you want to copy in the left half of the window.

You can make multiple selections by holding down the Shift and Ctrl keys on your
keyboard. You can expand the tree outlining the information by clicking any of the
nodes.

Use the right arrow button to copy information from the left-side of the window to
the right (the new contract).

Note: To copy the entire contract, select the Copy Entire Contract
check box. After you select this check box you can no longer use the
left and right panels to make selections.

From the Copy To field, select New Contract. The lines and sublines are
renumbered after a contract is copied. For example, if a contract has line 1 and 3;
line 2 is deleted; contract has sublines 1.1 through 1.5 with 1.3 deleted. When the
contract is copied, in the new contract, line numbers are 1 and 2; sublines for line 1
are now 1.1 through 1.4.

Note: To copy into an existing contract select Existing Contract. To
copy into a new contract that has the same contract number as the
source contract but with a new modifier select New Modifier.

To copy into a new contract, and make that contract a template, select the Template
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check box.
When you create a new contract, you will see that template in the list of available

template contracts.

6. If you are copying a large contract and you do not want to use too many system
resources, you can select the Submit as Concurrent Program check box.
7. Click Create.

The application confirms the copy with a message.

8. From the message window, select OK to view the new contract.

Note: Your administrator can set the profile OKS: Copy Notes to
control whether notes are copied. If this profile is set to yes, the
notes within the existing contract are copied into the new contract.

Within the Notes window, the Entered By field indicates
ANONYMOUS if the note was copied from an existing contract.

To copy information from within the contract:

1. Open a contract.

2. From the Action menu, select Copy from Contract/Template.

The Copy window appears and the contract number of the contract you are in
appears in the upper right region. The Copy To field is set to Existing Contract and
cannot be changed. In addition, the Copy Entire Contract check box is disabled.

3. Click Find to find a contract or template from which to copy. The Search Templates
and Contracts window appears.
You must search for a contract, highlight the contract in the results region, and
select OK.

4. Select the information to copy in the left panel.

You can make multiple selections by holding down the Shift and Ctrl keys on your
keyboard. You can expand the tree outlining the information by clicking any of the
nodes.

5. Use the right arrow button to copy information from the left-side to the right (the
new contract).

6. Click Create.

The application confirms the copy with a message.
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7. From the message window, select OK to view the new contract.

Searching for a Contract or Template

To search for a contract or template:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Oracle Contracts window appears.

2. From the View menu, select Find.

The Search Templates and Contracts window appears.

3. Enter your search criteria.
Narrow your search by:
¢ Searching for contracts within a particular operating unit by choosing a value

from the LOV.

® Selecting either a contract number or template name from the Contract Number
LOV.
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If you have selected Service Agreement, Warranty and Extended Warranty, or
Subscription Agreement for the category parameter, click the More button for
additional search criteria for finding contracts.

1.

When you click the More button, the application displays the Service Module
Search window. This window enables you to search on specific attributes for

service contracts, such as agreement names, date signed, order number, bill to
address, and e-mail.

Click OK to return to the Search Templates and Contracts window.
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3 Service Module Search

Agreement Mame |

Date Signed |

Order Mumber |

Bill To Address |

Email |

]34 Cancel

5. Select Search.

A list of contracts that match your search criteria appear in the Results region.

6. Select a contract, right-click and select Open.

Creating a Template from a Contract

A template makes it possible for you to speed up the contract creation process by filling
in frequently used values.

Prerequisite

Display a contract.
To create a template from a contract:

1. From the Actions menu, select Save as Template.

The Save As Template window appears.
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Template Mame

( Cancel | | Qe )

2. Enter a template name.

3. Click OK.

The application responds with a note informing you that the template has been
created.

Note: You can save any contract as a template.

When you create a new contract from a template, the application
creates a new contract in the Entered status. The header, lines, and
sublines from the template are copied into the new contract.

See Creating a Contract, page 1-4.

Importing Service Contracts

You can import contracts from legacy or external systems by running the Service
Contracts Import concurrent program.

Service Contracts provides an open interface that allows bulk import of standard
warranties, extended warranties, service contracts and intangible subscription contracts.

Using this concurrent program, you can perform the following tasks:

¢ Import from multiple sources in a scalable fashion

Import draft, cancelled, signed, active or expired contracts
* Import contracts as fully billed or fully unbilled
e Import any covered level

* Import contracts with third party role
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After you successfully import contracts, you can purge the records from the interface
tables by running the Service Contracts Import Purge concurrent program.

For more information on the concurrent programs, log in to the application using the
Integrated SOA Gateway responsibility. Access the Integration Repository and navigate
to Service Contracts in the Contracts Suite.
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Entering Defaults for Contracts

This chapter covers the following topics:

Overview of Entering Defaults for Contracts

Specifying Contract Effectivity and Maximum Duration
Entering Parties to the Contract

Entering Party Contacts

Creating or Modifying a Customer Contact Record
Entering the Billing Account and Address

Entering the Shipping Account and Address

Entering the Price List

Entering Billing Schedules

Billing Schedules Overview

Creating a Billing Schedule Using Billing Streams
Entering a Billing Stream

Using Billing Streams to Handle Irregular Billing Periods
Creating a Billing Schedule from a Billing Profile
Specifying How Billed Amounts Appear on Invoices
Suspending Billing for a Contract

Holding Credits Until the Next Billing Cycle

Entering Tax Exemptions

Specifying a Payment Method

Specifying Payment by Credit Card or Commitment Number
Requiring a Purchase Order

Specifying a Purchase Order Number for Invoices
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® Specifying a Receivables Transaction Type for Payment

* Assigning Sales Credits

* Requiring and Specifying a Purchase Order for Service Charges
* Specifying How a Contract Will Be Renewed

¢ Defining Grace Periods

® Specifying and Starting the Contract Approval Workflow

* Organizing Contracts by Assigning Them to Contract Groups
* Specify a Different Quality Assurance Check List

¢ Entering an Estimate of Contract Revenue

® Specifying Contract Terms

* Granting Additional Access Privileges

¢ Entering an Additional Description or Comment

e Setting Up Defaults for Contract Renewal

* Overview of Default Levels

e Entering Contract Defaults

e Setting Up System Profiles for Renewal Defaults

* Speeding Up Contract Line Entry Using Default Values

Overview of Entering Defaults for Contracts

This group of topics describes how to enter the contract details. Some contract details
default to service lines.

Specifying Contract Effectivity and Maximum Duration

You can specify the dates that your contract is effective. The dates you enter become the
default dates for each new contract line and set a limit to the duration of all lines in the
contract.

A contract line cannot have a start date earlier than the contract header start date or an
end date later than the contract header end date.

Entering effectivity dates using this procedure affects new lines only. To make the new
dates also apply to existing contract lines, you must cascade the values to those lines.
See Applying Default Values to Existing Contract Lines, page 3-60 for details.

Note: If you are using this procedure to modify the dates for a contract
with existing lines and your change makes any of the lines fall outside
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the new date range, then you must cascade the values to existing lines.
If you do not, your contract will not pass the default quality assurance
check.

You can change the dates that you specify here at the individual line or subline level
provided the changes do not fall outside this range.

To specify contract effectivity and maximum duration:

1. From the Service Contracts Authoring window, select the Summary tab and Parties
subtab.

2. Specify the dates that the contract is effective by entering either:
e End date

¢ Duration and period

3. Save.

Entering Parties to the Contract

Usually, entering parties to the contract is limited to your organization and the
customer, but you can also enter a third party such as a distributor or a dealer. You can
bill only those accounts belonging to the parties that you enter here or to related
accounts as defined in Oracle Receivables.

Note: You cannot change a customer party or third party if dependent
data exists on the contract such as a related bill to account or ship to
account.

Prerequisites

Set up customers and third parties

Define profile MO: Security Profile

Define profile MO: Default Operating Unit (optional)

To enter the parties to the contract:

1. From the Service Contracts Authoring window, select the Summary tab and Parties
subtab.

2. In the Party region, the operating unit entered in the Create a New Contract
window defaults as the Vendor Operating Unit (or Merchant Operating Unit for
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Subscription Agreements).

Enter the customer:

1. Select Customer (or Subscriber for Subscription Agreements) from the Role
LOV.

2. Enter the customer name using the Name LOV.
Enter any third party, such as a dealer or distributor:
1. Select Third Party using the Role LOV.

2. Enter the third party using the Name LOV.

Note: You can enter only third parties that do not have an
account-level relationship to the customer. Such relationships
between accounts can be set up in Oracle Receivables.

Save.

Entering Party Contacts

You can enter contacts for the different parties to the contract. This includes the sales
people in your organization (the vendor).

Note: You must enter the sales person as a contact for the vendor to run
the Service Contracts Bookings report.

To enter party contacts:

1.

From the Service Contracts Authoring window, select the Summary tab and Parties
subtab.

Select the party for which you want to enter the contact.
Select the contact's role using the Role LOV.

Select the contact from the Name (LOV). If the contact does not exist in the database
or the contact information needs to be modified, you can create a new record or
modify the existing one by selecting Maintain Contact from the Tools menu. See
Creating or Modifying a Customer Contact Record, page 2-5 for details.
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Important: You must enter an operating unit. From the Party region
of the Parties subtab:

1. Select a Vendor Operating Unit from the Role LOV.

2. Select an Operating Unit from the Name LOV.

5. Enter an e-mail address in the Email field or you can modify the existing e-mail
address.

6. To modify or verify phone contact information for the contact, select Maintain
Contact from the Actions menu. See Creating or Modifying a Customer Contact
Record, page 2-5 for details.

7. Save.

Creating or Modifying a Customer Contact Record

You can create or modify basic contact information such as the contact name, phone
number, and e-mail address from the Parties subtab. To create a new customer address
or enter other contact details, you must use the Customer Standard window in Oracle
Receivables or the Contact Center window, which is available under the Customer
Support responsibility. See the contact creation procedures that are described in the
Oracle TeleService User Guide and Oracle Receivables User Guide for details.

To create or modify a customer contact record:

1. From the Service Contracts Authoring window, select the Summary tab and Parties
subtab.

2. In the Party region, select the party for which you want to create the contact. You
can create a contact either for the customer or a third party.

3. In the Contacts region, place the cursor in the Role field.

4, Select Maintain Contact from the Tools menu.

The Contact window appears.
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Contact Role |Contrac1 Officer

— Party

Name |[Business World Number [2813

Type |0rganization parties Ernail |senrice@|ncalhosl.oracleads.com
Address |2391 L Street San Jose Santa Clara CA 95106 United States

~ Contact
Title Last ’W First |An|:lre
Job |
Telephone | 408 3541588 Fax[ | |
Mobile | | | Ermail |andreheaulie@businesswurld.cm
Address |
Mailstap |

( Reset H [0]24 H Cancel J

5. If you are creating a new contact, then:

1. Select a role for this contact using the Contact Role LOV.
2. Enter the contact last and first name.

3. Use the following guidelines for entering other information:
® Select the titles and job descriptions from the Titles and Job LOVs. These are

preset by your application administrator.

* Do not use delimiters when entering phone, fax, and mobile numbers. Each
is composed of three fields: a country code (LOV), an area code, and the
number itself.

® Select only one of the existing party locations for the contact address. You

can add a mail stop or a mail box, however, by pressing the Tab key after
entering the address.

6. If you are modifying an existing contact, then you can:

® Change the title and job description by selecting a different one from the Title
and Job LOVs.

e Change the phone, fax, and mobile numbers.

* Change the e-mail address.
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Note: When modifying existing contact information, be aware
that you are modifying the contact record for all Oracle
E-Business Suite applications.

You cannot modify the address or mail stop number.

To select another address or enter a different mail stop, you
must:

¢ Navigate back to the Service Contracts Authoring window.

® Delete the contact by selecting it and clicking Delete in the
toolbar.

* Create a replacement contact with the correct address
information.

Important: Deleting the contact from the
contract does not delete it from the
database. Creating a replacement record
creates a duplicate.

7. If you are modifying an existing contact and want to revert to the existing record,
click Reset.

8. Click OK to return to the Service Contracts Authoring window.

9. Save.

Entering the Billing Account and Address

You can select the default billing account and address for new contract lines. You can
bill to an account belonging to the customer, to any third party that you have entered as
a party to the contract, as well as to any account with an established relationship to
either of the two in Oracle Receivables.

The billing account number that you select here:

® Specifies who is billed for the contract
If you enter an account belonging to a third party it will be that third party that will
receive the invoice.

e Filters the pricing information that you enter on the Pricing/Billing tab.

If you are billing a third party for the contract, then the price list and other required
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fields are for that third party rather than the party that is specified as Customer.

Populates the account number field for each new contract line.

The entry that you make here affects new contract lines only. To change existing
contract lines based on your entry, you must cascade the changes to them. See Applying
Default Values to Existing Contract Lines, page 3-60 for details.

Prerequisite

Enter the parties to the contract.

To enter the billing account and address:

1.

From the Service Contracts Authoring window, select the Summary tab and Parties
subtab.

Use the Account Party Name LOV or Account Number LOV in the Bill To region to
enter the billing account. The account that you select here becomes the bill to
account number for all lines in the contract.

Note: The LOV includes customer accounts, accounts for any third
party that you entered, as well as accounts that have an established
relationship to those accounts in Oracle Receivables.

Select the billing address where you want invoices to be sent using the Location
LOV.

Save.

Entering the Shipping Account and Address

Although entry is required only if your contract includes physical items that must be
shipped to the customer address, the application also uses the shipping address to
estimate taxes on services.

The entry that you make here affects new contract lines only. To change existing
contract lines based on your entry, you must cascade the changes to them. See Applying
Default Values to Existing Contract Lines, page 3-60 for details.

Prerequisite

Enter the parties to the contract.

To enter the shipping account and address:

1.

From the Service Contracts Authoring window, select the Summary tab and Parties
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subtab.

2. Use the Account Party Name LOV or Account Number LOV in the Ship To region
to enter the account for shipping physical items. The account that you select here
becomes the ship to account number for all new lines in the contract.

Note: The LOV includes customer accounts, accounts for any third
party that you entered, as well as accounts that have an established
relationship to those accounts in Oracle Receivables.

3. Select the shipping address using the Location LOV, if physical items need to be
shipped or location based tax should be estimated.

4, Save.

Entering the Price List

You can specify the price list for the contract in the Pricing/Billing subtab. The price list
that you enter automatically passes to each new contract line.

To apply the price list to existing contract lines, you must edit each line separately.

To enter the price list:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.
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Mumber 22015 “ersion 0.1 [ Template Status |Entered MNegotiation Status |Draft

Order Start Date [21.APR2006 End Date [20.APR-2007 Subtotal usD
Known As Duration ‘ 1 Period |Yea[ Tax
Description ‘Busines World Contract - 1 Year Category |Senri[:e Agreen Total r 1
T
E Lines
Parties lm@l@ Renewals Administration  Security £ Text
n | i~ Billing
yreement Bill Senices | Yes < (7 Biing
Frice List |Business World ( Reptice A
Transaction Type "I Hold Credits
r~ Payment Details W o
TS 7% Net Accounting Rule |Immediate Surmmary Print
Inwaicing Rule |Adwvance Invoice [/ Summary Transactions
Instruction o
Details ~ Adjusted Amounts ~ Contract Valug ————
Metod [ -] Discount Canceled
Surcharge Adjusted ’7
~ Currency Ci i ~ Termination A Terminated L
Subtotal
From Currency |USD To Currency [USD Unhilled el
Type | Date | Credited e
Rate Suppressed fctal
Billed
~ Partial Periads Exempti werriddlen
Period Type Control ~ Service Charges
Petiod Start Murnhber [ Pre-Payment Required
Price UOM Reason 7 PO Required PO Mumber

2. If your organization has a Pricing Agreement set up with the party you are billing,
then use the Agreement LOV to enter it. This automatically passes all of the other
required fields including the price list, the accounting rule, the payment terms, and
the invoicing rule.

Pricing Agreements, which specify prices, discounts, and billing practices for a
particular customer, are created in Oracle Order Management. See Oracle Order
Management User’s Guide, "Pricing Tab: Setting Up a Blanket Sales Agreement" for
details.

Note: The values that you enter in the contract by specifying a
Blanket Sales Agreement can be changed. For example, if you use a
Billing Profile to pass billing schedules, the application overwrites
the values you enter in the Accounting Rule and Invoicing Rule
fields with the Billing Profile.

3. If no Blanket Sales Agreement is available, or to modify any passed values, then:

1. Use the LOV that is provided to enter the price list.

2. From the Billing region, use the LOVs that are provided to enter the:

* Accounting rule

¢ Invoicing rule. You can specify whether the customer is to be billed at the
start of the billing period (Advance Invoice) or at the end of the billing
period (Arrears Invoice).
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Note: Some usage contracts require you to specify arrears
invoicing. For example, a customer that is billed each
month based on a meter reading must be billed at the end
of the month after the counter is read. See Entering Usage
Lines, page 4-3.

3. From the Payment Details region:

1. Use the LOV that is provided to enter the price list.

2. You can enter a credit card or commitment using the Method list. See
Specifying Payment by Credit Card or Commitment Number, page 2-23.

4, Save.

Entering Billing Schedules

This group of topics explains how to create a billing schedule at the contract header
level to speed up the entry of multiple service and usage contract lines with similar
billing schedules. It covers:

¢ Billing Schedules Overview, page 2-11

¢ Creating a Billing Schedule Using Billing Streams, page 2-12

e Entering a Billing Stream, page 2-13

* Using Billing Streams to Handle Irregular Billing Periods, page 2-15

¢ Create a Billing Schedule from a Billing Profile, page 2-18

Note: Do not use the procedures in this section for subscription
contracts. Instead, see Specifying a Billing Schedule for
Subscriptions, page 5-12.

Billing Schedules Overview
A billing schedule determines when the customer is billed for the services they receive.

For contracts with service lines you can bill the customer either at the line level or the
subline level, but for contracts with usage lines you can bill only at line level.

For service lines, this means that you can bill at the level of the service that is sold to the
customer (called the Top Level in the application) or individually at the level of each of
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the items that is covered by that service (Covered Level), be it an individual item, a
system, a covered location, an account, or party.

For usage lines, you can bill only at the usage line level (Top Level).

(Subscription lines represent a special case and so are covered in Entering Subscription
Lines, page 5-5).

You can either create an individual billing schedule for each individual line or subline
in the contract, or create a billing schedule at the contract header level using either of
the two methods described in this section and then apply that schedule to existing
contract lines.

Note: Unlike the other information that you enter in the Summary tab,
the application does not automatically pass billing schedules to new
lines and sublines. To pass a schedule you create at the header, you
must first enter the contract lines and then apply the schedule to them.

You can create billing schedules for passing to contract lines by one of the two
following methods. Which method you select depends on your implementation and the
complexity of the schedule that you are creating;:

* Using billing profiles, page 2-18
Build a schedule by selecting a schedule template that is set up by your application
administrator. Use this method for setting up simple periodic billing schedules, for
example, when a customer orders a year of service and wants to be billed monthly
or quarterly.

* Using billing streams, page 2-12

Using this method you can create complex billing schedules or billing schedules
with irregular periods, for example, when a customer orders additional service in
the middle of a billing period or requires service only intermittently.

Creating a Billing Schedule Using Billing Streams

To create a default billing schedule by using billing streams:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. Click Billing.

The Billing Schedule window appears.
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3. From the Level LOV, select one of the two following levels:

* Top Level: To pass a schedule at the line level

e Equal Amount: To bill for equal amounts across sublines over the billing period
and have control over the amount.

Note: Equal Amount cannot be selected if Usage lines exist on
the contract.

4. Create the billing periods by entering one or more billing streams. See Entering a
Billing Stream, page 2-13.

5. Click Schedule to create the schedule.

The application displays a caution notice asking you whether you want to
overwrite all existing schedules.

6. Any contract lines that you enter in the future will not automatically have this
schedule. To apply this schedule to them, you must return to this window and click
Scheduleagain.

Entering a Billing Stream

A billing stream is designed to speed up the creation of a set of regular billing periods.
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You specify that you want your customer billed in 12 periods of one month each, for
example, and the application automatically specifies the invoice dates and schedules the
billing.

If the dates of the ordered service coincide with billing dates, then you can set up the
billing periods with just one billing stream. However, you may need to set up multiple
billing streams to handle irregular billing situations. See About Using Billing Streams to
Handle Irregular Billing Periods, page 2-15.

Prerequisites

Display a billing schedule in the Billing Schedule window.

To enter a billing stream:
1. If this is the first or only billing stream, then:

1. Enter 1in the Seq Num field.

The application passes the start date from the start date of the contract.

2. Enter either the end date or the duration and period.

The application supplies the missing information.

2. If this is an additional billing stream, then:

1. In the Seq Num field, enter a number corresponding to the order in which the
billing periods are created.

The sequence numbers for billing streams must be in order of the billing period
dates. If you want to enter a billing period earlier than an existing billing
stream, then you must reorder the entire sequence.

Note: If you are reordering or otherwise editing billing stream
information, you must click Cascade Dates to recalculate and
refresh the dates in the Stream Level region.

The application passes the start date from the end date of the previous billing
stream.
2. Enter either the end date or the duration and period.

The application supplies the missing information.

3. To adjust the date that the customer sees as the invoice date, enter a positive or a
negative number of days in the Invoice field. For example, entering +2 shifts the
invoice date forward two days. Entering -2 shifts it back two days.

4. To adjust the date that the application sends billing amounts to Oracle Receivables
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for billing, enter a positive or a negative number of days in the Interface field.

5. Click Schedule to generate the schedule.

Using Billing Streams to Handle Irregular Billing Periods

You can set up multiple billing streams to handle irregular billing situations. for
example, to handle a customer who starts a contract in the middle of a month, but
wants to be billed at the beginning of each month.

This section illustrates how to use billing streams for the customer who wants to be
billed at the beginning of each month for two services with different durations and
incompatible start dates:

® General Service for January 1, 2005 through December 31, 2005

e Premium Service for May 15, 2005 through November 14, 2005

To use billing streams to handle irregular billing periods:

Here is how to set up the first service:

1. Create a contract with 01-JAN-2005 through 31-DEC- 2005 as the start and end
dates. The first line is the longest line in the contract, so you must use its dates.

2. Because the customer wants to be billed at the start of each month, select Advance
Invoice as the invoicing rule for the contract. Do this on the Summary tab and
Pricing/Billing subtab.

3. Enter the service that the customer wants to purchase as a contract line on the Lines
tab.

4. Click Billing on the Pricing/Products subtab to open the Billing window.

5. Enter one billing stream:

Seq Num Number of Start Date End Date Duration Period
Periods
1 12 01-JAN-2005 1 Month

6. Save. The application calculates the end date automatically.

7. Click Schedule to generate a billing schedule. The following table shows the
generated schedule which bills the customer at the beginning of each month. The

Entering Defaults for Contracts 2-15



table includes the following columns:

Seq Num: The sequence number is the number of the billing stream. Each row
displays 1 in this case as the entire schedule was generated from one billing
stream.

Level Seq: The number of the billing period within a sequence.

Invoice Date: The date on the invoice. This is the first of the month because we
have selected an Advanced Invoice and not entered any invoice offset.

Bill From: The start date of the billing period.
Bill To: The End date of the billing period.

Interface Date: The date the application sends the amount to be billed to Oracle
Receivables for billing. This is the same as the Invoice Date as we have not
entered any offset.

Seq Num Level Seq Invoice Bill From Bill To Interface
Date Date

1 1 1-Jan-05 1-Jan-05 31-Jan-05 1-Jan-05

1 2 1-Feb-05 1-Feb-05 28-Feb-05 1-Feb-05
1 3 1-Mar-05 1-Mar-05 31-Mar-05 1-Mar-05
1 4 1-Apr-05 1-Apr-05 30-Apr-05 1-Apr-05
1 5 1-May-05 1-May-05 31-May-05 1-May-05
1 6 1-Jun-05 1-Jun-05 30-Jun-05 1-Jun-05
1 7 1-Jul-05 1-Jul-05 31-Jul-05 1-Jul-05

1 8 1-Aug-05 1-Aug-05 31-Aug-05 1-Aug-05
1 9 1-Sep-05 1-Sep-05 30-Sep-05 1-Sep-05
1 10 1-Oct-05 1-Oct-05 31-Oct-05 1-Oct-05
1 11 1-Nov-05 1-Nov-05 30-Nov-05 1-Nov-05
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Seq Num Level Seq Invoice Bill From Bill To Interface
Date Date

1 12 1-Dec-05 1-Dec-05 31-Dec-05 1-Dec-05

Adding a Six-Months Service That Starts in the Middle of a Month

Now suppose that the same customer wants to start an additional six months of
service on May 15 in the middle of a billing period.

To modify the contract to ensure the customer is billed only one time each month:

1. Enter the service as a second contract line on the Lines tab.
2. Click Billing on the Pricing/Products subtab to open the Billing window.

3. Create three billing streams:

Seq Num Number  Start End Date Duration Period Invoice
of Date Offset
Periods Days
1 1 15-MAY-2 31-MAY-2 -14
005 005
2 5 01-JUN-20 1 Month
05
3 1 01-NOV-2 14-NOV-2
005 005

1. Create the first billing stream for the partial month:
e Enter the end date as 31-May-2005. The application provides the

duration and period automatically.

¢ Enter 14 in the Offset Days Invoice field, to shift the invoicing date to
the beginning of the month. Otherwise, the customer receives two
invoices, one dated on the first of the month and a second dated May
15.

2. Create a second billing stream for the regular monthly periods:
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e The application supplies the start date automatically based on the first
billing stream.

¢  When you enter five periods of 1 month, the application supplies the
start and end dates automatically.

3. Enter a third billing stream to cover the partial month at the end of the
six-month period:

® The application supplies the start date automatically based on the
second billing stream.

* Enter the end date. The application supplies the duration and period
values automatically.

4. Click Schedule to generate the following billing schedule:

Seq Num Level Seq Invoice Bill From Bill To Interface
Date Date

1 1 1-May-05 15-May-05  31-May-05 1-May-05
2 1 1-Jun-05 1-Jun-05 30-Jun-05 1-Jun-05
2 2 1-Jul-05 1-Jul-05 31-Jul-05 1-Jul-05

2 3 1-Aug-05 1-Aug-05 31-Aug-05 1-Aug-05
2 4 1-Sep-05 1-Sep-05 30-Sep-05 1-Sep-05
2 5 1-Oct-05 1-Oct-05 31-Oct-05 1-Oct-05
3 1 1-Nov-05 1-Nov-05 14-Nov-05 1-Nov-05

Creating a Billing Schedule from a Billing Profile
You can create a default billing schedule, called a billing profile, from a template.
Prerequisites

¢ Confirm the setup of billing profiles.

¢ Enter the contract lines for which you want to set up the default billing schedule
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To create a billing schedule from a billing profile:

1. From the Service Contracts Authoring window, select Cascade Attributes from the
Actions menu.

The Cascade Attributes window appears.
2. Select the Billing Profile check box.
3. Use the LOV in the field to the right to enter the billing profile template.

4. Make sure that Header to Lines is selected for the Cascade list at the top of the
window and all the lines are selected on the right of the window.

5. Click Submit.

The Transaction Log appears.

6. Click Apply.

Note: The billing schedule overwrites any existing billing schedule
at the line and subline level.

If required, you can now edit the schedule at the individual line or
subline level.

Specifying How Billed Amounts Appear on Invoices

You can have the amounts itemized for each subline or included in the contract line.

To specify how billed amounts appear on invoices:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. If your organization has implemented a custom invoices solution for billing
contracts, then you can use that solution by selecting the Summary Print check box.

3. To summarize billed amounts by contract line, then select the Summary
Transaction check box.

4. To itemize charges by subline, clear the Summary check box.

Note: The contract administrator must set the system profile OKS:
Summary Transactions to No. If this profile is set to Yes, then the
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application sends the summarized billing details even when you
leave this check box cleared.

5. Save.

Suspending Billing for a Contract

Normally, all eligible billing records are automatically passed to Oracle Receivables for
invoicing on the invoice date that you specify in the billing schedule. An example of
when you may want to suspend billing for a contract is when the customer disputes the
invoice.

To suspend billing for a contract:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. Select No from Bill Services LOV.

3. Save.

To resume billing, update Bill Services to Yes. The application then bills the
customer for all outstanding charges since the suspension started.

Note: To suspend billing for the remainder of the contract term and
resume normal billing upon renewal, set Bill Services to At
Renewal.

Holding Credits Until the Next Billing Cycle

You can place a hold on credit memos until the next billing cycle. This setting does not
hold invoices.

By default the Hold Credits check box is cleared, so the credit memo immediately picks
up the billing amount.

To hold credits until the next billing cycle:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. Select the Hold Credits check box.
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3. Save.

Clear this check box to credit the customer immediately.

Entering Tax Exemptions

Oracle Service Contracts integrates with Oracle E-Business Tax to provide a preview of
estimated tax on a contract. The estimated tax amount that is provided is based on
applicable tax rates, exemptions, exceptions, and so on, as defined in Oracle E-Business
Tax setup. You can specify exemption handling for a contract by selecting the
Exemption Control attributes on a contract. These are Exemption Control, Exemption
Number, and Exemption Reason. The entry that you make here applies to new contract
lines only. To apply a change of status to existing lines you must use the Cascade
Attributes window. See Applying Default Values to Existing Contract Lines, page 3-60.

To enter tax exemptions:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. In the Exemption region, set Tax Exemption Control to Exempt, Required, or
Standard to specify exemption handling for the contract.
3. If you select Exempt :

1. You are prompted to select tax exemption number from the Number LOV.

2. The list of valid exemptions is restricted as follows:
¢ Exemptions that are defined for the Bill To Account Party.
e Exemptions that have an Exempt Status of Primary or Manual. Exemptions

with Exempt Status Discontinued, Rejected or Unapproved are not
included in the LOV.

¢ Exemptions that are in effect as of the start date of the contract.

Note: The Reason field is view-only and is populated when an
exemption is selected.

Note: You can define tax exemptions with or without an end
date in Oracle E-Business Tax setup. If the application applies
an exemption with an end date to a service contract, the tax
exemption might expire prior to the end date that is specified
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on the contract. For a contract with recurring billing, such as
Monthly or Quarterly, this can lead to the exemption being
applied to the invoices that are generated by the contract before
the tax exemption expires, while the selected exemption is not
applied to invoices that are sent to Oracle Receivables after the
exemption has expired.

For example, a contract with a start date of 01-Nov-06 and an
end date of 31-Oct-07 is given a monthly billing schedule that
will result in an invoice being created on the first day of each
month starting on 01-Nov-06. If the exemption that is applied
to the contract expires on 31-Dec-06, then the exemption will be
applied for the invoices that are created on 01-Nov-06 and
01-Dec-06. The exemption is not applied to invoices that are
created from 01-Jan-07 onwards.

The preceding scenario can lead to a discrepancy between the
estimated tax amount previewed on the contract and the actual
tax amount that appears on invoices. Therefore, when a tax
exemption is applied to a contract or service line and is not
active for the full duration of the contract or service line, a QA
warning message is provided to inform the user.

¢ If Exemption applied to a contract header is not valid for
the full duration of the contract:

Tax exemption certificate number N on the
header is only partially valid for the
contract duration. Exemptions will not be
applied after the exemption certificate

expires.

e If Exemption applied to a service line is not valid for the
full duration of the service line billing period:

Tax exemption certificate number AS-Ex-10
on line 1 is only partially valid for the
billing period. Exemptions will not be
applied after the exemption certificate
expires.

4. If you select Standard, no override exemptions are entered on the contract.
Standard tax handling applies to the contract.

5. If you select Required, tax is required on the contract. You cannot apply a specific

exemption to the contract. The application also ignores any tax exemptions that are
defined in Oracle E-Business Tax that normally apply to the contract.
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6. Save.

Specifying a Payment Method

This group of procedures explains how to specify a payment method.

Note: The payment method values that you enter on the header are
used for the lines unless you manually enter a different value for a line.

* Specifying Payment by Credit Card or Commitment Number, page 2-23
® Requiring a Purchase Order, page 2-24
® Specifying a Purchase Order Number for Invoices, page 2-25

The payment method information that you enter using the procedures described in this
section applies only to new contract lines. You must cascade the entries by selecting the
Payment method check box in the Cascade Attributes window to apply them to existing
lines as well. See Applying Default Values to Existing Contract, page 3-60 for details.

Specifying Payment by Credit Card or Commitment Number

Commitments, which are set up in Oracle Receivables, represent a customer's
prepayment for goods or services (prepayments) or contractual agreements
(guarantees).

Prerequisite
e Confirm the setup of commitments in Oracle Receivables. See the Oracle Receivables

User Guide.

¢ Confirm that the contract has a Bill To Party and Location.

To specify payment by credit card or commitment number:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. To specify payment by credit card:

1. Select Credit Card from the Method list in the Payment Details region. The
Number, Expiry, and Security fields appear.

2. Select a credit card from the Number LOV.

The credit card numbers in the LOV appear masked if your administrator
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defined credit card masking rules in Oracle Payments. After you select a credit
card, the application masks the card number in the Number field and hides the
expiry date.

Note: If you do not find the card number that you need, you
can cancel out of the LOV and enter the card number,
expiration date, and security code manually. When you save,
Oracle Payments validates the credit card details. If the card
details are valid, Oracle Payments creates an account for the
new credit card and the application masks the number that you
entered on the Service Contracts Authoring form (first 12 digits
only).

3. Enter the security code in the Security field.

Security code is mandatory if your administrator set up Oracle Payments to
require a security code when accepting credit card as a payment method. After
you save and the application validates the security code, it appears masked in
the Service Contracts Authoring form.

4. Save. After you save, the security code appears masked within the Security
field.

Note: If the application administrator has set the system profile
OKS: Credit Card Validation Level to Authorize Payment, then
when QA is run for the contract, a QA check authorizes the
transaction for the amount that is specified in OKS: Credit Card
Minimum Authorized Amount.

3. To specify payment by commitment:

1. Select Commitment Number from the Method list. The Number field appears.

2. Enter the commitment number using the LOV.

4, Save.

Requiring a Purchase Order

When you require the entry of a purchase order, the contract cannot pass the QA check
and become active unless a purchase order is entered for every line.

The requirement does not affect any existing contract lines. You must use the Cascade
Attributes window and select the Payment Method check box to enforce the
requirement to all lines.
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To require a purchase order number for contract lines:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. Select the Purchase Order Required check box.

3. Save.

Specifying a Purchase Order Number for Invoices

You can specify a purchase order number, which is passed to Oracle Receivables and
appears on customer invoices.

You must use the Cascade Attributes window and select the Payment Method check
box to copy the number to lines.

To specify a purchase order number for invoices:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. Enter the purchase order number in the PO Number field.

3. Save.

Specifying a Receivables Transaction Type for Payment

Oracle Receivables uses transaction types to specify which accounts are credited for
customer payment.

Prerequisite

Review the Oracle Receivables transactions types that were created for your
organization.

Note: A default transaction type of Invoice-OKS is applied to invoices
that are created from Oracle Service Contracts if the Transaction Type is
not entered on the contract.

Note: Transaction Type is a mandatory field when the tax method that
is associated with the contract is Latin.
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To specify a Receivables transaction type for payment:

1. From the Service Contracts Authoring window, select the Summary tab and
Pricing/Billing subtab.

2. Select the transaction type from the Transaction Type LOV.

Assigning Sales Credits

You can assign the default sales credits for each new contract line in your contract. You
can assign both revenue and non revenue credits.

To apply the sales credits to existing contract lines, you must cascade the changes to
them. See Applying Default Values to Existing Contract Lines, page 3-60 for details.

To assign sales credit:

1. From the Service Contracts Authoring window, select the Summary tab.

2. Select Sales Credits from the Actions menu.

The Sales Credits window appears.
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Contract Mumber 21227 Semice Name [WR23763 Party Name |Vision Operations
Maodifier Start Date [23-JUN-2003 End Date | 24-JUN-2005

— Sales Credits
Sales Person Sales Group Credit Type %

.|Ruhertsun, Ms. Barbara | |Quuta Sales Credit | 100.0000 =
[l | | |
[l | | |
Ll | | |
Ll | | |
Ll | | |
Ll | | |

[] | | | 2

Revenue Total 100 9%

MNon Revenue Total 0 5

( [0]:4 | [ Cancel )

3. Enter the sales agents and the revenue and non-revenue credit they are to receive.
Sales group entry is optional. Revenue credit must always add up to 100 percent.

4. Click OK.

Requiring and Specifying a Purchase Order for Service Charges

You can specify a purchase order or require an agent to specify a purchase order
number for charges that are not covered by the contract.

To determine which purchase order number appears in invoices, the application first
checks the service request that is associated with the service that is being performed. It
uses only the purchase order you enter here when no number is entered in the service
request.

Requiring the entry of a purchase order, prevents the contract from passing the QA
check and reaching Active status until the entry is made. It does not prevent the service
from being scheduled or performed.

To require or specify a purchase order for service charges:

1. From the Service Contracts Authoring window, select the Summary tab,
Pricing/Billing subtab, and Service Charges region.

2. To require entry of the purchase order number and prevent the contract from
becoming active until the entry is made, select the Purchase Order Required check
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box.
3. You can enter the purchase order number in the PO Number field.

4. Save.

Specifying How a Contract Will Be Renewed

Your application administrator can set up automatic default values for contract
renewals, see Entering Contract Defaults, page 2-36. If such defaults exist, then you
may not be required to enter renewal information. Check with your application
administrator.

To renew the contract, you must also specify how to renew each line, see Specifying
How a Contract Line is to Be Renewed, page 3-12.

For more information about contract renewals, see Understanding Contract Renewals,
page 17-11.

To specify how the contract is to be renewed:

1. From the Service Contracts Authoring window, select the Summary tab and
Renewals subtab.

Number 22721 Versian 0.1 O Template Status |Entered Megotiation Status |Draft

Order Start Date |19.APR-2006 End Date [18-APR-2007 Subtotal usD
Known Ag Duration 1 Period |Year Tax
Description |BW Contract Category |Service Agreen Total |— 1
'

Parties Pricing / Billing Administration  Security / Text
—R I R I History
Process ’— Approval : Process ] Approval ’—
Renew Up To Notification
Pricing Method | Pricing Method
Price List Iarkup Price List Markup
Billing Profile Billing Profile PO Required
PO Mumber PO Required Active Threshold |
Grace Duration Grace Period Electronic Threshold |
Grace Duration Grace Period ’—
E | E |
Percent Percent
Duration Perind Duration Period
 Quote To
Party Account Phone ‘ |
Address | Fax ‘ |
Contact | Email ‘ Email Quote

2. Select the renewal process from the Process LOV.

¢ Evergreen: Customer acceptance will not be needed for activation.
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® Manual: All process steps will require a user action.

® Online: An automatic submission will be provided.

e Do Not Renew: Contract will not be renewed.

Select a value from the Approval LOV.

The Approval LOV differs based on your selection in the Process field.

¢ Evergreen:

* Not Required
¢ Required

¢ Manual:
* Not Required
* Required

¢  Online:
e Automatic
* Manual

e Not Required

Note: If the renewal process is Do Not Renew, you cannot select an

approval value.

To specify a billing schedule for the renewed contract, select a billing profile using

the Billing Profile LOV.

Billing profiles are templates that you can use to specify simple periodic billing

schedules and accounting and invoicing rules for the renewed contract. This
schedule overrides any billing schedule in the contract that is being renewed. See

Creating Billing Profiles, page 10-7.

Specify how the renewed contract is to be priced. For details, see Specifying How

the Renewed Contract will Be Priced, page 17-26.

Save.
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Defining Grace Periods

You can use grace periods to extend the service that a customer receives while a
renewed contract is being negotiated and approved. See Allowing a Grace Period for
Renewals, page 17-28.

Specifying and Starting the Contract Approval Workflow

Your administrator sets up rules in the Oracle Approval Management Engine (AME)
that determine the approver for the approval process. Oracle Service Contracts starts
the process that you specify when the contract passes the quality assurance check.

Note: The default approval process for Oracle Service Contracts is
called Approval Process.

Prerequisite

Confirm the name of the approval process to select.

To specify and start the contract approval workflow:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.

2. Inthe Approval region, use the Name LOV to select an approval process.

3. Click Submit.

The application automatically runs the Quality Assurance check on your contract.
You must correct any errors.

The application automatically starts the Workflow process after the contract passes
the check with no errors.

Organizing Contracts by Assigning Them to Contract Groups

Contract groups organize contracts in the Contract Navigator tab of the Oracle
Contracts window.

To organize contracts by assigning them to contract groups:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.

2. In the Contract Groups region, use the Group Name LOV to select each contract
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group where this contract should appear.

3. Save.

Specify a Different Quality Assurance Check List

The application uses the quality assurance check list that is specified in the system
profile OKS: Default QA Checklist to check and validate the contract for errors and
completeness before it can become active.

Prerequisite

Create a QA checklist.

To specify a different quality assurance check list:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.

2. In the Approvals region, select an alternate check list from the QA Checklist LOV.

3. Save.

Entering an Estimate of Contract Revenue

The revenue that you enter appears in the Service Contracts Forecast Summary Report
and the Service Contracts Forecast Management Report.

To enter an estimate of contract revenue:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.

2. In the Estimation region, enter the number representing the percentage of revenue
that you predict is going to be realized from this contract.

3. Enter the date that the estimated revenue will be realized.

4, Save.
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Specifying Contract Terms

To specify contract terms:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.

2. Click Contract Terms.
The application displays the Contract Terms page in a separate browser window.
Refer to the following procedures in the Oracle Contracts online help:

e Applying a Contract Template

*  Removing Contract Terms

* Adding Sections

e Adding and Updating Clauses

*  Moving Contract Terms

*  Renumbering Contract Terms

e Validating Contract Terms

®  Checking for Clause Updates

e About the Contract Terms Library

e Update Contract Source

Note: You can only use this feature in Oracle Service Contracts
to change the contract template

*  Updating Clauses and Creating Non-Standard Clauses in a Business Document

*  Comparing Clauses

Note: The Update Variable Value function is not supported within
Oracle Service Contracts.
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Granting Additional Access Privileges

You can grant the ability to modify the contract either to an individual or a resource
group.

You cannot use this procedure to restrict access to a contract, only to grant additional
access. This is because the ability to view and modify contracts depends on a

combination of security privileges granted both by the responsibility and at the
individual contract level.

The access level that is granted by a responsibility takes precedence over the access that
you grant using this procedure. This means that if users log into the application under a
responsibility that permits modification of contracts, then you cannot restrict their right
to modify a specific contract.

You can use this procedure if your implementation has created a responsibility with
view-only access. In this case, you can grant individual users or members of a resource
group the ability to modify a specific contract as well. Your entries affect only users
logging in under that responsibility.

Note: Users logging in under a view-only responsibility, cannot create
new contracts using the Service Contracts Authoring window.

Prerequisite

Set up a responsibility with read-only access to contracts.

To grant additional access privileges:

1. From the Service Contracts Authoring window, select the Summary tab and
Security/Text subtab.

2. In the Security region use the Type list to select one of the following:

e User: to grant the right to modify this contract to a user.

* Group: to grant the right to modify the contract to a specific resource group.

Note: Your administrator can create resource groups from the
Resource Manager module. If a resource group is created with the
Contracts role type, you can select it within the Security/Text
subtab of a contract. If the resource group is granted access to a
contract, then any member of the resource group has access to the
contract. For information about Resource Manager refer to the
Oracle Common Applications Implementation Guide.
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3. Select the resource group or user name from the LOV.
4. Select Modify from the Level list.

5. Save.

Entering an Additional Description or Comment

To enter an additional description or comment:
1. Select the Summary tab and Security/Text subtab.

2. Enter the text in the Text region either in the Long Description or the Comments
fields.

3. Save.

Note: You can use the Query by Example method to find the
contract with the text that you entered.

Setting Up Defaults for Contract Renewal

This group of topics is intended to help application administrators set up default
renewal rules for groups of contracts. These rules, which are entered in the Global
Contracts Default window, can be overridden by agents for individual contracts.

Note: The Global Contracts Default is also used for entering defaults
required by contracts that are generated automatically from Oracle
Order Management orders. These defaults are described in Setting Up
New Contract Defaults for Oracle Order Management , page 6-20.

This group of topics covers:

¢ Opverview of Default Levels, page 2-34
¢ Entering Contract Defaults, page 2-36

e Setting Up System Profiles for Renewal Defaults, page 2-43

Overview of Default Levels

You can specify how attributes of a contract pass at the time of renewal at three
different levels:
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1. Party

Enables you to specify different renewal rules for different customers.

2. Organization

Enables you to specify different renewal rules for different organizations in your
own company.

3. Global

Enables you to specify global default rules that apply to contracts that do not satisfy
any of the default rules that you specified for the previous levels.

The application looks for renewal rules in the order Party, Organization, and Global
and uses the first applicable set of rules it finds.

For example, suppose that you set up your renewal preferences for the customer
Business World and your organization Vision Enterprises.

If an agent creates a contract for Business World, the application automatically passes
the preferences that you have set up at the party level, regardless of the organization
that created the contract.

If an agent at Vision Enterprises creates a contract for ABC Corp., it is subject to the
renewal rules that you set up at the organization level. A contract for ABC Corp. that is
created by an agent at Vision Communications, another organization in your enterprise,
is subject to the global rules only.

An agent creating or editing a contract, can override the defaults you set at any level by
making an entry in the Summary tab and Renewals subtab.

Note: Agents specifying renewals in individual contracts, using the
Summary tab and Renewals subtab, do not see the default values that
you enter here.

You enter all of the different levels of default renewal rules in the same Global
Contracts Default window. Although the entries you that you make are almost identical
for each default rule level, the user interface layout is different for entering global
defaults (in the top half of the window) and for entering defaults at the party or
organization level (the tabs in the lower half).

To complete the setup of renewal defaults, you must also set the system profiles
described in Setting Up System Profiles for Renewal Defaults, page 2-43.

Note: Although the application looks at the renewal rules defined on
the contract and follows the renewal rules in the following order, Party,
Organization, and Global, the QA check and approval workflow are
always taken from the Global Contracts Default window and not the
contract itself.

Entering Defaults for Contracts 2-35



Entering Contract Defaults

At a minimum, you should enter renewal rules at the global level. Optionally, you can

enter renewal rules at the party and organization levels. Upon renewal the application

processes renewal rule attributes in the following order:

1.

Contract
Parties
Organizations

Global

If renewal rules are not found at one level, the application moves to the next level.

Prerequisites

To enter rules for:

Organizations, confirm the operating unit, such as Vision, France.

Parties, confirm party names, such as Business World.

To enter contract defaults:

1.

Navigate to Setup: Service Contracts, and then Global Contracts Defaults.

The Global Contracts Default window appears.
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Renewal Contract Group Service Grace Duration 30 Estimated Percentage 100.00
Renewal Pracess [Manual Approval Grace Period Day Estimated Duration 30

Layout Template Set |OKS XML Template ¥ PO Required Estimated Period |Day

Ternplate Language ‘
—Pricing/Billing Online Accef Process
Pricing Method Manual Periad Type 2 Rrshes O @ Enable
Price List Parind Start @ Gredlt Card
- WV Check Payment Terms |2 Net
Markup Percentage (Porzo WL ¥ wire Help Desk |Ahle, Ms. Marst

Billing Prafile [OKS_BILLING_PRC B Cemmimmm

—Thresholds:

Integration

Base Currency Credit Card Amount 5000 { Mew Contract Group Warranty and QA Checklist |Default Qu

Evergreen Amaunt 300 Evergreen Approval Appraval Workflow | Approval Proc Return Credit |Calculated

Online Amaunt 100 Online Approwal Party Role ‘Thi"‘ Party
¥ Interface Price Break

Parties
Pricing/Billing  Online Acceptance Process Threshald Integration
Renewal Renewal Internal PO —  Grtace — Layout
Narme Start Date  End Date Caontract Graup Process Approval Reguired Duration Period  Template &
vision Comm [D1-JAN2002 | [ [online [manual \ =
vision Operat [10-JAN 2003 [15-JUL 2007 [eR ] [Everg [Required  [res US Templ

Navigate to the appropriate region of the window, depending on which type of
renewal rule set you want to enter:

To enter global defaults, make entries in the Global region on the top half of the
window.

To specify rules for an organization within your business, select the
Organizations tab.

To specify rules for a customer, select the Parties tab.

To enter Global level defaults

You can define Global defaults in the Global region on the top half of the window.
The Global defaults are divided into the following regions:

Renewal

Pricing/Billing

Online Acceptance Process
Thresholds

Integration

The following steps provide guidelines for entering information into each of these

regions:
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1. Select the renewal defaults from the Renewal region.
From this region, you can:
1. Specify the contract group to which the renewed contract will belong from
the Renewal Contract Group LOV.
2. Select the renewal process from the Process LOV and the internal approval

method from the Approval LOV.

The renewal process that you select affects which internal approval
methods are available. Following is a description of the renewal processes
and corresponding internal renewal methods.

e Evergreen: Customer acceptance will not be needed for activation.

Internal Approval Methods
¢ Not Required

¢ Required

® Manual: All process steps will require a user action.

Internal Approval Methods
* Not Required

¢ Required

® Online: An automatic submission will be provided.

Internal Approval Methods

e Automatic
e Manual

* Not Required

e Do Not Renew: Contract will not be renewed.

Note: If the renewal process is Do Not Renew, you
cannot select an approval value.

3. Select the XML layout template set and language from the Layout Template
Set LOV and the Template Language LOV.

4. Specify a grace period beyond the expiration date of a renewed contract at
no extra charge by entering a grace duration and grace period.
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Require an agent to enter a purchase order number in the contract before it
can become active by selecting the PO Required check box.

Estimate the probability of renewal as well as the time frame by which the
revenue is realized with the Estimated Percentage, Estimated Duration, and
Estimated Period fields.

2. Select pricing and billing defaults from the Pricing/Billing region.

From this region, you can:

1.

Define the pricing of the renewed contract from the Pricing Method LOV.

The pricing method that you select affects whether you must select a price
list or enter a markup percentage. Following is a description of the pricing
methods.

* Manual: The application charges the customer the same price for the
renewed contract as they paid for the original contract.

*  Markup Percent: Automatically adjusts the price up or down by a
percentage that you enter. (A positive number marks up the price; a
negative number discounts it.) Optionally, you can cap the maximum
adjustment based on a price list.

e Price List: Charges the customer based on the price list that you enter
in the Price List field. The price charged is the current price listed in the
price list at the time the contract is renewed.

If necessary, select a price list from the Price List LOV.
If necessary, enter a markup percentage from the Markup Percentage LOV.

Specify a billing schedule for the renewed contract, by selecting a billing
profile from the Billing Profile LOV.

Billing profiles are templates that you can use to specify simple periodic
billing schedules and accounting and invoicing rules for the renewed
contract. This schedule overrides any billing schedule in the contract that is
being renewed. See Creating Billing Profiles, page 10-7.

Define partial period attributes.

A partial period is any billing period or service effective duration that is not
in multiples of Billing/Pricing Period unit of measure (UOM). For example,
a service may be priced and billed at a specific rate per month. If the service
duration is 01-Jan-06 to 15-Mar-06, the service amount that is priced or
billed is calculated based on the number of periods (months) in the
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duration; in this case, two full months for January and February and one
partial period for the 15 days in March. Partial periods define how the
application calculates pricing, billing, and termination amounts and can
occur at the beginning, the end, or both the beginning and the end of the
service duration.

Important: Partial Period Duration is equal to the Actual
Days in the Partial Period (numerator) divided by the Total
Number of Days in Pricing/Billing Period (denominator).
Number of days in the denominator is determined by
Default Pricing/Billing Period Type and Price UOM value
of subline for pricing and for Default Pricing/Billing Period
Type and Billing Steam Period Duration for billing.

Following is a description of the fields that make up the partial period
attributes:

® Period Start: Enables you to select where the partial period calculation
occurs within a pricing, billing, or termination duration when service
starts in the middle of a period.

Service start counts full periods from service start date, then a partial
period at end.

Calendar Month start counts full periods based on full calendar
months that span the duration.

® Price UOM: Enables you to define a default period for pricing and
billing. Valid values are Day, Month, Quarter, Half-year and Year. If
Month is specified as the price unit of measure, then it is used as the
basis for calculating partial periods for all pricing, billing and
termination calculations.

¢ Period Type: Enables you to define whether the duration is based on a
fixed definition or an actual definition. For example, for:
¢ TFixed, a duration of 30 days is given for a month, 90 days for a

quarter, and 360 days for a year

¢ Actual, a duration is based on actual days in the default period.

For example, if a service spans 11 whole months, March 1 through January 31,
plus 10 days in February, the amount for the 10 days in February can be
calculated in one of two ways:

* 10/30 of the price/month if the calculation is based on a fixed 30 day month

2-40 Oracle Service Contracts User Guide



* 10/28 of the price/month if the calculation is based on actual days in the
month (non-leap year)

Define how the processing of online acceptances from the Online Acceptance
Process region.

From this region, you can:

1. Define which payment methods can be used for online acceptances by
selecting the relevant check box. Payment method can be set up to process
or authorize payment with a purchase order, credit card, check, wire, or
commitment.

2. Enable the use of thresholds for the online acceptance process by selecting
the Enable check box.
If this field is not selected, the online acceptance is processed.

Enable is a yes or no setting at global level. At operating unit and party
level, the options are yes, no, and null. If this field is set to:

* Yes: Thresholds determine whether a contract automatically qualifies
for renewal rule Online at time of renewal based on the value of the
contract.

¢ No: Thresholds do not determine whether the contract qualifies for
online renewal.

e Null: The application traverses the hierarchy to the next level to
determine the renewal setting.

Example
For example, renewal rules for a party are set as follows:

e Renewal Process: Manual
e Enable: Yes

e Threshold: $2,500

¢ Online Threshold: $5,000

The contract renews as follows:

e If the contract amount is less than or equal to $2,500, contract renews
with renewal process Evergreen.

e If the contract amount is less than or equal to $5,000, contract renews
with renewal process Online.

Entering Defaults for Contracts 2-41



e If the contract amount is greater than $5,000, contract renews with
renewal process Manual.

Select payment terms for the renewal.

Identify an individual the customer should contact with questions by
selecting a name from the Help Desk LOV.

4. Define currency information, approval thresholds, and approval requirements
from the Thresholds region.

From this region, you can:

1.

Select a currency, such as USD.

Enter the limit for processing Evergreen renewals in the Evergreen Amount
field.

Enter the limit for processing Online renewals in the Online Amount field.

Enter the limit for processing credit card payments by entering a value in
the Credit Card Amount field.

Define whether an internal review is required for the Evergreen renewal
based on Evergreen Amount threshold.

Define whether an internal review is required for the Online Acceptance
renewal process based on Online Amount threshold.

5. Change how the contract uses other functionality within Oracle Service
Contracts and how it integrates with other applications within the Oracle
E-Business Suite from the Integration region. A renewed contract inherits
defaults from the original. This region provides you with a way of changing

defaults upon renewal.

From this region, you can:

1.

Specify a different contract group for the renewed contract, by choosing the
contract group from the New Contract Group LOV.

Select a new approval workflow from the Approval Workflow LOV.

For contracts that are generated from Oracle Order Management, select
Third Party from the Party Role LOV.

Determine whether the contract is eligible for price breaks by selecting the
Interface Price Break check box.
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5. Select a new QA checklist from the QA checklist LOV.

6. Change how return credits are processed from the Return Credit LOV.

6. Save.

Related Topics

Setting Up New Contract Defaults for Oracle Order Management (Global Contracts
Default window), page 6-20

Specifying How the Template Sets Are to Be Used (Global Contracts Default window),
page 18-23

Setting Up System Profiles for Renewal Defaults

You must also set up the following system profiles to supplement the entry of renewal
rules:

® OKS: Enable Sales Credits: This system profile determines how sales credits are
transferred to the renewed contract.

¢ Retain: Carries forward the sales credits from the existing contract to the
renewed contract.

® Derive: Derives a sales person for the renewal agreement according to the
setting of the OKS: Use Territories to Default Sales Person and OKS: Default
Sales Person for Renewal.

* Drop: The application does not carry forward and default any sales credit
information to the renewed contract.

® OKS: Use Territories to Default Sales Person: If this profile is set to Yes, the
application determines the default sales person assigned to the renewed contract
based on sales territories. If this profile is set to No, then the application determines
the sales person for the contract based on the value that is entered in OKS: Default
Sales Person for Renewal.

* OKS: Default Sales Person for Renewal: If OKS: Use Territories to Default Sales
Person is set to No, this profile determines the sales person to receive sales credit
and to be listed as the vendor contact. You must enter a sales agent in this profile or
the contract fails to renew. An agent can manually add additional sales people to
the Sales Credits window and assign them sales credits after the renewal agreement
has been created.

* OKS: Revenue Type Distribution for Sales Credit: This system profile assigns the
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percentage of revenue that you specify to the sales agent who is determined from
the previous two system profiles. Agents can specify additional sales credits in the
Sales Credit window, but the total of revenue sales credits must always add up to
100 percent.

* OKS: Revenue Type for Sales Credits: The setting of this system profile specifies
whether you want to assign the sales agent revenue credit or non-revenue credit.

* OKS: Vendor Contact Role: This system profile specifies the vendor contact role to
the renewal agreement. By default this profile option is set to Salesperson.

* OKGC: Contract Approver: Set this system profile to the individual in your
organization who is to approve renewed contracts. The application notifies the
agent that you specify here to approve any contracts that are renewed under the
Submit for Approval renewal type.

Speeding Up Contract Line Entry Using Default Values

You can use multiple methods to speed up the entry of values to individual contract
lines. If you are creating a new contract similar to an existing contract, for example, then
you can copy the existing contract and modify it. Or for creating multiple similar
contracts, you may instead want to save the original as a template and use that template
to create the new contracts.

You can default values from the header of a contract down to the lines and, if
applicable, to sublines as well. For example, if you select the corporate price list on the
Summary tab and then enter a service contract line, that line's price list is automatically
set to corporate as well.

With the exception of billing schedules, the defaults that you enter on the Summary tab
apply only to new contract lines. Existing contract lines are not affected. If you later
change the default price list at the header level to the good customer discount price list,
for example, that change applies only to new line entries unless you use the cascade
attributes procedure to specifically change the existing lines as well.

Default billing schedules, by contrast, apply only to existing contract lines and
automatically overwrite any schedules you have entered at the line or subline level. You
must apply the default schedule again to any new lines because they do not
automatically inherit it.
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3

Entering Service Lines

This chapter covers the following topics:

Overview of Entering Service Lines

About Service Lines

Entering a Service Line (General Procedure)

Changing the Billing and Shipping Accounts and Locations
Entering Billing and Shipping Contacts for a Contract Line
Creating or Modifying a Contract Line Contact

Specifying How a Contract Line Is to Be Renewed
Renewing Service Purchased for Seasonal or Peak Periods
Specifying What a Service Covers

Levels of Coverage and Their Uses

Covering Customer Products (Instances in Oracle Installed Base)
Covering Customer Products

Browsing Oracle Installed Base to Identify Item Instances for Coverage
Entering a Customer Product into Oracle Installed Base
Covering Parties

Covering Customer Accounts

Covering Party Sites

Browsing Through Party Sites

Covering Systems

Browsing Through Oracle Installed Base Systems

Covering Inventory Items

Viewing Details About a Covered Product

Entering Service Lines
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* Maintaining Pricing Attributes for Covered Products

e Specifying How the Service Prints on an Invoice

¢  Omitting a Line or Subline from the Invoice

® Specifying the Invoice Text

¢ Specifying a Billing Schedule

e Pricing What a Service Covers

e Adjusting the Price of a Service for a Covered Product or an Item
* Repricing a Service by Changing the Price List

* Manually Adjusting the Price

¢ Changing the Basis for Pricing a Service

e Pricing Service for a Party, Customer Account, Site, or System
® Specifying a Payment Method for a Contract Line

® Specifying Payment by Credit Card or Commitment Number

¢ Requiring a Purchase Order

® Specifying a Purchase Order Number

* Modifying Coverage Provided by a Service

® Scheduling Preventive Maintenance Activities

¢ Scheduling Multiple Activities at the Same Time

® Scheduling Individual Activities

® Scheduling Activities at Regular Intervals Using Schedule Streams
* Viewing Maintenance Program and Activity Details

* Updating Scheduled Service Dates for a Maintenance Program
* Ending Service Lines on a Day Specified by the Customer

¢ About Cotermination

e Applying the Cotermination Date to a Service

® Specifying Tax Status

¢ Applying Changes from a Service Line to the Covered Sublines
¢ Assigning Sales Credits for a Contract Line

* Updating Service

e Applying Default Values to Existing Contract Lines
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Overview of Entering Service Lines

This group of topics explains how to enter service lines into your contract.

About Service Lines

A service can cover broad-category business processes such as field service, depot
repair, call center, technical support, safety inspections, and any other user-defined
business activities.

Each service is set up by the application administrator as an item in Oracle Inventory
and is associated with a coverage template. The coverage template specifies the
business processes that are covered, the times that the customer is entitled to the
coverage, amounts that are covered and applicable discounts, as well as any resources
that are to be used and their pricing.

If preventive maintenance is required as part of the service, the service is also associated
with a program of maintenance activities. These activities are scheduled automatically
when you enter the service line.

The administrator can also restrict which customers or products are permitted to use
this service.

You must be familiar with the details of the services that are created for your
organization before using them in a contract because you select a service in a service
line by its Oracle Inventory name.

A service can cover different types of entities. A safety inspection service can cover
individual customer sites or the entire enterprise. A depot repair service can cover
individual products, a group of products, all products at a specific location, or all
products that are grouped into a system.

For example, a service may cover field service for all of the computer equipment at site
A, or it may instead cover laptops L451, L359, and L863.

A service line can cover multiple entities, each of which you enter as a subline.

When you cover individual customer products (Oracle Installed Base item instances or
Items in Oracle Inventory), you can have the application price the service automatically
and take advantage of Oracle Advanced Pricing features including discounts. Your
organization can price the same service differently by setting up multiple price lists, and
it can offer different prices for the service based on service length. This means that your
organization can offer discounts if a customer purchases service for a longer period of
time.

Entering a Service Line (General Procedure)

Prerequisites
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Create the contract with the appropriate category:

e To cover products in a customer's installed base, you can use any of the available
contract categories: Warranty and Extended Warranty, Service Agreement, and

Subscription Agreement.

* If your contract includes usage lines, or the service covers other levels including

parties, sites, accounts, and inventory items, then you must select Service

Agreement or Subscription Agreement.

¢ To include subscription lines in the same contract, you must select Subscription

Agreement.

¢ Enter the required fields on the header of the contract.

To enter a service line:

1. From the Service Contracts Authoring window, select Lines tab and Accounts

subtab.
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2. Select one of the following from the Line Type list of values (LOV) depending on
the contract category:

e For a service contract of category Service Agreement or Subscription
Agreement, select Service.

e For a service contract of category Warranty and Extended Warranty, select

Extended Warranty.
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Note: Both choices permit you to select from the same list of
service offerings.

Select the service from the Name LOV, which comprises all services that your
organization offers. You must select a service that is applicable to what you are
covering. Because you select the service first and what it covers later, the
application informs you of a wrong choice only after you enter the items that you
are covering.

Note: If the application displays a note that your entry is not a valid
service, then the application administrator excludes the customer
from ordering this service. See the Oracle Service Contracts
Implementation Guide for more information about defining service
availability rules.

Enter billing and shipping contacts that are specific to this contract line by
following the procedure described in Entering Billing and Shipping Contacts for a
Contract, page 3-10. If a contact does not exist in the database, then you can add
one following the procedure described in Creating or Modifying a Contract Line
Contact, page 3-10.

The contacts that you enter here are different from the ones that you entered in the
contract header.

Select the Effectivities subtab.
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6. You can review the status of the line. Lines on entered status contracts can be
individually canceled if you elect not to purchase the service during contract
negotiation. Leaving a line on the contract and canceling it rather than removing it
from the contract provides more visibility to lost opportunity for new and renewal
contracts. When a line is canceled, the application records the cancellation date and
reason.

7. Specify the duration of the service.

By default, the start and end dates of the service and duration are copied from the
contract header.

You can specify a different duration by:

¢ (licking Coterminate to end the service line on a day that is preferred by the
customer.

This button is enabled only in contracts with a status of Entered for customers
to simplify renewals by terminating all contracts on the same day each year, for
example at the end of the calendar or fiscal years. This date is called the
cotermination date. See Ending Service Lines on a Day Specified by the
Customer, page 3-56 for more details.

¢ Entering either of the following;:

e Start and end dates

¢ Duration and period

The application calculates the missing information. If you supply a
duration and period, then the start date is the start date of the contract.
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Note: If your organization prices contracts differently
based on different periods, for example offering different
prices for a service that is purchased by month, quarter,
and year, then the value in the Period field determines
which price applies in the absence of a specified price
UOM for the line.

You can change the price basis when you price the service.
You may need to do so whenever you sell a service for an
unusual service length, for example. By default, a customer
purchasing a contract for one year and five days is charged
based on a daily and not the yearly price because the line
length is not divisible by a year.

For more information, see About Changing the Basis for
Pricing a Service, page 3-43.

If the duration of the service starts earlier than the start
date or ends later than the end date of the contract, then
you must extend the start and end dates of the contract at
the header level before you can make the contract active.

If the contract can be renewed (you have not selected Do Not Renew on the
Summary tab and Renewals subtab), then specify how the line is to be renewed

using the Renewal Type LOV. For details, see Specifying How a Contract Line is to

Be Renewed, page 3-12.

Select the Pricing/Products subtab and Effectivity secondary tab.

Entering Service Lines
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10. Specify what the service line covers. For each subline, specify one of the covered
levels and then enter what is being covered.

A service can cover:

* A specific product that the customer owns (an Oracle Installed Base item
instance)

e Aparty

* A customer account (party account)

e A party site

® An Oracle Installed Base system

® An Oracle Inventory item

For covered products, you can either enter each subline individually or click the
LOV indicator to open a browsing window where you can select multiple
sublines at once.

See Specifying What a Service Covers, page 3-14 for an explanation of the
covered levels and how to enter them.

1. If you are covering an inventory item or a product (instance) that the customer
owns, then the application prices the service for you. You must, however, price the
other covered levels manually. See Pricing What a Service Covers, page 3-39.

12. Much of the remaining information for a service line comes from the defaults that
you enter in the Summary tab or by the application itself from the coverage
template that is associated with the service. You can make modifications by
following these procedures:
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e Changing the Billing and Shipping Accounts and Locations, page 3-9
e Specifying a Payment Method for a Contract Line, page 3-45

* Specifying a Billing Schedule, page 3-38

* Specifying How the Service Prints on an Invoice, page 3-35

* Modifying Coverage Provided by a Service, page 3-47

® Scheduling Preventive Maintenance Activities, page 3-48

e Specifying Tax Status, page 3-57

* Assigning Sales Credits for a Contract Line, page 2-26

13. Save.

Changing the Billing and Shipping Accounts and Locations

The application uses the billing and shipping accounts and locations from the entries
that you made in the contract header. You can change the values to any account and
location that are related to the parties that are entered in the contract header.

The Bill To account and location that you select for the line is the account that receives
the invoice for this line. Your entries also restrict the contacts that you can enter for this

line.
Note: You must select the location by the application-generated
location codes. The corresponding addresses appear at the bottom of
the tab.

Prerequisite

Enter the contract line.

To change the billing and shipping accounts and locations:

1. From the Service Contracts Authoring window, select the Lines tab and Accounts
subtab.

2. Select the contract line to modify.

3. Use the LOVs to select a Bill To and Ship To account and location.
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Entering Billing and Shipping Contacts for a Contract Line

The contacts that you enter here are separate from those that you entered for the party
on the Summary line.

Note: The list of contacts that you can select is limited to those at that
particular account location. While you can create new contacts
according to the procedure that is described in Creating or Modifying a
Contract Line Contact, page 3-10, make sure that you do not create any
unnecessary duplicates.

Prerequisite

Select the shipping and billing accounts.

To enter billing and shipping contacts for a contract line:

1. From the Service Contracts Authoring window, select the Lines tab and Accounts
subtab.

2. Select the service line at the top of the subtab.

3. Place your cursor in an empty record in the Role field in the Customer Contacts
region.

4. To enter a contact for the billing account, select Billing Contact from the Role LOV.
This entry limits the available names to contacts for the billing account.

5. To enter a contact for the shipping account, select Shipping Contact from the Role
LOV. This entry limits the available names to contacts for the shipping account.

Note: Entering any other available role, such as Technical Contact,
makes contact at both accounts available for selection.

6. Enter the contact using the Name LOV.
7. You can specify a start date and end date for a contact using the date fields.

8. To view the phone and other contact information for a contact, select the contact
and select Maintain Contact from the Tools menu.

Creating or Modifying a Contract Line Contact

The contact that you create becomes a contact for the bill to account, the ship to account,
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or both, depending on your selection.
Prerequisite

Enter a service contract line

To create or modify a contract line contact:

1. From the Service Contracts Authoring window, select the Lines tab and Accounts
subtab.

2. Select the contract line to which you want to associate to a contact.
3. In the Customer Contacts region, place the cursor in the Role field.

4. Select Maintain Contact from the Actions menu.

The Contact window appears.

5. If you are creating a new contact, then:
1. Select a role for this contract using the Contact Role LOV. Usually this is either
Billing Contact or Shipping Contact.
2. Select the Bill To or the Ship To radio button depending on whether you want

to create a contact for the billing or shipping account in the contract line.

The role that you selected in the previous step restricts your choices: if you
selected the Billing Contact role, then you cannot select the Ship To radio button
and vice versa.

3. Enter the contact last and first name.

4. Use the following guidelines for entering other information:
* Select the titles and job descriptions from the Titles and Job LOVs. These are

preset by your application administrator.

* Phone, fax, and mobile numbers are composed of three fields: a country
code (LOV), an area code, and the number itself. Do not use any delimiters
when entering your number.

* For the contact address, you can select only one of the existing customer

locations that is associated with the account. You can add a mail stop or a
mail box, however, by pressing the Tab key after entering the address.

6. If you are modifying an existing contact, then you can:

* Change the title and job description by selecting a different one from the Title
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and Job LOVs.
¢ Change the phone, fax, and mobile numbers.

¢ Change the e-mail address.

Note: When modifying existing contact information, be aware
that you are modifying the contact record for all Oracle
E-Business Suite applications.

You cannot modify the address or mail stop number after you
have saved them. To select another address or enter a different
mail stop, you must:

* Navigate back to the Service Contracts Authoring window.

¢ Delete the contact by selecting it and clicking Delete in the
toolbar.

¢ Create a replacement contact with the correct address
information.

Note: Deleting the contact from the contact
does not delete it from the database.
Creating a replacement record creates a
duplicate.

7. If you are modifying an existing contact and want to revert to the existing record,
click Reset.

8. Click OK to return to the Service Contracts Authoring window.

9. Save.

Specifying How a Contract Line Is to Be Renewed
This procedure applies to lines of all types (Service, Usage, and Subscription).
Prerequisites

e Enter a contract line.

* You cannot renew a line if you have indicated that the contract is not to be renewed
at the header level. See Specifying How a Contract Will Be Renewed, page 2-28.
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To specify how a line is to be renewed:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the line to set up.

3. Select one of the renewal options from the Line Renewal Type list. The choices are:

e Do Not Renew: The line will not be renewed when the contract is renewed.

e Full Duration: The line will be renewed for the whole duration of the new
contract. For example, if a customer ordered six months worth of a yearly
service in the current contract, but the renewed contract is for a period of one
year, then the service line is extended to the full year as well.

* Keep Duration: The duration of this line will remain the same in a renewed
contract. Use this setting for intermittent or seasonal service lines. For example,
a mountain resort may order special service for peak periods in winter and
summer. Using this setting, you ensure that the renewed contract retains the
same structure. See Renewing Service Purchased for Seasonal or Peak Periods,
page 3-13.

Renewing Service Purchased for Seasonal or Peak Periods

This topic explains how to set the renewal types for service lines in a contract that
includes intermittent or seasonal service.

Customer Problem

A mountain resort has installed power generators and wants to purchase two kinds of
service:

® Regular service for the whole calendar year that entitles them to repair during
regular business hours.

® Premium 24/7 service for peak winter and summer periods.

Oracle Service Contracts Solution

The following guidelines explain how to structure a contract based on the customer
requirements.

Service Line Entry

Create a contract with three service lines:
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® Line 1: Regular service for the whole year.
e Line 2: Premium for the winter
e Line 3: Premium for the summer

Renewal Information

To keep the same contract structure when the contract is renewed in the future specify
the following renewal information for each line:

Line Renewal Type Explanation

1. Regular Service Full Duration Renewed for the full duration
of the new contract.

2. Premium Winter Keep Duration Keeps the same duration in
the renewed contract.

3. Premium Summer Keep Duration Keeps the same duration in
the renewed contract.

Specifying What a Service Covers

A service can cover everything from individual products that a customer owns to
telephone support for a whole corporation.

Note: Contracts of category Warranty and Extended Warranty restrict
you to covering products that the customer owns (Oracle Installed Base
item instances). The other covered levels are available for service lines
that you enter in the Service Agreement and Subscription Agreement
contract categories.

This group of topics explains the different levels of coverage that are available and
provides procedures for entering them.

® Levels of Coverage and Their Uses, page 3-15
* Covering Customer Products, page 3-20
¢ Covering Parties, page 3-27

¢ Covering Customer Accounts, page 3-28
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¢ Covering Party Sites, page 3-30
¢ Covering Systems, page 3-32

¢ Covering Inventory Items, page 3-34

Levels of Coverage and Their Uses

Service can cover products on multiple levels. For example, you can have a service
cover the repair of an individual product that the customer owns, or you can use it to
provide telephone support for a whole enterprise.

Covered Levels

The following table lists the different levels of coverage, specifies the contract categories
for which they are available, and provides a brief explanation of each.

Level LOV Name What It Covers Available in Explanation
Contract Category
Party A party in the Service Agreement Covers:
database only

° .
Item instances

that are owned
by all accounts
belonging to a
party in your
database. In
Oracle Installed
Base, ownership
is defined as a
combination of
party and
account.

Business
processes that are
performed for
the party as
defined in
service coverage.

Requires manual
pricing.

Entering Service Lines  3-15



Level LOV Name What It Covers Available in Explanation
Contract Category

Customer A customer account Service Agreement Covers:
(an account belonging only .

to a party in the All item
database) instances that are

owned by the
customer
account.

Business
processes that are
performed for
the account as
defined in
service coverage.

Requires manual
pricing.

Site A party site Service Agreement Covers:
only

All items that are
installed at a
particular party
site.

Business
processes that are
performed for
the site as
defined in
service coverage.

Requires manual
pricing.
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Level LOV Name What It Covers Available in Explanation
Contract Category
System An Oracle Installed Service Agreement Covers:
Base system only

®  Item instances

belonging to a
specific system.
A systemis a
grouping of item
instances that are
created in Oracle
Installed Base.

Business
processes that are
performed for
the system as
defined in
service coverage.

Requires manual
pricing.
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Level LOV Name What It Covers Available in Explanation

Contract Category
Product An item instance in Warranty and Covers:
Oracle Installed Base =~ Extended Warranty .
A specific
Service Agreement serialized or non

serialized item
instance in
Oracle Installed
Base. For a
serialized
product such as a
computer or a
printer, the item
instance is
always an
individual
product. But an
item instance can
represent
multiple
quantities for
non-serialized
items such as
printer
cartridges, for
example.

Business
processes that are
performed for
the item instance
as defined in
service coverage.

Uses the price list
that you have
specified in the
contract line to
automatically
update the price.
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Level LOV Name What It Covers Available in Explanation
Contract Category
Item An Oracle Inventory ~ Service Agreement Covers:
item only

A serviceable
inventory item.

Business
processes that are
performed on
that inventory
item as defined
in service
coverage.

Uses the price list
that you have
specified in the
contract line to
automatically
update the price.

How to Use Coverage Levels

Which level you use depends on the type of service you are selling and on the different

needs of your enterprise.

The following table provides suggested guidelines. It lists some of the main business
uses and lists the recommended covered levels for each.

Business Use

Recommended Levels Example

Servicing a customer product

Product

A washing machine

manufacturer sells
extended warranties for
the products it has sold.

Any serialized product

A fire safety equipment

vendor sells service for
emergency generators
that are installed in a
building.
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Business Use

Recommended Levels

Example

Servicing high-volume and
low-cost items

Providing services not tied to
any specific product such as
telephone support or safety
inspections.

Providing support for
products that the customer
plans to purchase in the
future

Party
Customer
Site

System

Party
Customer

Site

®  Item

The fire safety equipment
vendor services fire sprinklers
by customer site because they
are too numerous to track in a
contract individually.

Sometimes a service covers a
business process rather than
any specific product that a
customer owns.

For example:

® A computer

manufacturer provides
telephone support to
troubleshoot all of its
products.

A vendor of fire
protection equipment
offers periodic safety
inspections at a particular
site or building.

Use the Item level to cover
products that are not yet in
the installed base.

For example, a customer
plans to purchase additional
generators in the near future,
so they want to include them
in the same service agreement
to receive a discount.

Covering Customer Products (Instances in Oracle Installed Base)

This group of procedures explains how to cover one or more customer products by a

service:

* Covering Customer Products, page 3-21 provides the general procedure for
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entering a product.

¢ Browsing the Oracle Installed Base to Identify Item Instances for Coverage, page 3-
24 explains how to use a built-in browsing window to identify the Oracle Installed
Base item instances that you want to cover if you do not know their serial numbers
or item instance numbers. Here you also learn how the browser speeds up your
entries of multiple sublines at the same time.

e Entering a Customer Product into the Installed Base, page 3-26 explains how to
create a record in Oracle Installed Base so that you can cover products that a
customer has purchased from third parties.

Covering Customer Products

You can enter one or more products to be covered by the service.

You are not restricted to covering products that are owned by the parties in the contract.
You can cover any product belonging to any party that is an item instance in Oracle
Installed Base. However, Oracle recommends covering products that belong to the
customer party or third party on the contract, or any party that is related to the contract
customer party.

For contracts in renewal streams, service can be canceled for individual covered levels.

Prerequisites

e Enter a service line.

e If a product that you want to cover is not entered in Oracle Installed Base (for
example, if you are selling service for a product that the customer purchased from a

third party), then you must create an item instance as described in Entering a
Customer Product into the Installed Base, page 3-26.

To cover customer products:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service line that will cover the product.

Note: If customer products are associated with the contract line,
you can select Show All Products, which opens the Product Details
window. This window shows the details of the products covered
by the service in a spread table.

3. Select the Effectivity secondary tab.

Entering Service Lines  3-21



Sunmary

Accounts Effectivities LB ENEGE=E Tax / Payment Options Counters Events
Duration Period  Price — Last Contract - Print Irvoice
Line  Line Type Mame Line Ref | | Uom Price  Curr Subtatal Tax Total |
| [service  [wRzares | \ 1Year [Month || [ | [ 2 [4]
[ ] | | \ \ | | [ \ | O
[ ] | | \ \ | | [ \ | O
[ ] | | \ \ | | [ \ | O
[ | | [ \ \ | | [ ] \ | O
[ ] | | \ \ | | [ ] \ | NG
( Show All Products I Price Break. . I Price Calculation. .. I Reprice ‘ { Billing... )
Pricing Adrministration
Line Lewel Marme Serial Mum Status Line Ref Start Date End Date
| [Product |as54888 [ [Entered | 26.APR2006  [25.APR2007  *
| \ | | \ \ \
| \ | | \ \ \
| \ | | \ \ \ =
Descrigtion ‘Sen(inel Standard Desktop TPD LT r
Invoice Text ‘Ex(ended Notebook PC Service Program (Eronze):1::26-2 ( Product Details (G) ( Mew Instance.. |

4. Enter the product or products to cover by one of the following two methods:

e If you have a small number of products to cover and you know their serial
numbers or item instance numbers, you can enter each subline individually
making entries directly into the fields on each line:

1. On anew line on the Effectivity secondary tab, select Product from the
Level LOV.

e For Covered Level Product, the Name LOV displays
customer and related customer items.

¢ To view all item instances navigate to the Item
Selection window by clicking on the LOV icon.

2. In the Name field, enter the Oracle Inventory name or a partial name with
the percent sign to indicate any missing characters. If the product inventory
name is AS45888, for example, then you can enter AS45888 or AS45%.

3. Press the Tab key.

The LOV search window appears:

4. You can search by complete serial number or the Oracle Installed Base item
instance number. Enter it after the % sign in the Find field. For example:
AS54888%99855.

5. Click Find.

If the search identifies a unique customer instance, the application returns
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you to the authoring window. Otherwise, you have to narrow your search
criteria or select an item on the list and click OK.

¢ To select multiple products for coverage at the same time, or if you do not
know the serial number or the item instance number of an individual product
to cover, you can make your selection from a graphical display of the contents
of the customer's installed base by clicking the LOV indicator in the Name field.
For details see Browsing the Oracle Installed Base to Identify Item Instances for
Coverage, page 3-24.

A product that you enter is displayed in the Name field by its inventory item
name. You can see the customer product's serial number, item instance number,
or both in the Description field.

Note: Your administrator can set the profile OKS: Item Display
Preference to display an item by name or by description. If the
profile set to Name, then you can select and view products by
the item name, such as AS54888, and the description text
following the sublines table shows the item description, such as
Sentinel Standard Desktop. If the profile is set to Description,
then you can select and view products by description and view
the name in the Description field following the sublines table.

5. Save.

The application automatically updates the price of the service line.

Note: The application calculates prices based on the quantity that is
attached to the item instance and the price list that you have
selected for the service line. Most item instances are specified for
individual items, but non-serialized items, including consumables
such as ink cartridges, can come in any quantity. If the updated
price is more than you expected, then check the quantity that is
attached to the item instance by clicking Product Details.

6. You can review the status for the covered level. If an existing covered level has a
canceled status you, can scroll to find the cancellation date and reason.

7. To create an item instance in the installed base, select New Instance. The Create
Item Instance window appears.
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Cantract Mumber 33845

[~ Service Line

Mumber |1 Narne [WR23765 Descrigtion [Extended Notebook PC Service Pr
Start Date |26-APR-2006 End Date [25-APR-2007 Duration ‘ 1|Year

Creata

rence ————— Currend Location ——————  Warranty
Itam Pary Account Gty L0 Installed Diste Type Party Address | L1

J/As54088 | [Dusiness World 1600 [ 1eact [26-aPR2006 Paity Site_~|[Business Wo 2391 LSTRI¥ | =]
| o[

| o [
L c Ug

Descripiion ESnnIinBI Standard Desktop TPD J

—_———————
: Clear Record

1. Select the product to add from the Item LOV.

2. Enter a quantity.

3.  Select a unit of measure(UOM) from the LOV.

[ oK Cancel

4. Select a location type from the Current Location Type list, such as Party Site.

5. Select a party from the Current Location Party LOV.

6. Select an address from the Current Location Address LOV.

7. Click OK.

Note: You can create multiple item instances at one time and
then select OK. The application adds the newly created item
instances as covered products to the selected service line.

The Service Contracts Authoring window appears, and the new item instance

appears within the Effectivity secondary tab.

8. Save.

Browsing Oracle Installed Base to Identify Item Instances for Coverage

You can browse the customer's Oracle Installed Base records and select one or more

products for coverage. Each product that you select appears as a separate line in the

authoring window.

Prerequisite
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Enter a service line.

To browse Oracle Installed Base to identify item instances for coverage:

1.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select the service line that will cover the product.
Select the Effectivity secondary tab.
Select Product from the Level LOV.

Click the LOV indicator in the Name field.
The Product window appears.
Because the size of your installed base can be too large for browsing, you can
restrict the view in a number of ways. You can:
* Select different views.
By making a selection from the Level list, you can view the item instances by:
¢ Item: Selecting this level displays all of the instances for a particular

inventory item.

® Model: If you have configured items in your installed base, you can view
them by model.

* System: If your Oracle Installed Based item instances are grouped in
systems, you can display the instances by system.

* Site: Use this level to display all the item instances at a particular address.
* Customer: Use this level to view item instances by a customer account.

e Party: Use this level to organize the display by customers in your database.
This view is most useful if you are selling to consumers.

®  Specify which customer records display.
By selecting a customer context, you specify what customer records appear:
* Customer: Limit the display to the party that is entered as the customer on

the Summary tab of the contract.

* Related Customer: Display parties with a relationship to the customer in
the Oracle Trading Community Architecture (TCA) party model. You can
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define customer account and party relationships in Oracle Receivables at
account level.

You can display item instances for:
¢ Both: Both the customer and related parties.

¢ All: All parties in the database.

® Restrict the list that is displayed in the window.

Enter a search term in the Name field to restrict what is displayed in the list.
You can use partial entries and the percent sign % to represent omitted
characters.

For example, to view the installed base by inventory item but not view all
items, you can restrict the display to just the item that you want by entering it
in the Name field.

7. After you have entered the display criteria, click Find.

The window displays the installed base in the form of a tree.
8. View the details of any node on the tree by clicking it.

9. Select any item instance that you want to add, holding down the CTRL and Shift
keys for multiple selections.
10. Click OK to return to the Service Contracts Authoring window.

Each selection creates an individual line in the Effectivity secondary tab.

Entering a Customer Product into Oracle Installed Base

You can cover a product that does not have an item instance in Oracle Installed Base.
You may have to create an instance if you provide service for products that a customer
purchased from a third party such as a vendor or a dealer, for example.

Prerequisites

e Setup product as an item in Oracle Inventory.

e Enter a service line.

To enter a customer product into Oracle Installed Base:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.
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2. Select the service for the product that you are about to create.

3. Select the Effectivity secondary tab.

4. Select New Instance. The Create Item Instance window appears.

Contract Mumber 22845

[ Service Line

Humber |1 Hame |WF|23795 Description |Extended Motebook PC Service Pr
Start Date 26-APR-2006 Enci Date [25-APR-2007 Duration | 1|vear

Creata

rance Curreni LDBatiU" Wa’ranty
ltem Party Arcount Gty Lom Installed Diste Type Party Address | L

J(3554888  [Business World 1608 [ 1[eact [26-APR2006  |Party Site ~|[BusinessWo 2391 L STRI¥ | |~
| =Rl

| o []
| o Ug

7 =

Descripiion |Sentinol Standard Desktop TPD

—_—
[ Clear Record

1. Select the product to add from the Item LOV.

2. Enter a quantity.

3. Selecta UOM from the LOV.

[ oK Cancel

4. Select a location type from the Current Location Type list, such as Party Site.

5. Select a party from the Current Location Party LOV.

6. Select an address from the Current Location Address LOV.

7. Click OK.

The Service Contracts Authoring screen appears, and the new item instance

appears within the Effectivity secondary tab.

8. Save.

Covering Parties

You can cover one or more parties with a service. A party is a customer in your

database. This can be an individual consumer or an organization.

Prerequisite

Create a contract of category Service Agreement.
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To cover parties:
1.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select the service.
Select the Effectivity secondary tab.

If you are covering a small number of parties and you know the party names or a
partial party names, then make your entries on separate sublines. For each party:

1. Inanew line, select Party as the Level.

2. Enter the name or partial name in the Name field. (Use the % sign to indicate
omitted characters.)

3. Press the Tab key.

If the application does not find a unique match, it opens a search window
where you can refine your search.

To enter multiple parties at the same time or if you do not know the name of the
party, then you can make a selection from a list of the parties in your database
displayed in a logical tree:

1. Click on the LOV indicator in the Name field.

The Party window appears.
2. Select Related Customer from the Customer Context list.

3. Click Find.

The window displays a list of parties that are related to the customer on the
contract.

4. Select one or more parties (use the Shift and Ctrl keys for multiple selections).

5. Click OK.

Save.

Covering Customer Accounts

You can select one or more customer accounts (party accounts) to cover with a service.
You can cover the accounts belonging to the parties in the contract or to any parties
with a relationship to them.
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Prerequisite

Create a contract of category Service Agreement.

To cover customer accounts:

1.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select the service.

Select the Effectivity secondary tab.

If you know the party that owns the account, you can enter each account
individually as a subline. For each subline:

1.

Select Customer for your Level.
In the Name field, enter the name or partial name of the party.

Press the Tab key.

The application displays a list of accounts for the party that you specified in a
search window.

Select the account to cover or refine your search by adding the % sign and the
account number to the search term.

Click OK.

The Name field displays the name of the party. The Description field displays
the account number.

To enter multiple parties at the same time or if you do not know the party name or

account, then you can browse through a list of related parties and accounts:

1.

In a new line, select Customer for your Level.

Click on the LOV indicator in the Name field.

The Party window appears.
Select Related Customer from the Customer Context list.

Click Find.

The window displays a list of parties that are related to the customer on the
contract.

You can view the accounts for the parties listed, by clicking the party node.
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6.

5. Select one or more accounts (use the Shift and Ctrl keys for multiple

selections).
6. Click OK.
Save.

Covering Party Sites

You can cover one or more party sites with a service.

Prerequisite

Create a contract of category Service Agreement.

To cover party sites:

1.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select the service.
Select the Effectivity secondary tab.

To enter individual sites for which you know the site numbers, enter each site on a
separate subline:

1. On a new line, select Site as the Level.

2. Enter the site number in the Name field. The site number is the unique
identifying number that is generated by the application for each party address.

To cover multiple sites at the same time or if you do not know the site number, then
you can find the site to cover by browsing through a list of customers and their
sites. See Browsing Through Party Sites, page 3-30.

Browsing Through Party Sites

You can select sites to cover by browsing through a list of sites organized by party.

Note: When coverage is provided for a product, the Installed At
location in Oracle Installed Base is the site that is pertinent when
coverage is provided for that product. When you create a service
request the contract will not appear as an Open Contract unless the
product is Installed At the designated site. If Party Type Is HZ
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Location, then the entitlement check does not return that contract line.
Coverage is not provided if the Party Type for the Installed At location
is not Party Site. Changing the Installed At address in the Service
Request does not mean that the product will be covered under the
designated contract.

Prerequisite

Enter a service line.

To browse through party sites:

1.

10.

11.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select the service line.
Select the Effectivity secondary tab.
On a new line, select Site from the Level LOV.

Click the LOV indicator in the Name field.

The Site window appears.

Restrict which parties to display by choosing a Customer Context:
* To view only the sites for the contract customer, select Customer.

* Related Customer: Displays the parties with a relationship to the customer
in the Oracle TCA party model.

* Both: Displays both the customer and related parties.
e All: Displays all parties in the database.
To restrict the list that is displayed to a particular party name, enter a name or

partial name.

Click Find.

The window displays a list of parties that meet your criteria.
View the sites for any party, by clicking the party node.
Select the sites to cover (hold down the Shift and Ctrl keys for multiple selections).

Click OK to return to the Service Contracts Authoring window.
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Covering Systems

You can cover one or more systems with a service. A system is a grouping of item
instances that are created in Oracle Installed Base.

Prerequisite

Create a contract of category Service Agreement.

To cover systems:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service.
3. Select the Effectivity secondary tab.

4. To enter systems individually when you know the system names, for each system:
1. On anew line, select System from the Level LOV.

2. Enter the name or partial name in the Name field. Use the % sign to represent
missing characters.

3. Press the Tab key.

5. To enter multiple systems at the same time or if you do not know the system names,
you can browse through a list of systems by party, party account, or party site. See
Browsing Through Oracle Installed Base Systems, page 3-24.

Browsing Through Oracle Installed Base Systems

You can identify and select systems for coverage by browsing through a list of systems
organized by party, party account, or party site.

Prerequisite

Enter the service line.

To browse through Oracle Installed Base systems:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service line.
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Select the Effectivity secondary tab.

Select System from the Level LOV.

Click the LOV indicator in the Name field.

The System window appears.

To limit the number of customer systems to browse through at any one time, you

can:

Select different views
By making a selection from the Level list, you can view systems by:

* Customer account, by choosing Customer.
e Party, by choosing Party.

e Party site (identified by its number), by choosing Site.

Specify which parties to display by choosing a Customer Context. You specify
what customer records display. The choices are:

* Customer: Limit the display to the party entered as the customer in the

contract.

* Related Customer: Show parties with a relationship to the customer in the
Oracle TCA party model.

* Both: Show both the customer and related parties.
e All: Show all parties in the database.
Restrict the list that is displayed in the window

Enter a search term in the Name field to restrict what is displayed in the list.

For example, if you have selected Party as the level, you can limit the display to
a specific party by entering its name in this field.

After you have entered the desired display criteria, click Find.

The window displays the systems in the desired view of the installed base systems
in the form of a logical tree.

View the systems in any node on the tree by clicking it.

Select the systems that you want to cover (use the Shift and Ctrl keys for multiple

selections).
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10. Click OK to return to the Service Contracts Authoring window.

Covering Inventory ltems

You can cover one or more Oracle Inventory items with a service. You can cover
multiple quantities of the item on each subline.

Prerequisites

e Create a contract of category Service Agreement.

¢ Identify the Oracle Inventory item name of the item to cover.

To cover inventory items:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service.

3. Select the Effectivity secondary tab.

4. Select Item for your Level.

5. Use the Name LOV to enter the item name.

6. Save.

7. Navigate to the Pricing tab.

8. Enter the quantity of item that is being covered in the Qty field.
9. Select the unit of measure using the UOM LOV.

10. Save.

Viewing Details About a Covered Product

The products that are covered by a service line are identified in the Service Contracts
Authoring Window by their Oracle Inventory names. You can view the complete details
about a covered product (an instance in Oracle Installed Base), including the installation
address, installation date, and pricing information.

Prerequisites

e Setup the product as an item in Oracle Inventory.
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e Enter a service line.

To view details about a covered product:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service covering the product.
3. Select the Effectivity secondary tab.
4. Select the covered line to display. The Level must be of type Product.

5. Click Product Details.

The Product Details window appears with the information.

Note: For service contracts of category Warranty and Extended
Warranty, you can view details for all of the covered products at
the same time, by clicking the Show All Products button.

Maintaining Pricing Attributes for Covered Products

The pricing attributes can be maintained for any of the covered products.

To maintain pricing attributes for Covered Products:

1. From the Service Contracts Authoring window, select the Lines tab and the
Pricing/Products subtab, and then select the service line to update.

2. Select the Effectivity secondary tab and highlight a covered product.
3. From the Actions menu select Pricing Attributes.

4. Select the Pricing Context from the LOV. For each Pricing Context, you can enter
the pricing attributes in the corresponding descriptive flexfield.

5. Click Apply to save the pricing attributes

Specifying How the Service Prints on an Invoice
By default, Oracle Receivables prints both the line and subline on the customer invoice.

You can specify:
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®  Whether a service line and subline is omitted from the invoice, page 3-36

e What text gets printed, page 3-37

Omitting a Line or Subline from the Invoice

You can control the printing of contract line and subline details with the Invoice Print
Flag check box. By default, the application activates this check box and prints the line
and subline. You can prevent a selected line or subline from being printed on the
invoice, by clearing the check box. Omitting the line or subline from the printed invoice
does not remove the price from the invoice subtotals.

Prerequisite

Enter a service line.

To omit a line or subline from the invoice:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Surmmary
Accaunts Effactivities N Tax / Payment Optiohs Counlars Evants
Duration Peried  Pree -~ Last Contract - Brint Imvaice
Line  Lne Type Mame Linz Hel | | LIOM Frice Curr Subtotal Tax Tatal |
It serice  |wRzzzes | \ 1lrear  Month | 0,00 [ 000 000 o0 =
| O
| [
| L L L
| | L] [ | | oG
[ show &Il Products | Brice Braak, | Fiice Caleuaticn... [ Reprige | Billing .. J
Effect ity Piicing Administratinn
— Last Contract Frint Imenice
Lina Lavel Mama Line Ref Price  Curr Renewal Type
It [Produc |asa48an [ [ Full Duration ||
i O
............ .
[
Daccription |Semlnel Standard Deskiop TPD

2.  To omit a line from the invoice, clear the Print Flag check box on the right.

3. To omit a subline from the invoice:

1. Select the line.
2. Select the Administration secondary tab.

3. Clear the Print Flag check box.
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4, Save.

Specifying the Invoice Text
You can specify what text appears on the invoice for the service line and sublines.

The application automatically creates a description of the line and sublines for you. For
contract lines, this is the service description and the effective dates separated by colons.

For example, if the service name is Gold Service and the effective dates are 01-JAN-2005
to 31-DEC-2005, then the text invoice reads:

Gold Service:01-JAN-2005:31-DEC-2005.
For covered sublines, the description also includes the name of the item that is covered.

If you have sold Gold Service, 01-JAN-2005 to 31-DEC-2005, for washing machine
SuperWash, then the generated description reads:

Gold Service:01-JAN-2005:31-DEC-2005.
Prerequisite

Enter a service line.

To specify the invoice text:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the service covering the product.
3. Modify the line descriptions in the Invoice Text field.

4. If you are billing for individual covered items, then:

1. Select the Pricing/Product subtab.

2. Select the Effectivity secondary tab and modify the text in the Invoice Text
field.

5. Save.
6. You can copy the description you have entered to the sublines by using the Cascade

Attributes option from the Actions menu. See Applying Changes from a Service
Line to the Covered Sublines, page 3-58.
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Specifying a Billing Schedule

You can specify how the application bills the customer for a service and when the
application sends the billing records to Oracle Receivables.

You can bill a customer for a service either at the contract line level or separately for

each of the sublines that are covered by the service. If you are billing separately for each

subline, then you can create a different billing schedule for each.

If you entered a billing schedule at the contract header level, then this schedule passes
to the line level.

Prerequisite

Enter a service line.

To specify a billing schedule:

1.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select the service line to set up.

Click Billing.

The Billing window appears.

Select a billing level from the Level LOV:

¢ Equal Amount: to bill for equal amounts over the billing period and have
control over the amount as well as the billing periods.

* Top Level: to bill customers for the service as a whole.

e Covered Level: to bill customers at the level of each subline.

Specify the billing schedule by entering one or more billing streams. This is the
same procedure as is used for creating schedules at the header level. See Entering a
Billing Stream, page 2-13 for details.

If you chose Covered Level you can modify the billing schedule for any of the
sublines:

1. Select the service line on the Lines tab and Pricing/Products subtab.
2. Select the Pricing secondary tab.

3. Select the subline that you want to modify.
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4. Click Billing.

The Billing window appears for this subline.
5. Create a billing schedule for this subline using one or more billing streams.

6. Click OK.

Pricing What a Service Covers

The application automatically prices a service on an Oracle Inventory item or a product
that the customer owns (an item instance in Oracle Installed Base) based on the price
list.

Following is a summary of how pricing works for covered products, whether you are
adding an existing item instance to a contract as a covered product or creating new item
instances and adding them to the contract:

* Obtaining an Asking UOM:

If Price UOM for a covered product is NULL, Oracle Service Contracts passes the
service duration UOM on the covered product subline as the Asking UOM for the
pricing call.

Note: The UOM for service duration is always converted to the
highest possible UOM. For example, if you enter 365 days as the
service duration for the subline, at time of save the service duration
is updated to 1 year. If Price UOM is present on a covered product
subline, the Price UOM takes precedence over the service duration
UOM and the application passes it as the Asking UOM for the
pricing call.

e Pricing the Service:

If you define a service price in the same UOM as the Asking UOM, then the price is
returned at a rate/uom for the same UOM that is passed as the asking price.

Example
¢ Asking UOM is Month

¢ Price List has price defined as Month is $100 and Year is $900
® Service duration is 4 months
®  Price is $400 (Quantity 4 at a monthly price of $100)

e  Unit Price = $100
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If you do not define a service price in the same UOM as the Asking UOM, then the price
returns as follows:

1. If your Price List has a price defined for a UOM for which the Primary check box is
selected, then the price list price/UOM is converted into a price/asking UOM to
derive the service price.

Example
e Asking UOM is Month

e  Price List has following prices:

e Month is $100; Precedence is 20

*  Year is $900; Primary UOM; Precedence is 20

e Service duration is 4 months
e Price returned is $300 (Quantity 4 multiplied by ($900/12))

e Unit Price is $900

Note: Unit Price is based on the price list UOM the application
uses to calculate the price.

2. If your Price List has more than one price defined for a UOM for which the Primary
check box is selected, then the price list UOM with the highest precedence is used.

Example
¢ Asking UOM is Month

e  Price List has the following prices:

e Month is $100; Precedence is 20

® Year is $900; Primary UOM; Precedence is 20

e Quarter is $270; Primary UOM; Precedence is 10
e Service duration is 4 months
e Price is $360 (Quantity 4 multiplied by (270/3))

e Unit Price is $270

Note: Unit Price is based on the Price List UOM that the
application uses to calculate the price.
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3. If Price List does not have a Price List UOM that is the same as the Asking UOM
and the price list does not have a price defined in another UOM selected as a
Primary UOM, then the application does not return a price for the Asking UOM.

The preceding logic applies for both Covered Product pricing and Covered Item
pricing.

You must price the other covered levels manually. For this reason, you must use
different procedures for entering and adjusting prices:

Adjusting the Price of a Service for a Covered Product or an Item, page 3-41, Pricing
Service for a Party, page 3-41.

Additional ways of adjusting prices for your customer are covered in Adjusting Prices,
page 7-1.

Adjusting the Price of a Service for a Covered Product or an Item

The application automatically prices a service for an inventory item or a covered
product (an item instance in Oracle Installed Base) using the price list that you entered
on the Effectivities subtab.

To reprice, you can:

¢ Apply preset discounts and surcharges by using the pricing Adjustments window
(a selection from the Tools menu). See Entering Price Adjustments, page 7-3.

* Adjust the price manually directly in the Authoring window when you enter the
subline. See Manually Adjusting the Price, page 3-42.

* Change the price list on the Effectivities subtab. See Repricing a Service by
Changing the Price List, page 3-41 for details.

Repricing a Service by Changing the Price List
You can reprice the service line or an individual subline by changing the price list.
Prerequisite

Enter a service line.

To reprice a service by changing the price list:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select a different price list from the Price List LOV.

3. Save.
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4. Select the Pricing/Products subtab.
5. Select the line that you want to reprice.

6. To reprice an individual subline:

1. Select the Pricing secondary tab.
2. Select the subline that you want to reprice using the new price list.

3. Click Reprice to update the price.

7. To reprice the whole line, click Reprice on the subtab itself.

8. Save.

Manually Adjusting the Price

You can manually adjust the price of a service covering an inventory item or a covered
product (Install Base item instance) in one of two ways:

* By applying discounts or surcharges that are preset by the administrator using the
Adjustment window. See Entering Price Adjustments, page 7-3.

¢ By modifying the price directly in the authoring window as described in this
procedure.

Note: Your application administrator must set up this item or
product with a manual modifier in Oracle Advanced Pricing for
you to be able to adjust the price using this method.

Prerequisite

Enter a service line.

To manually adjust the price:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service line to adjust.
3. Select the Pricing secondary tab.

4. Select the subline to reprice.
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5. Adjust the price using one of the following methods:

* Enter a different price in the Subtotal field and click Save. For example, if the
service costs $100, then you can give the customer a 10% discount by entering
90.

Note: The application applies the discount that you enter here
provided that the application administrator has set the system
profile OKS: Use Advanced Pricing for Manual Adjustment to
Yes. You can verify whether the item has been discounted by
clicking the Price Calculation button. See Viewing Adjustments
for the Whole Contract, page 7-7.

¢ If your organization prices a service based on different time increments, for
example charging a different price if the service is purchased by the year, by the
quarter, or by the month, then you can use the Price UOM to specify which
increment to use to calculate the price. If you do not sell by different
increments, then leave this field blank.

To reprice:

1. Select a length from the Price UOM LOV.

2. Save.

See About Changing the Basis for Pricing a Service, page 3-43 for details on
when and how to use this repricing method.

6. If you are not satisfied with the changes you have made, you can restore the
original price by clicking Reprice.

Changing the Basis for Pricing a Service

If your organization prices the same service based on different time increments, for
example offering different prices for a year contract and a monthly contract, you can
specify which increment price will be the basis for charging the customer by making an
entry in the Price UOM field.

This enables you to:
¢ Offer a customer any of the available prices for the service.
For example, you can offer a customer who wants to purchase a service for nine

months either the monthly, the quarterly, or the yearly price.

* Ensure that a customer purchasing a contract for an irregular time period is charged
the correct price.
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If you do not make any entries in the Price UOM field, then the application charges
the customer based on the value of the Period field on the Lines tab, Effectivities
subtab. The period, which is passed by the application, may not always be the one
that you want to use as the basis for charging the customer.

Suppose your organization offers a service in yearly, quarterly, and daily
increments, and a customer wants to start the service on January 1, 2005 and end it
on January 4, 2006. Because this period of one year and five days is not divisible by
one year or a quarter, the application uses a day as the period.

This means that, unless you enter a different basis in the Price UOM field, the
customer will pay 370 times the price of a daily contract rather than the price of a
yearly contract plus a prorated price for the extra five days.

Note: If you specify a UOM that is not priced on the price list, the
application charges the customer based on the price of the UOM
that the administrator has specified as primary. If the UOM is not
priced and no UOM is designated as primary, then the application
returns a price of 0.

Pricing Service for a Party, Customer Account, Site, or System

You can price a service for covered levels that are not priced automatically: party,
customer (party) account, site, and system. You must price each subline individually.

Prerequisite

Enter a service line.

To price a service for parties, customer accounts, sites, and systems:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the service line to set up.
3. Select the Pricing secondary tab.
4. Select the subline to price.

5. Enter the price using one of the two following methods:
® Calculate the extended price for the service based on a quantity and unit price:

1. Enter the quantity in the Qty field.

2. Select the unit of measure from the UOM LOV.
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3. Enter the unit price in the Unit Price field.

4. DPress the Tab key.

The application calculates the extended amount.

5. You can modify the subtotal.

Note: The entries that you make here are optional. They are
designed to aid you in making the calculation only.

¢ Enter the price directly into the Subtotal field.

6. Save.

Specifying a Payment Method for a Contract Line

This group of procedures explains how to specify a payment method for a specific
contract line.

® Specifying Payment by Credit Card or Commitment Number, page 3-45
® Requiring a Purchase Order, page 3-46
® Specifying a Purchase Order Number, page 3-46

To specify the same payment method for all the lines in your contract, instead create a
default payment method on the Summary tab according to the procedure that is
described in Specifying a Payment Method, page 2-23.

If you have already set up the default payment method, then payment information
automatically appears.

Specifying Payment by Credit Card or Commitment Number

Commitments represent a customer's prepayment for goods or services (prepayments)
or contractual agreements (guarantees). Commitments are set up in Oracle Receivables.

Prerequisite

Confirm the setup of commitments in Oracle Receivables. See the Oracle Receivables User
Guide.

To specify payment by credit card or commitment number:

1. From the Service Contracts Authoring window, select the Lines tab and
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Exemption/Payment Options subtab.

2. To specify payment by credit card:
1. Select Credit Card from the Payment Type list.

2. Enter the credit card number using the LOV.

Note: You can enter an expiry date only for new credit cards.

3. To specify payment by commitment:

1. Select Commitment Number from the Payment Type list.

2. Enter the commitment number using the LOV.

4, Save.

Requiring a Purchase Order

You can require the entry of a purchase order number for the contract line. The contract
then cannot pass the QA check and become active unless a purchase order is entered for
every line.

To require a purchase order:

1. From the Service Contracts Authoring window, select the Lines tab and
Exemption/Payment Options subtab.

2. Inthe Payment Method region, select the Purchase Order Required check box.

3. Save.

Specifying a Purchase Order Number

You can enter a purchase order number in a contract line. This number is sent to Oracle
Receivables and appears on customer invoices.

To specify a purchase order number:

1. From the Service Contracts Authoring window, select the Lines tab and
Exemption/Payment Options subtab.

2. In the Payment Method region, enter the purchase order number in the PO Number
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field.

3. Save.

Modifying Coverage Provided by a Service

Each service that you select as a contract line item comes with a predefined list of what
that service covers (terms of coverage). This includes:

e Covered business processes (service fulfillment channels)

* Pricing and discounts

* Time zones covered, and the days and times that coverage is available
¢ Required reaction and resolution times

e Preferred resources to carry out the work

Your administrator defines the coverage terms that are included in a service offering,
using a coverage template at the time the service item is defined in Oracle Inventory.

You can modify any of the coverage provided for an individual service line in the
contract. For example, you can change the response time, or extend a service providing
weekday telephone support to cover weekends as well. However, the contract price is
not affected by any of the modifications that you make in an individual contract, so
your organization may prefer to make any coverage changes in the coverage template
itself.

Prerequisite

Enter a service line.

To modify coverage provided by a service:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the service line to modify.

3. Click Details.

The Service Contracts Coverage window appears.
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4. Click Customize to create contract-specific coverage terms.
5. Modify the coverage as described in Defining Standard Coverage, page 23-7.

6. Click Reapply Standard to reapply the standard coverage terms to the service line.

Note: You can customize the coverage terms for an approved and
activated contract; however, you cannot reapply the standard
coverage template to a service line once it appears on an approved
and activated contract.

Scheduling Preventive Maintenance Activities

This procedure is for scheduling periodic activities only. For scheduling activities based
on usage, for example, maintaining a printer based on the number of copies made, you
must use Oracle Complex Maintenance, Repair, and Overhaul.

If preventive maintenance activities are required as part of the service that you have
entered in a contract line, then the application includes these along with the other
coverage details that are attached to the item.

The application administrator can set up the application to automatically schedule these
maintenance activities for you when you enter the contract line. The scheduled dates
are the planned start dates of any service requests the application generates to carry out
the work.

You can:
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® Specify new dates when each of the activities is to start.
The dates that you enter become the planned start dates in any service requests that
the application generates for these activities.

® Specify a range of dates that the maintenance activities are to start.

The start date of each activity is the planned start date in the corresponding service
request.

Note: The application can automatically generate a schedule based
on start dates only. To specify a date range, you must enter the start
and end dates into the contract manually.

Prerequisites
e Enter a service line.

* Confirm the setup of the preventive maintenance program and associated activities
in Oracle Complex Maintenance, Repair, and Overhaul.

To schedule preventive maintenance activities:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the service line to modify.

3. Click Edit Coverage.
The Service Contracts Coverage window appears.

The preventive maintenance program that is associated with the service line by
your application administrator appears in the Program name field in the Preventive
Maintenance region of the window.

The preventive maintenance program encompasses the required maintenance
activities for the product. Both the program (also called a maintenance requirement)
and its activities are set up in Oracle Complex Maintenance, Repair, and Overhaul.

4. Click Schedule.

The Preventive Maintenance Schedule window appears showing the Program
Schedule tab. If the application administrator has set up a schedule for this
program, then the Schedule region is already populated with dates.

The maintenance activities that you must schedule are listed on the Activity
Schedule tab.

5. You can schedule the preventive maintenance activities in one of two ways. You
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6.

can:

* Create a template schedule on the Program Schedule tab and use that schedule
to schedule multiple activities. See Scheduling Multiple Activities, page 3-50.

* Create a separate schedule for each activity. See Scheduling Individual
Activities, page 3-51.

Click OK.

Scheduling Multiple Activities at the Same Time

You can later modify the default schedule to create a unique schedule for each activity.

Prerequisites

Enter a service line.

Confirm the setup of the preventive maintenance program and associated activities
in Oracle Complex Maintenance, Repair, and Overhaul.

Associate a preventive maintenance program with a coverage template.

To schedule multiple activities at the same time:

1.

From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

Select the service line to modify.

Click Edit Coverage.

The Service Contracts Coverage window appears.

Click Schedule in the Preventive Maintenance region.

The Preventive Maintenance Schedule window appears.
Select the Program Schedule tab.

If the customer must approve scheduled tasks in the service request before they are
performed, then select the Confirmation Required check box.

Create a default schedule for the activities in the Stream Levels region. See
Scheduling Activities at Regular Intervals Using Schedule Streams, page 3-52.

To default this schedule to multiple activities:
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1. Select the Activity Schedule tab.

2.  Make sure that only the Select check boxes for the activities you want to set up
are selected.

3. Click OK.
The application asks you whether you want to copy the schedule to the
activities.

4. Click Yes.

To pass this schedule to a single activity:

1. Save.

L

Select the Activity Schedule tab.
3. Select the activity by placing your cursor in any field on the line.

4. Click Populate from Program.

The application copies the default dates or date ranges to the selected activity.

Scheduling Individual Activities

Prerequisites

Enter a service line.

Confirm the setup of the preventive maintenance program and associated activities
in Oracle Complex Maintenance, Repair, and Overhaul.

Associate a preventive maintenance program with coverage template.

To schedule an individual activity:

1.

From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

Select the service line to modify.

Click Edit Coverage.

The Service Contracts Coverage window appears.

Click Schedule in the Preventive Maintenance region.
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The Preventive Maintenance Schedule window appears.
5. Select the Activity Schedule tab.

6. Make sure that only the activities you want to set up are selected using the Select
check box to the right of the Activity region.

7. If you have created a default schedule that you want to use to schedule this activity,
then click Populate from Program.

The application passes the schedule that you have created on the Program Schedule
tab.

8. To create a separate schedule for this activity, create the schedule in the Stream
Levels region. See Scheduling Activities at Regular Intervals Using Schedule
Streams, page 3-52.

9. If the customer must approve the tasks in the service request before work starts,
then select the Confirmation Required check box that is located to the right of the
activity.

10. Save.

Scheduling Activities at Regular Intervals Using Schedule Streams

You can schedule an inspection every month for a piece of equipment that requires 12
inspections during the year.

Each set of regular dates is called a schedule stream. You can set up any number of such
schedule streams using this procedure to handle complex requirements. For example, if
a piece of equipment requires two inspections in the first year and six for every year
thereafter, you can schedule the semiannual inspections for the first year using one
stream and use the second stream to create the schedules for the six inspections in the
second year.

You can use this procedure on both the Program Schedule and the Activity Schedule
tabs, depending on whether you are creating a default schedule for all the activities in a
program or scheduling individual activities. See Scheduling Multiple Activities at the
Same Time, page 3-50 and Scheduling Individual Activities, page 3-51.

To schedule an activity at regular intervals using a scheduling stream:

1. From the Preventive Maintenance Schedule window, navigate to the Stream Levels
region:

2. If this is the first stream, then:
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1. Enter 1 in the Seq Num field.
The application passes the start date from the start date of the contract line.

2. Enter the number of times that you want the activity to be performed in the
Periods field

3. Enter the length of each period in the UOM/Period and UOM fields. For
example, to schedule an inspection once a month, enter 1 in the UOM/Period
field and select Month from the UOM LOV.

The application supplies the end date.

If this is an additional stream, then:

1. In the Seq Num field, enter a number corresponding to the order in which the
periods are created.

The sequence numbers for scheduling streams must be in order of the dates in
the schedule. To schedule an activity earlier than an existing activity, reorder
the entire sequence.

The application passes the start date from the end date of the previous stream.

2. Enter the length of each period in the UOM/Period and UOM fields. For
example, to schedule an inspection once a month, enter 1 in the UOM/Period
field and select Month from the UOM LOV.

The application supplies the end date.

To postpone the scheduled start of the first activity in the stream, enter an offset
period by either of these two methods:

e Enter a different date in the First Date field.

¢ Enter the number of periods in Offset Period and the length of the offset period
in Offset UOM.

To create a schedule based on individual suggested dates, select the Auto Schedule
check box.

To create a schedule based on a date range, clear the Auto Schedule check box.

Click Schedule to generate the schedule.

The application displays the generated schedule in the schedule region.

If you left the Auto Schedule check box cleared, the application permits you to enter
a date or a date range to replace the automatically generated date.

Enter the date range for any of the scheduled dates in the From and To fields.
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9. Save.

Viewing Maintenance Program and Activity Details

Both the program and activities are set up and maintained in Oracle Complex
Maintenance, Repair, and Overhaul. See Oracle Complex Maintenance, Repair, and
Overhaul User’s Guide for details.

Prerequisite

Enter a service line.

To view maintenance program and activity details:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the service line to modify.

3. Click Edit Coverage.
The Service Contracts Coverage window appears.

¢ To view details about the program, click View Program on either the Program
Schedule or the Activity Schedule tabs.

The application opens a new browser window displaying the details of the
maintenance requirements.
* To view details about individual activities:

1. On the Activity Schedule tab, select the activity in the Activity region.

2. Click View Activity.

The application opens a new browser window displaying the details of the
activity. See Oracle Complex Maintenance, Repair, and Overhaul User’s Guide
for details.

* To view the maintenance history of the product that the customer owns:
1. On the Program Schedule tab, click History.

The application displays the Search Unit Maintenance Plan page in a
separate browser window. Search for the maintenance history for the
product according to procedures described in Oracle Complex Maintenance,
Repair, and Overhaul User’s Guide.
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Updating Scheduled Service Dates for a Maintenance Program

Companies that perform preventive maintenance sometimes need to update schedule
maintenance dates on active contracts to accommodate customer requests to reschedule
planned service. For example, the scheduled maintenance may fall on a holiday, the
equipment may not be available for service on the date scheduled, or the equipment
may not need servicing due to a low level of usage. Program schedule dates and activity
schedule dates can be updated if Auto schedule is cleared and a service request has not
been generated for the scheduled maintenance.

Prerequisites:

e Enter a service line.
® Associate a preventive maintenance program with the coverage template.
* Activate the contract.

* Confirm Open for Update allowed for Active status contracts.

To update activity schedule dates:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the service line to modify.

3. Click Edit Coverage.

The Service Contracts Coverage window appears.

4. Click Schedule in the Preventive Maintenance region.

The Preventive Maintenance Schedule window appears.
5. Select the Activity Schedule tab.

6. Select an Activity on which to update scheduled maintenance dates.
Dates in activity schedules can be updated only if:

e Auto Schedule is cleared.

® A Service Request has not already been created for the scheduled maintenance.

To update program schedule dates:

1. From the Service Contracts Authoring window, select the Lines tab and
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Effectivities subtab.
2. Select the service line to modify.

3. Click Edit Coverage.

The Service Contracts Coverage window appears.

4. Click Schedule in the Preventive Maintenance region.

The Preventive Maintenance Schedule window appears.

5. Select dates to update in the program schedule.
Dates in the program schedule can be updated only if:
¢ Auto Schedule is cleared.
* The new scheduled service date is greater than the latest scheduled service date

for any activity under the program for which a service request has already been
created.

Ending Service Lines on a Day Specified by the Customer

You can define a cotermination date, which is a date that has been chosen by the
customer as the end date for all service lines:

* About Cotermination, page 3-56

* Applying the Cotermination Date to a Service, page 3-57

About Cotermination

To simplify renewals and accounting, customers sometimes request all contracts to
terminate on the same date, such as the end of the calendar or fiscal year. This date is
called the cotermination date.

Your application administrator can set up a cotermination date for a customer account.
The customer account for the service line is the bill to account that you enter on the
Lines tab, Accounts subtab.

You can tell that a cotermination date exists for the service line, when the Coterminate
and Coterminate All buttons are enabled.

Note: You cannot apply the cotermination date for contracts with a
status of Active.

If the cotermination date falls too close to the start of the service in your contract, the
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application automatically extends the service until the same cotermination date the
following year. For example, if a customer purchases six months of service in December
1 and the cotermination date on December 31 then the application extends the service
until December 31 of the following year instead of selling just one month-worth of
service. Just what minimum service length triggers the extension is determined by the
values in system profiles OKS: Minimum Duration and OKS: Minimum Period.

Applying the Cotermination Date to a Service
Prerequisites

e Enter a service line.

e Confirm that the contract is in Entered status.

To apply the cotermination date to a service:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. Select the service line to end on the cotermination date.

3. Click Coterminate.

The new end date that you have entered does not automatically apply to the items
that are already covered by the service. If you have already specified what the
service covers, then you must copy the new end date using the Cascade Attributes
window.

Specifying Tax Status
You can enter tax exemption information

If you have already set up a default tax status for all lines, then the tax status fields are
already populated for you.

Prerequisite

Enter a service line.

To specify tax status:

1. From the Service Contracts Authoring window, select the Lines tab and
Exemption/Payment Options subtab.

2. Inthe Tax Exemption region, select the customer's tax status from the Control LOV.
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3. If you entered Exempt, then select the tax exemption number from the Number
LOV.

This populates the Reason field.

4. Select the code that is used to determine the tax rate from the Tax Classification
Code LOV.

Note: If you entered Exempt, you can still select Tax classification
code.

5. Save.

Applying Changes from a Service Line to the Covered Sublines

If you change the length of a service, for example by applying a cotermination date, you
must apply them to any existing sublines. You can also use this procedure to copy the
following line attributes to the sublines:

¢ Invoice text
* Renewal type
* Printing preferences (the setting of the Invoice Print Flag)

Prerequisite

Identify a contract with sublines (what the service covers) and modify the dates for the
service later.

To apply changes from a service line to the covered sublines:

1. From the Service Contracts Authoring window, select Cascade Attributes from the
Actions menu.

The Cascade Attributes window appears.

2. Select Lines to Sublines from the Cascade list.

3. Select the check boxes for the line attributes that you want to apply.

4. Select the sublines that you want to copy to on the right side of the window. You
can use the check boxes to the right to select individual sublines, or the Select All

button.

5. Click Submit.
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Assigning Sales Credits for a Contract Line

You can assign both revenue and non-revenue credits.

To assign sales credits for a contract line:

1. From the Service Contracts Authoring window, select the Lines tab and select the
service to enter sales credits for on any of the subtabs.

2. Select Sales Credits from the Actions menu.

The Sales Credits window appears.

Contract Mumber (21227 Service Mame |WRZ3763 Party Marme |Vision Operations
adifier Start Date [29-JUN-2003 End Date [24-JUN-2005

— Sales Credits

Sales Person Sales Group Credit Type %%
.|Ruherlsun, Ms. Barhara |Quuta Sales Credit 100.0000 =

-

| -

Revenue Total 100 %
Man Revenue Tatal 05

( [8]74 | [ Cancel J

3. Enter the sales agents and the revenue and non revenue credit that they are to
receive. Sales group entry is optional. Revenue credit must always add up to 100
percent.

4. Click OK.

Updating Service

You can use the Update Service window to review existing service information and
select one or more new replacement services for the covered products on the contract
line. You can assign a percentage of the price of the former service to the new service
lines.
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The Update Service window is intended for use on entered status contracts, generally
during the renewal process. For example, a customer has a contract with a line that
covers 500 laptops for Bronze service, which covers Monday through Friday from 8 a.m.
to 5 p.m. After the customer restructures their service offerings, Bronze service is no
longer offered. Level II support is the comparable offering. To make contracts reflect the
new offering, rather than adding a new line and adding all the covered products to that
line, select the old service line and click Update Service, select the new service, and
indicate what percentage of the existing service's price should be applied to the new
service. This amount does not need to equal 100%. It can be more or less depending on
the appropriate value for the new service. Contract value and billing schedule amount
are adjusted accordingly. Coverages and invoice text are not changed. The renewal
relationship to the prior contract is not lost when Update Service is performed on a
service line. The Update Service function is not available for Usage and Subscription
lines.

To update service:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products tab.

2. Select the service line to update.
3. From the Tools menu select Update Service.
4. Review the Contract Line region to make sure this line should be updated.

5. From Update Service region, select the new service item from the Name LOV. This
is the item replacing the item that is shown at the top of the form.

6. In the Prorate column, indicate the percentage of the price from the existing service
item that should apply to the new service item. For example, if the existing item is
$150 and the new item should cost $75, enter 50 to see a final price on the new line
that is equal to 50% of the old line.

7. Enter additional service lines as necessary. The prorate column does not need to
total 100%. You will receive a message indicating that the total is more or less. Select
OK to proceed or cancel to return to the form.

8.  When all of the new lines have been entered, click Apply. The existing service item
disappears and the new service items appear. The new price is reflected for the line
item. The billing schedule reflects the new pricing as well.

Applying Default Values to Existing Contract Lines

You can apply values that you have entered in the Summary tab of the contract down to
existing lines.
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Note: For information about applying changes from a service line to a
subline, see Applying Changes from a Service Line to the Covered
Sublines, page 3-58.

To apply default values to existing contract lines:

1.

From the Service Contracts Authoring window, select Cascade Attributes from the
Action menu.

The Cascade Attributes window appears. The window automatically disables
contract attributes that have not yet been entered. For example, if you have not
entered any sales credits in your contract, the Sales Credits check box is disabled
and you cannot cascade sales credits.

Select Header to Lines from the Cascade list.

Select the check boxes next to the attributes that you want to apply to the contract
lines. You can cascade the following values from the header to existing contract
lines:

o Effective dates: The dates entered in the Start Date and End Date fields.

Note: If you are changing the effective dates of an existing
warranty line, this method changes the contract dates only. It
cannot be used to change the installed date in Oracle Installed
Base. To change both the contract date and the installed date,
then use the procedure describe in Modifying the Dates a
Warranty Is Effective, page 6-18.

Extending a contract using cascading does not reprice sublines.
Extending a contract using a mass change will reprice sublines.

* Accounting Rule: Accounting rule entered on the Summary tab and
Pricing/Billing subtab.

¢ Bill To Account: Bill To account entered on the Summary tab and Parties
subtab.

e Bill To Address: Bill to address entered on the Summary tab and Parties
subtab.

¢ Bill To Contact: Bill to contact entered on the Summary tab and Parties subtab.

® Ship To Account: Ship To account entered on the Summary tab and Parties
subtab.
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* Ship To Address: Ship To location entered on the Summary tab and Parties
subtab.

¢ Invoicing Rule: Invoicing rule entered on the Summary tab and Pricing/Billing
subtab.

¢ Exemption Control: Tax status entered on the Summary tab and Pricing/Billing
subtab.

Note: Exemption will be cascaded from header to line only if
the header and line have same party account.

e Exemption Number: Exemption number entered on the Summary tab and
Pricing/Billing subtab.

* Tax Classification Code: This LOV uses the tax classification lookup codes that
are created for Oracle E-Business Tax. By selecting a value from this LOV, you
can cascade the tax classification code to the Lines tab and Tax/Payment
Options subtab.

¢ Billing Profile: Billing profile entered on the Summary tab and Pricing/Billing
subtab.

¢ Recalculate Tax: After applying an exemption to the contract or to a service
line, recalculate tax using Cascade Attributes. You must also use cascade
attributes to recalculate tax if you enter a tax classification code on a service
line.

¢ Payment Method: Payment method and details entered in the Payment Details
region of the Summary tab and Pricing/Billing subtab, such as a credit card.

e Sales Credits: Sales credits entered at the contract header level.

® Price List: Price list that you selected on the Summary tab and Pricing/Billing
subtab. (If you changed the header price list and, at the time you made the
change did not cascade the change to the lines, you can use the cascade
attributes form to select specific lines to which to cascade the new price list).

Note: When attributes cascaded from header to line, repricing
is done for all eligible sublines that:

e Are not terminated.

e Are not 100% billed.
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¢ Do not contain manually priced sublines.

¢ Price UOM: Price UOM populated on the Summary tab and Pricing/Billing
subtab from the Global Contracts Defaults form. Price UOM can be cascaded
from header to all service lines. Although other lines will appear in the Lines
block, you cannot choose the select option for usage and subscription lines.
When Price UOM is cascaded from header to line, lines are not repriced. (If you
change the header Price UOM, you can use the cascade attributes form to
cascade the new Price UOM to selected service lines and covered levels)

Important: The Price UOM value is used in the partial period
calculation for pricing, billing, and termination. For more
information, see Entering Contract Defaults, page 2-36.

In the Lines region, specify which lines to change by selecting the check boxes to the
right of those lines. You can use the Deselect Alland Select All buttons.

Note: By default, all of the check boxes are selected so all lines in
the contract will be changed.

Click Submit.
The Transaction Log displays the status of the changes that you are about to make.

Click Apply.

Note: By default when you select a header attribute to cascade on a
contract with multiple lines all lines are selected.

To control which lines inherit specific attributes, select the attribute
that you want to cascade, and then deselect the lines that should
not inherit the attribute value. You can then select the next attribute
and deselect the lines that should not inherit the attribute.

For example, suppose you have a contract with two lines, Service
Line 1 and Usage Line 2, and you want to cascade the Accounting
Rules and Bill To Address attributes to Service Line 1 but not to
Usage Line 2. You would select the Accounting Rules attribute and
deselect Usage Line 2, and then select the Bill To Address attribute
and deselect Usage Line 2.
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4

Entering Usage Lines

This chapter covers the following topics:

¢ Opverview of Entering Usage Lines

¢ Charging a Customer for Usage

* Entering a Usage Line

e Specifying How the Customer Is Charged

¢ Charging Based on a Fixed Quantity of Usage Regardless of the Actual Usage
¢ Charging a Flat Fee Regardless of the Actual Usage

¢ Charging for Reported or Estimated Usage Per Period
® Charging Based on Reported Usage

e Entering a Counter

¢ Entering the Starting Counter Reading

¢ Creating Special Price Breaks

¢ Point and Range Price Breaks

® Deleting Special Price Breaks

® Prorating Price Breaks to Apply to Multiple Periods

* How Price Breaks Are Prorated

® Specifying a Billing Schedule for a Usage Line

® Recording Usage by Updating a Counter Reading

Overview of Entering Usage Lines

This group of topics explains how to charge customers for usage.
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Charging a Customer for Usage

To charge a customer for usage, you must enter:

* Ausage item as a contract line, page 4-2. This is where the prices for usage are
defined.

®  One or more counters as sublines, page 4-2. These track usage.

About Usage Items

About Counters

The usage item specifies the price list and the price breaks that are used to charge the
customer.

The application administrator sets up the usage items themselves as items in Oracle
Inventory, and prices them using price lists in Oracle Advanced Pricing.

For example, a bank may create price breaks on the corporate price list that offers
customers 10 free support calls per month and then charges $1.50 for each call. A copier
distributor may set up a price list to charge customers based on the volume of copies
made, for example, $0.05 for the first 1000 copies, charging $0.03 for the next thousand,
and then $0.02 for copies greater than 2,000.

You can modify the pricing and the price break ranges for each contract.

The application records customer use within counters. These can represent real devices
that measure usage such as a counter in a copier, automobile odometers, and electric
meters. The counters can also be purely logical constructs that are used to record the
number of phone calls to a call center, for example.

The application creates counters automatically each time you order a service or enter a
customer product as an item instance in Oracle Installed Base.

For example, if a bank's application administrator sets up the Gold service to track
phone calls made to the call center, then each time you add the Gold service as a line in
your contract, the application automatically creates a counter where the number of calls
can be tracked. For physical objects, such as the copier, the application creates a counter
that is linked to the Oracle Installed Base instance.

Although the application creates counters automatically for you, for each usage line you
must enter the counters that you want to use to charge the customer as sublines. This
may be just one counter, to track phone calls to a call center or to charge for copies that
are made on one printer, for example, or many counters to charge for the copies that are
made in a building, for example.

You can enter actual usage into the counters manually. Service agents can enter counter
readings in Oracle Service Contracts (see Entering the Starting Counter Reading, page
4-22), Oracle TeleService (see Recording Counter Readings in the Oracle TeleService User
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Guide), and Oracle Field Service (see Recording Counter Readings in the Oracle Field
Service User Guide). Customers can enter counter readings from a Web portal that is
created with Oracle iSupport.

How Usage Lines and Counters are Entered

The following provides an overview of how to enter usage lines and counters:
¢ If you are charging for usage as part of a service (for phone calls made to a call
center, for example), then you must enter the service as a line in your contract first.

e Enter the usage item as a line in the contract.

¢ Enter the counters as sublines.
* You identify counters that are attached to a service by the service name, the

contract number, and the line number where you entered the service.

* You identify physical counters by the inventory name of the product where the
counter is located and by that product's serial number, the Oracle Installed Base
item instance number, or both.

Note: Because of the way counters are named, you can have
only one counter per service line in a contract and one counter
per item instance in Oracle Installed Base.

You can specify various options on how to charge and bill the customer.

You can charge the customer for the actual usage that is recorded in the counter each
month and have the application estimate any missing counter readings, for example, or
you can charge a flat rate regardless of what the counter readings are.

You can also specify minimum amounts charged and the details of how customers are
credited for any overcharges.

Entering a Usage Line
Prerequisites

* Create the contract with the Service Agreement or Subscription Agreement
category.

¢ Enter required information in the contract header and Summary tab.

e If you are charging a customer for usage that is tied to a service that you are selling,
enter the service line first.

¢ Identify the prices and price breaks for the items that are set up within your
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organization.

To enter a usage line:

1. From the Service Contracts Authoring window, select the Lines tab and Accounts
subtab.

Summary .M

Accounts Effectivities Pricing / Products  Tax / Payment Options Counters Events

—BilTo————— —ShipTo
Line  Line Type Marne Line Ref Order / Line Account Location Account Lacation
l 1 ‘Llsage ‘QPVLPTerI 1608 San Jose (OPS) 1608 San Jose (OPS)

(/0

|

[
[

[ } | | | \ \ \
\

i~ Bill To Ship To
Party |Eusiness World Party |Busin9$ World

Address |2301 | STREET 101 SAN JOSE SANTA CLARACA =~ Address 7391 L STREET 101 SAN JOSE SANTA CLARA CA
95106 United States = 95106 United States

A [

—C Contacts
Role Name Address Start Date End Date L1

[=
-
Be

2. Select Usage from the Line Type LOV.
3. Select the usage item from the Name LOV.

4. The party accounts that you selected on the Summary tab and Parties subtab appear
as the Bill to and Ship to accounts. (The Account fields display the account
numbers. The Location fields display the city. The account parties and addresses for
those accounts appear at the bottom of the window.) You can select different
accounts for this contract line using the LOVs that are provided.

5. Optionally, enter billing and shipping contacts that are specific to this contract line
by following the procedure that is described in Entering Billing and Shipping
Contact for a Contract Line, page 3-10. If a contact does not exist in the database,
then you can add one by following the procedure that is described in Creating or
Modifying a Contract, page 3-10.

The contacts that you enter are different from the ones that you entered in the
contract header.

6. Select the Effectivities subtab.
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10.

Accounts .Eﬂmm Pricing / Products  Tax / Fayment Options Courters Events

Hernewal
Line  Type Mame Stalus Start Date End Date Duration Perod iy LOW |

I' usage  [oriPTRU  [Entered  [31marzor  [30-manzu0s 1/[¥ear

[Fult Dur =

1

Description |L|sage item for laser printers

Frice List |Corpulate Irvnice Text Usage item for laser printers
Usage Type r e and
® Fized Per Period © Actual by Quantity Auwzraging Intensal
I ) - ) )
Actual Per Petiod ' Megatiated Price Settlement Intenal |
Pariod (Month
Termination Method

The price list comes from the entry that you made on the Summary tab. Make sure
that the price list that is displayed in the Price List field matches the price list that is
used by the usage item.

Specify the duration of the usage line.

By default, the start date, end date, and duration are copied from the contract
header.

You can specify different values by entering either of the following:

e Start and end dates

* Duration and period

The application calculates the missing information. If you supply a duration
and period, then the start date is the start date of the contract.

Note: If the duration of the usage line starts earlier than the
start date or ends later than the end date of the contract, then
you must extend the start and end dates of the contract at the
header level before you can make the contract active.

If the contract can be renewed (you have not selected Do Not Renew on the
Summary tab and Renewals subtab), then specify how the line is to be renewed
using the Renewal Type LOV. The renewal options are the same for usage lines as
they are for service lines. See Specifying How a Contract Line is to Be Renewed,
page 3-12.

Specify how the customer is to be charged and any counters that are required to
capture the usage. Different ways of charging the customer require different
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combinations of entries in the Effectivities and Pricing/Products subtabs. See
Specifying How the Customer is to be Charged, page 4-6.

11. The remaining information for a line comes from the information that you entered
in the Summary tab. You can make modifications by following these procedures:

® Specifying a Billing Schedule for a Usage Line, page 4-31

e Changing the Billing and Shipping Accounts and Locations, page 3-9
¢ Entering Billing and Shipping Contacts for a Contract Line, page 3-10
® Specifying a Payment Method for a Contract Line, page 3-45

® Specifying Tax Status, page 3-57

¢ Assigning Sales Credits for a Contract Line, page 3-59

12. Save.

Specifying How the Customer Is Charged

You can charge customers in four different ways, depending on the selection that you
make in the Usage Type region of the Lines tab, Effectivities subtab.

Arcountz .a ﬁmﬂ Pricing £ Productz  Tax f Payment Options Counters Events
Renewal
Line  Type Mame Status Siart Daie End Date Duration  Period Oty UOM |
' lusage  [orPTRU  [Entered  [31marao0r  [3omarzoes | 1[rear | | [Futl pur =
(L | | | | | | [ |
| | | | | | | | [ |
L1 [ [ [ [ [ [ [ |
| | | | | | | [ |
| | | | | | | [ | &
1] :
Description |L|sage iem for laser printers
Price List |Cnrpurate Irvoice Text Usage item for laser printers
Usage Type ~— Average and Sewlement
® Fizad Per Period = Aetual by Quartity Awzraging Intenial
" Actual Per Period  Magatiated Price
Settl nt Intervsl
Pariod |Month Eme = |
Termination Method

The following table lists the different methods and the selection that you must make for
each.
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Method for Charging the Customer Usage Type

For a fixed quantity of usage every period, Fixed Per Period
regardless of the actual usage recorded

A flat fee regardless of the actual usage Negotiated Price
recorded

For reported or estimated usage in each billing Actual Per Period
period

For usage whenever usage is reported Actual by Quantity

Follow the procedure corresponding to the method that you want to use:

¢ Charging Based on a Fixed Quantity of Usage Regardless of the Actual Usage , page
4-7

® Charging a Flat Fee Regardless of the Actual Usage, page 4-9

® Charging for Reported or Estimated Usage Per Period, page 4-11

* Charging Based on Reported Usage, page 4-17

Charging Based on a Fixed Quantity of Usage Regardless of the Actual
Usage

You can charge a customer for making 100 phone calls to the call center, regardless of
the number of calls that were actually made. The price that the customer pays for the
100 phone calls is determined by the usage item's price list and its price breaks.

Prerequisite

Enter a usage item.

To charge a customer based on a fixed quantity of usage regardless of the actual usage:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.
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Gurmery

Accounts .E Emm Pricing / Products  Tax / Fayment Options Courters Events
Hernewal
Line  Type Mame Stalus Start Date End Date Duration Perod iy LOW |
It [usage  [oripTRU  [Entered  [s1marzor  [sumaraws | 1[vear | [ [Fult Dur =
(1 \ | | | | | [ ]
[ | \ | | | | | [
(1 [ | | | | | [ |
| \ | | | | | [ ] |
| \ | | | | | [ | C
1 e e v
Description |L|sage item for laser printers
Frice List |Corpulate Irvnice Text Usage item for laser printers
Usage Type r e and
® Fized Per Period © Actual by Quantity Auwzraging Intensal
" Actual Par Period ' Megatiated Price
Settl nit Irtervsl
Pariod (Month . e = |
Termination Method

2. In the Usage Type Region, select Fixed Per Period.

3. From the Period LOV, select the period to use as the basis for the entries you will
make.

4. Save.

5. Select the Pricing/Products subtab.

Summary
Accounts Effactiities Tax ! Paymant Options Countars Evants
Ouration Peiiod  Price — Last Contract - Frift Inenica
Lne  Line Type Marme Line Ref ) el  Price Curr Subtotal Tax Total |
I Usage aPLPTRA 1vear 0,00 0,00 000 0o =

|- [ [ [ [ 1 I 1 | =
[ ] | | | | | | [ ] |
[ ] | | | | | | [ ] | G

Sihowr All Products Price Break... Frice Caleulation | [Reprize | Billing. . |

Fricing Counter Detalls
Line Ref
Mame Senal Mum Heference Siaus Start Date End Date
ASSM88E {Product:; 1835 | Entered E1-MAR-2007 |30-MAR-2008
| | —— =
Description Sentinel Standard Desktop | Irice Text |Usage item for laser printer | Product Details

6. Using the Name field LOV on the Effectivity secondary tab, enter the counter that is
used to record the usage. See Entering Counters, page 4-21 for details.

7. Select the Counter Details secondary tab.
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[ Tax 4 Payment Ciptions Counters Events

Duration Perod  Price — Last Contract - Pririt Imuoice
Line  Line Type Marme Line Ref | | Lo  Price Cur Subtotal Taz Total

Accounts Effactivitios

|_1 Usage OF-LPTR-U 1)vear | Lo 000 000 00 @ =
[ I I
I
1o
[
{ show Al Brosicle Frice Break... I Price Calculation.. I Feprice Billing...
Effactivity Fricing Counter Defails

Reference Minirrurm — Eetimation
Ling MNama | Fived | uon Fill ethod Start Dot Default  Lavel Reading Me1 Razding

fii1 ASS4EER  Product 310 [Fach

-
[
[

Description  |Sentinel Standard Deckiop TPD

8. Enter the quantity on which you are going to be charging in the Fixed field. The
fixed quantity is based on the period that you selected on the Effectivity subtab. The
period acts as a unit of measure for your entry.

Suppose that you are billing the customer monthly.

If you chose a year as the period, then entering 1200 here means that the customer is
charged for the usage of 100 each month.

If you chose a month as the period and enter 1200, then the customer is charged
1200 per month.

9. Save.

10. Repeat steps 6 through 9 for each additional counter that you want to use to
calculate usage.

11. Optionally, enter the counter reading to use to start calculating usage:

¢ If you have already captured previous readings with this counter, then select
the start reading from the Reading LOV. This LOV includes all historical
readings for this counter.

¢ If no historical reading is available to select, the application assumes the initial
reading for the contract is 0. To enter another initial reading, follow the
procedure that is described in Entering the Starting Counter Reading, page 4-
22.

Charging a Flat Fee Regardless of the Actual Usage

You can charge a customer $100 for making phone calls to the call center, regardless of
the number of calls that were actually made. In this case, the customer is charged the
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price that you enter here rather than the price in the price list.
Prerequisite

Enter a usage item.

To charge a flat fee regardless of the actual usage:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

2. In the Usage Type Region, select Negotiated Price.

Summary .m
Accounis Pricing [ Products  Tax f Payment Options Counters Evants
Renzual
Lina Type Mamz Status Start Dato End Date Durstion Period Gy UOM |
It [usage  [QPAPTRU  [Entered  [1.14R2007  [30MARZ00B 1[vear [Full Dur =

\

\

| \
L \
[ 1 [

Description {Usage item for 1aser printers

| | | |
| | [ [
| | | |
| | | |
| | l l

Price List Corporate Invoice Taut ||.|sag! item for laser printers:20-8PR-2005:26 -JIN-2007
- Usage Type - qe and Settl "
" Fixed Per Pariod “Actual by Quantity Asraging Interval
- ) W : - /]|
Actual Far Poriad Megatistad Price Cettlement Intersl |
Feriod

Termination Methad |

3. Save.
4. Select the Pricing/Products subtab.

5. Using the Name field on the Effectivity secondary tab, enter the counter that is used
to record usage. See Entering a Counter, page 4-21 for details.

6. Optionally, enter any text that you want to display in the invoice regarding this
subline. Because invoice formats are specific to each implementation, contact your

application administrator to determine whether this text is used in the invoice.

7. Select the Pricing secondary tab.
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10.

11.

Azcounts Effectivities [ Tax 4 Payment Ciptions Counters Events

Duration Perod  Price — Last Contract - Pririt Imuoice
Line  Line Type Marme Line Ref | | Lo  Price Cur Subtotal Tax Total

|_1 Usage OF-LPTR-U 1)vear | Lo 20000 18,00 218,00 @ =
[ 0 I
I
1o
[
oS
{ shiow Al Bl cie | Prica Break... I Price Calculation.. Feprice Billing...

Effactivity Counter Details

Lina Mama Refarenca Line Reference Subtotal Tax Total
fii1 |OP.LPTRAM3 |Product; 7019846 200,00 18,00 | 218,00 =
| -
( Price Break... |

Enter the total currency amount on which you are going to be charging the
customer in the Subtotal field.

Save.

Repeat steps 5 through 9 for all counters you are using to track usage for this usage
item.

Optionally, enter the counter reading that you want to use to start calculating

usage:

If you have already captured previous readings with this counter, then select
the start reading from the Reading LOV. This LOV includes all historical
readings for this counter.

If no historical reading is available to select, the application assumes that the
initial reading for the contract is 0. To enter another initial reading, follow the
procedure that is described in Entering the Starting Counter Reading, page 4-
22.

Charging for Reported or Estimated Usage Per Period

You can charge the customer for actual or estimated usage within a period. This usage
type permits you to have the application create an estimate for any missing or partial

counter readings and bill the customer based on these estimates.

Prerequisites

Enter a usage item.

Confirm that billing is set to arrears.

Entering Usage Lines 4-11




To charge for reported or estimated usage per period:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

SLnnary m
ACcourts Pricing / Praducts  Tax / Payment Dptions Counters Events
. . . Renawal
Line Type Name Siaius Start Date End Date Curation  Petiod Qiy  LIOM
Usage  OFLFTRU [Entered [31MAR2007  [30.1AR2008 1 [vear | [Futl pur =

Al e e e e e *

Descrpiion |U;ngz itern for laser printers

Price List [Cnrpnrate Invnice Text E-I.Isage item for laser printers:20-AP R-2005:28-JUN-2007
Usage Type | A ge and Senl
‘- Fixed Per Period CActuzl by Quantity Aeraging Intenszl
- I | ,
Actual Per Period Megotiated Price Setflement Interval |
Perind Year

Termination Method

2. Inthe Usage Type region, select Actual Per Period.

3. From the Period LOV, select the period to use as the basis for the entries that you
will make on the Counter Details secondary tab.

4. To charge customers based on an average of usage in a particular number of
periods, enter the number of periods in the Averaging Interval field.

Note: The entry that you make here is based on the period that you
selected on this tab rather than the period in the billing schedule.

Billing based on an average usage enables you to offer customers
with uneven usage a different set of price breaks from what they
would get if they were charged based on actual use.

To have usage averaged, the application administrator must
periodically run the Service Contracts Usage Averaging concurrent
program. See Running the Service Contracts Usage Averaging
Program , page 10-15.

5. Specify when the application settles any customer undercharges or overcharges
using the Settlement Interval LOV. The choices are:

Billing Period: The application settles at the end of each period. The customer
receives a credit memo or is invoiced for the difference in the next billing
period. This action is performed automatically by Oracle Receivables.
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10.

11.

¢ End of Usage: The application settles all undercharges and overcharges at the
end of the contract. The customer receives one credit memo or invoice for the
difference. The application administrator must regularly run the Service
Contracts Usage Settlement concurrent program which calculates the
settlement.

From the Termination Method LOV, select one of the two methods for charging the
customer for usage when the line is terminated:

e Amount Based Termination

Charges the customer based on the amount of usage that is recorded when the
contract is terminated. The customer is charged based on the actual usage. This
is the default method for all usage types.

See About Crediting a Customer in Terminations, page 4-17 .

e  Counter Based Termination

The application credits the unused portion of the service based on the price that
the customer would pay if they continued consumption at the same rate for the
rest of the period. This means that the customer receives any price break based
on the estimated usage.

Save.
Select the Pricing/Products subtab.

Using the Name field on the Effectivity secondary tab, enter the counter that is used
to record the usage. See Entering a Counter, page 4-21 for details.
Entry in the Line Ref field is for your information only. It is not used in by the

application.

Optionally, enter any text to display in the invoice regarding this line. As invoice
formats are specific to each implementation, contact your application administrator
to determine whether this text is used in the invoice.

Select the Counter Details secondary tab.
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12. In the Default field, enter the reading that the application uses to charge a customer
if no counter reading is entered manually and no estimate is available. For example,
the application uses the default quantity to charge a customer at the beginning of a
contract when no historical data exists to calculate an estimate.

Note: The entries that you make in the Default and Minimum fields
are based on the period that you selected in the Effectivities tab.

The period acts as a unit of measure.
Suppose that you are billing the customer monthly.

If you chose year as the period, and enter 1200 as the minimum,
then the customer is billed for a minimum of 1200 in any month.

If you chose month as the period, then entering 1200 as the
minimum bills the customer for a minimum of 100 units in any
month.

13. Optionally, enter a minimum counter value in the Minimum field. A customer is
charged this minimum if a counter reading or estimate falls below this number in
any billing period.

14. You can have the application estimate usage for a billing period when no reading is
entered or the reading does not cover the whole period. To do so:
1. Select an estimation method from the Estimation Method LOV:
* Average Monthly Counter Volume

Averages historical readings to calculate any missing values within a billing
period.
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e  Counter Estimation

Your application administrator can set up additional estimation methods
using the Counters module of Oracle Installed Base.

For an explanation of the available methods see About Estimation Methods,
page 4-16.

2. If you chose Counter Estimation as your method, then enter a date that you
want to use as the start date for the estimation in the Start Date field. The
counter estimation bases the estimates on all readings since the start date.

Note: You must select an estimation method before entering
any counter readings. The estimation method will not work if
you have already made an entry.

3. Set the Fill check box:

¢ When this check box is cleared, the application estimates usage only when
no reading was taken during the period.

*  When this check box is selected it estimates usage for any remaining days
in a billing schedule period since the reading was entered.

For example, if you are billing the customer monthly, and a reading is
entered on 15 January, then selecting the Fill check box causes the
application to estimate usage for the remaining half of January.

15. If you are billing a customer based on the usage that is recorded in multiple counter
values, to average out all of the counter readings each period, select the Level check
box.

For example, a copier manufacturer charging a customer by the number of copies
made may charge for all the copiers in a building at the same time and apply
minimums and discounts based on average volumes rather than per copier.

16. Enter the counter reading to use to start calculating usage:

¢ If you have already captured previous readings with this counter, then select
the start reading from the Reading LOV. This LOV includes all historical
readings for this counter.

¢ Ifno historical reading is available to select, the application assumes that the
initial reading for the contract is 0. To enter another initial reading, then follow
the procedure that is described in Entering the Starting Counter Reading, page
4-22.
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17. Save.

18. Repeat steps 8 through 17 to enter any additional counters.
About Estimation Methods

You can have the application estimate the missing counter values for you and bill
the customer accordingly. If the customer is overcharged, you can generate a credit
later.

You can use one of the following two methods for estimating usage for a given
billing period:

¢ Average Monthly Counter Volume

Oracle Service Contracts uses a simple averaging method, Average Monthly
Counter Volume (AMCYV), to calculate missing readings within each scheduled
billing period.

Note: Although the name suggests otherwise, this estimation
method creates averages based on any billing schedule period
that you are using, whether it is month, quarter, week, or day.

The AMCYV sums up all historical counter readings and
averages them by dividing them by the number of billing
periods.

e Counter Estimation

Your application administrator can set up additional estimation methods using
the Counters module of Oracle Installed Base. The module enables you to set up
additional methods for estimating usage, including;:

e Fixed value estimation

e Estimation based on percent usage of the associated counter

Charging a Customer with No Estimation Method

The selection of an estimating method is optional. If you do not select an estimation
method and no counter reading is available for the billing period, then the
application bills the amount that is entered in the Default field.

If any counter reading is entered within the billing period, the application bills
based on the reading. If the counter reading is lower than the amount entered in the
Minimum field, then the application bills based on the minimum instead.

Charging with Estimation
The application uses the estimation methods as follows:

¢ If no reading is available for the billing period and you chose the Average
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Monthly Counter Volume estimation method, then the application uses the
historical average to estimate the usage. If you chose Counter Estimation, then
the application uses the method that is set up by the application administrator
to calculate missing readings from the date that you entered in the Start Date
field.

e If no readings are available to extrapolate from, for example, at the beginning of
the contract when no historical data exists to make an estimate, then the
application uses the number that is entered in the Default field.

e If the reading covers only a part of the period and you have selected the Fill
check box, then the application estimates the rest of the period and adds this
estimate to the partial counter reading.

e If the reported and estimated amount is less than the amount that you entered
in the Minimum field, then the application bills for the minimum.
About Crediting a Customer in Terminations

You can have the application credit a customer for any disputed amount of usage
that has already been billed when a customer terminates a usage line.

Suppose, for example, that a customer is being billed based on monthly usage of a
copier. The customer calls after receiving the invoice for February to complain that
the copier has not been working properly since February 10. For this reason, the
customer does not want to pay for all the copies that were made that month and
wants to terminate the contract for the copier.

You can have the application use the previous month's reading to estimate the
amount that the customer should be charged from February 1 until February 10 and
credit him for the rest.

How the application calculates the usage and credits the customer depends on the
termination method that you select:

¢ Counter Based Termination
The application estimates how much the customer used based on the quantity
that the customer used in the previous billing period.

¢ Amount Based Termination

The application estimates how much the customer used based on the currency
amount that the customer used in the previous billing period.

Charging Based on Reported Usage

Here is an example of how this method applies to a copier customer who is being billed
monthly based on the number of copies that are made:
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Billing Period Counter Minimum Default Number of
Reading Copies
Reported Charged that
Month
December No counter 90 100 100
reading in ]
December. The customer is
charged the
default because
no recorded
usage is
available for the
month.
January 1,000 on January 90 100 1,000
10
The customer is
charged for
usage based on
the recorded
usage.
February No counter 90 100 100
reading in )
February. The customer is
charged the
default because
no usage is
recorded for the
month.
March 50 on March 1 20 100 20

Because the
recorded usage
is less then the
minimum, the
customer is
charged the
minimum. If you
do not set a
value as the
minimum, then
the customer is
charged based
on the recorded
usage.
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Prerequisite

Enter a usage item.

To charge based on reported usage:

1.

2.

From the Service Contracts Authoring window, select the Lines tab and

Effectivities subtab.

In the Usage Type Region, select Actual by Quantity.

Summary .m
Accounls -Eﬁmm Fricing ¢ Products Tax f Payment Options Counters Events
Renewal
Line Type Mama Status Start Date End Date Dwratian  Period iy Lo
It |Usoge OPLPTRU  [Fntered  [MMARZID?7  [30MARZ008 1[Year [Full Dur =

Description |Usagp item for lazor printers
Price List |Cnrporahe

~— Usage Type — Awverage and
"' Fixed Per Perind
T Actual Per Period

Pariod Year

® Actual by Quartity
 Maguotiated Price

Irvoice Teet Usage item for laser printers220.AP R-2005:28 -JUN 2007

Axeraging Inierval

Settlzment Interval

Termination kethod

Save.

Select the Pricing/Product subtab.

Using the Name field on the Effectivity secondary tab, enter the counter that is used
to record usage. See Entering a Counter, page 4-21 for details.

Optionally, enter any text to display in the invoice regarding this subline. Because
invoice formats are specific to each implementation, contact your application
administrator to determine whether this text is used in the invoice.

Select the Counter Details secondary tab.
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Effartivity Fricing Courier Details
Reference i — Estimation
~ Line MNama | Fised | Uom Fill - Method Stat Date  Dafaull  Lavel Raading Mat Reading
OP LPTR. Product; Each [ [ [ [ I =
___________ = | I { Jof [ ]
ol | I =
| | | ' z
Oecciption  |Lightning Laser Printer

In the Default field, enter the reading the that application uses to charge a customer

if no counter reading is entered manually or the estimated reading is 0. The entry

that you make here is based on the time period you selected in the Effectivities tab.

Optionally, enter a minimum counter value. A customer is charged this minimum if

a counter reading or estimate falls below this number in any billing period.

10.

box.

If you are billing a customer based on the usage recorded in multiple counter
values, to average out all of the counter readings each period, select the Level check

For example, a copier manufacturer charging a customer by the number of copies
made, can charge for all the copiers that the customer owns at the same time and

apply minimums and discounts based on average volumes rather than per copier.

11. Save.
12.

13.

Enter the counter reading to use to start calculating usage:

Repeat steps 5 through 11 to enter any additional counters for this usage item.

If you have already captured previous readings with this counter, then select

the start reading from the Reading LOV. This LOV includes all historical
readings for this counter.

If no historical reading is available to select, the application assumes that the

initial reading for the contract is 0. To enter another initial reading, follow the
procedure that is described in Entering the Starting Counter Reading, page 4-

22.
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Entering a Counter

You can enter a counter to track usage for either a physical item, such as a printer, or
the usage of a service, such as the number of telephone support calls.

Note: If you are entering multiple counters for a usage line, then each
counter must be associated with a different Oracle Installed Base item
instance number or a different service line. The application cannot
distinguish between two counters that are attached to the same item.
For example, if your organization sets up copiers with two different
counters to register the number of copies, one for color copies and the
other for black and white, you cannot distinguish between these two
counters.

Prerequisites

You must be in the process of entering a usage line.

Identify the item to which the counter will be attached.

To enter a counter:

1.

From the Service Contracts Authoring window, select the Lines tab,
Pricing/Products subtab and Effectivities secondary tab, and click the LOV
indicator in the Name field in a new line.

The Counter window appears.

Enter a partial or complete inventory item name in the Find field. You can use the %
sign to represent missing characters.

Click Find.

The window displays the list of counters for the inventory item.

For physical items, the References field includes a concatenation of the two
unique identifiers:

e Product serial number

e QOracle Installed Base item instance number

For service items, this field displays the concatenation of the contract number
and line number of the contract for which you are specifying the usage line.

Enter the identifying information for the counter after the % sign and click Find
again.
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5. Select the counter to enter, and click OK.

The Name field displays the inventory item name of the product or service to which
the counter is attached. The Reference field shows the identifying information
including the product serial number and the counter number.

Entering the Starting Counter Reading
You must do this if the counter that you are using does not start at 0.
Prerequisite

Enter a usage line.

To enter the starting counter reading:

1. From the Service Contracts Authoring window, select the Lines tab and Counters
subtab.

2. Select the usage line to update.

SUmmary
Accounts Effactivities Pricing { Proclucts  Tax ¢ Payment Cptions Events
Line  Line Type Mamz Sialus Siart Dale End Date Duration  Period
I usage |oP.LPTRU [Enterad [31marz00r  somARzDDE | 1 vear a]
[ ] \ '
4 7 \
T \
[ ] | | | \
[ ] | | | \ =
— Counters
Source Det.. ¢ Sena.. Refe

3. Select the counter for the usage line in the Counters region.

4. From the Actions menu, select Counter Setup.

The Setup Counters window appears.
5. Enter the initial counter reading in the Initial Reading field.
6. Click OK.

7. Save.
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Creating Special Price Breaks

Each usage item is associated by the application administrator with a list of default
price breaks. You can modify these default price breaks and create special price breaks
for your customer. You can offer special price breaks at the usage line level for all the
items that are covered by the usage line, or at the subline level, for individual counters.

By modifying the price breaks, you are creating a locked copy of the price list attached
to the line or subline where you create it. This means that any future changes to the
price list are not reflected in the copy.

Prerequisite

Enter a usage item.

To create special price breaks:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the usage item to set up.

3. To set up a price break for all of the items that are covered by the usage line, click
Price Break on the Pricing/Products subtab.

Summary .M
Accounis Effectiviies R RAEhleeg Tax / Payment Options Countars Evants
Duration Periad  Price ~ Last Contract ~ Print Inwoice
Linz  Line Type Marme Line Ref | | LIOw Price Curr Subtatal Tan Total |
I [usage OP.LFTRU | [ 1|rear | [ om [ 0,00 000 [T
C
[
[
[ ] | | | | (I | | =
[ ] . | [ | | | | Co=
:_I...,\,.\IF. — ”'i:,}g;”a.eak_ ..... [:.._,‘I.u —— ....... :“.;_.;..i.._...: .............. éillir..g”_ ........ .

Effect ity Counter Defalls

Line Iame Reference Line Reference Subtotal Tax Total
Jha QPLPTR03 Product; 2019316 [ =

, Price Braak... ]

4. To set up a price break for a specific counter that is covered by a usage line:

1. Select the Pricing secondary tab.
2. Select the counter.

3. Click Price Break.
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The Price Break window appears.

If the Locked check box is cleared, then the price breaks that are in effect are the
same as those that were set up by the application administrator.

A selected Locked check box indicates that the price breaks have already been
modified. The prices are now determined by the locked price list.

Note: The appearance of this variation of the Price Break
window is different:

¢ The Update button replaces the Lock button.

e The Delete button restores the original price list.

5. Click Lock or Update.

The first time you modify the price breaks, the application creates a copy of the
price list where the price breaks are defined. This action locks the prices for usage to
their values at the time the copy is made.

The Advanced Pricing - Price Lists window appears.

Note: Although the application displays a full copy of the price list,
you can modify only the price-break related information. Entries
affect only the copy. They have no effect on the price list itself.
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To change the price break type from point to range or vice versa, scroll to the right
in the List Lines tab and change the type using the Price Break Type LOV. See Point
and Range Price Breaks, page 4-26 for an explanation of the two price break types.

To change the price break ranges themselves:
1. Click Price Breaks.

The Price Breaks window appears.

2. You can modify the ranges by:

¢ Entering different values in the Value From and Value to fields.

Note: With release 12, the application uses continuous price
breaks. These are price breaks where there are no gaps
between the price tiers, for example, 0-1000, 1000-2000,
2000-3000. Price breaks set up prior to release 12, will not
use continuous price breaks and will continue to behave as
in the prior release. Non-continuous price breaks do not
overlap, for example, 0-100, 101-200.

This primarily affects proration, see How Price Breaks Are
Prorated, page 4-29.

For more information about how pricing works, refer to the
Oracle Advanced Pricing User’s Guide.

* Modifying the prices for each range in the Pricing field.
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Note: You may have to scroll to the right or maximize the
window to see the Pricing field.

3.  Save and close the window.

8. Save and close the Advanced Pricing Price Lists window.

Point and Range Price Breaks

You can have the application apply price break discounts based on one of the following

methods:
e Point
e Range

The following example explains the difference between the two methods for a customer
reporting that they made 3500 copies in the billing period.

The following table lists the price breaks:

Price Breaks

Break Price

0-1000 $.05

1000-3000 $.04

3000-5000 $.03

5000-10000 $.02
Point Method

The point method gives the customer the best price based on the total number of copies
made:
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Point Method

Point Calculation Amount
3500 Xs $.03 $105.00
Total Invoice: $105.00
Range Method

The range method charges based on all of the price break ranges up to the level
corresponding to the counter reading.

Range Method
Range Calculation Amount
1000 Xs $.05 $50.00
2000 Xs $.04 $80.00
500 Xs $.03 $15.00
Total Invoice: $145.00

Deleting Special Price Breaks

To delete the special price breaks:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the usage item to modify.

3. To delete a special price break that was created for all of the items that are covered
by the usage line, click Price Break on the Pricing/Products subtab.

4. To revert the special price break that was created for a specific counter that is
covered by a usage line:

1. Select the Pricing secondary tab.
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2. Select the counter.

3. Click Price Break.

The Price Break window appears.

5. Click Delete.

Prorating Price Breaks to Apply to Multiple Periods

Price breaks are set up in each price list based on one specific period. A customer is
offered a discount if they purchase so many units in each quarter, for example.

You can turn proration on to enable the price breaks to be prorated for other periods as
well. This way, a customer receives the same price breaks for purchasing 1/3 the
amount within one month as the full amount in the quarter. When you turn proration
on using this procedure, it is available for all periods including one week and one day.

You can use this procedure to turn proration on or off. By default, proration is turned
off.

See How Price Breaks Are Prorated, page 4-29 for an explanation of how the proration
is calculated and how it takes rounding errors into account.

Prorating price breaks is independent of price list locking.
Prerequisites

* Confirm the setup of price breaks or the price list.

* Confirm that the system profile QP: Break UOM Proration Allowed is set to Yes.

To prorate price breaks to apply to multiple periods:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the usage item to set up.

3. To turn on or off proration for all of the items that are covered by the usage line,
click Price Break on the Pricing/Products subtab.

Note: Turning price breaks on or off at the line level does not affect
any sublines where proration has been set.
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4. To enable or disable price break proration for a specific counter that is covered by a
usage line:

1. Select the Pricing secondary tab.
2. Select the usage line.
3. Click Price Break.

The Price Break window appears.

Note: The appearance of this window is different if the price
break ranges have already been modified. In this case, the
Locked check box is selected and the Update button replaces
the Lock button.

5. To turn price break proration on, select All from the Prorate LOV.
6. To turn price break proration off, select None from the Prorate LOV.
7. Save.

8. To modify the price break ranges, click Lock or Update and follow the procedure
that is described in Creating Special Price Breaks for Your Customer, page 4-23.

How Price Breaks Are Prorated

This topic explains how the application calculates prorated price breaks. With Release
12, the application uses continuous price breaks. Continuous price breaks do not have
gaps between the price tiers, for example, 0-1000, 1000-2000, 2000-3000. It is important
to understand that there may be minor differences between how much customers are
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charged for prorated amounts depending on whether the application uses continuous
price breaks or non-continuous price breaks, which existed before Release 12.

Note: This section describes how proration works for continuous price
breaks.

Suppose, for example, that the price breaks that are set up in the price list are based on
quarterly usage as shown in the following table:

Price Breaks

Units/Quarter Price per Unit
0-1000 $.05
1000-3000 $.04
3000-5000 $.03
5000-999999999 $.02

Now suppose, you extend the same price breaks to a customer billed based on monthly
usage by turning proration on.

Here is how the application calculates the monthly price breaks. It divides the range by
a third.

Note: Oracle Service Contracts truncates to two decimal points.

Calculated Ranges

Quarterly Ranges/3

0-333.33

333.33-1000

1000-1666.67

1666.67-333333333
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Prorated Price Breaks

Units/Month Price per Unit
0-333.33 $.05
333.33-1000 $.04
1000-1666.67 $.03
1666.67-33333333 $.02

Note: Price breaks set up prior to release 12, did not use continuous
price breaks. Non-continuous price breaks did not allow the use of
fractions during proration. The prorated price breaks for each tier were
set to the previous whole number, for example 0-333, rather than 0-
333.33.

For information on how price breaks were prorated before release 12,
refer to prior releases of the Oracle Service Contacts documentation,
which is available on Oracle Metalink

Specifying a Billing Schedule for a Usage Line
You can bill a customer for usage at the usage line level.

If you have entered a billing schedule at the contract header level, then this schedule
appears at the line level.

Prerequisite

Enter a usage line.

To specify a billing schedule for a usage line:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the line to set up.

3. Click Billing.

The Billing window appears.
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Top Level is selected as the Level.

Select the appropriate accounting rule for invoicing from the Invoicing Rule LOV.
You must select Arrears Invoice for the two usage types that charge customers
based on recorded counter values in a period: Actual Per Period and Actual by
Quantity.

Specify the billing schedule by entering one or more billing streams. This is the
same procedure that is used for creating schedules for service lines. See Entering a
Billing Stream, page 2-13 for details.

Note: For Arrear Invoices the Invoice Offset Days is disabled.

Click Schedule to generate the schedule.

Click OK.

Recording Usage by Updating a Counter Reading

Counter values can also be captured in other Oracle E-Business Suite applications,
including Oracle Depot Repair, Oracle Field Service, and Oracle TeleService.

To record customer usage by updating a counter reading:

From the Service Contracts Authoring window, select the Lines tab and Counters
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subtab.
Select the usage line to update.

From the Actions menu, select Counter Capture.
The Counter Capture Reading window appears.

Follow the Capturing Counter Reading procedure that is described in the Oracle
Installed Base User Guide to enter your reading.

Note: If your application administrator has set the system profile
OKS: Counter Validate to Yes, then you must select the Valid Flag
check box for the customer to be billed based on your entry. If this
system profile is set to No, the application bills for the entry that
you make regardless of whether you select this check box.

Warning: You cannot nullify a counter reading after billing occurs.
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Entering Subscription Lines

This chapter covers the following topics:

¢ Opverview of Entering Subscription Lines

* About Subscriptions

¢ Entering a Subscription Line

® Specifying a Schedule of Product Shipments

* Adjusting the Subscription Price

¢ Viewing Pricing Details

® Specifying a Billing Schedule for Subscriptions

* Viewing the Shipment Status of a Subscription Order

Overview of Entering Subscription Lines

This group of topics explains how to enter subscriptions.

About Subscriptions

You can use Oracle Service Contracts to sell subscriptions for both tangible and
intangible items. Tangible items include magazines, collateral, or any other physical
item that can be shipped through Oracle Order Management. Intangible items can be
collateral that is sent through e-mail.

Note: While tangible items are fulfilled through Oracle Order
Management, the current release includes no fulfillment method for
intangible items. This must be set up individually by each
implementation.

Subscription lines differ from service and usage lines in the way they are entered:

Entering Subscription Lines  5-1



® Service and usage lines require you to enter sublines, subscriptions do not.

To sell a service or usage, you enter the service or usage item as a contract line and
then enter sublines to specify what the service covers or the counters where the
usage is tracked. Subscriptions require that you enter only the line.

® Subscriptions for tangible items require that you set up a subscription schedule.

A subscription schedule specifies when the application creates booked orders in
Oracle Order Management.

¢ The billing schedule invoices customers equal amounts in each billing period.

Just as for other contract lines, you must set up a billing schedule for invoicing the
customer, but you are restricted to billing the customer in equal amounts in each
period.

The application takes the total price and divides it equally among the invoices that
you specify. It does not matter how many billing periods you set up, however. You
can invoice customers at the beginning of the subscription for the total amount, for
example, or have them pay in equal installments over the entire length of the
subscription.

How Subscription Items Are Set Up
The item that you enter in a subscription line is an inventory item.
For tangible items, the inventory item is actually the product in inventory that is being

shipped out. For intangible subscriptions, the application administrator must set up a
new item in inventory representing the subscription itself.

What determines whether the inventory item is tangible or intangible is the attached
subscription template.

The item is tangible when fulfillment is done through Order Management. It is
intangible when fulfillment is done through a customized solution.

The subscription template also specifies the period for the subscription.

For a tangible item, the period is used for setting up the schedule for creating orders in
Oracle Order Management.

For an intangible item, the period is used as the unit of measure for the price for the
subscription. If the price of the subscription in the price list is $10 and the period in the
subscription template is a week, then the subscription is priced at $10 per week.

Pricing and Credit for Tangible Subscriptions

When you enter a subscription line for a tangible item such as a magazine, you are
actually entering the very inventory item that is shipped to the customer. (The
inventory item becomes a subscription item with extra setup from the application
administrator.)
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The application calculates the price for the subscription period based on the price of the
item in the price list, not on the length of the subscription. Suppose, for example, that a
publisher of a monthly magazine publishes an issue every month except for December.
A customer purchasing a year's subscription is charged not by the year but for
purchasing 11 issues. If the magazine is priced at $3 per issue, then the customer pays
11 x $3 = $33. Customers who cancel the subscription before the year is over get credited
on the basis of any items they have not yet received. This means customers who cancel
before the November issue is shipped get a credit of $3, and customers who cancel after
the issue is shipped pay the full amount because they have received all of the issues for
the year.

Your application administrator can set up price breaks based on the number of products
shipped, not on the length of the subscriptions or the quantity that you enter in the line.
For example, if the application administrator at the monthly magazine publisher sets up
price breaks at 12 and 23 issues to give discounts to subscribers who purchase two-year
and three-year subscriptions, then a customer who purchases two one-year
subscriptions gets the same discount as the customer who purchases one two-year
subscription because the number of items that are ordered by both is the same.

Pricing and Credit for Intangible Subscriptions

If the profile OKS: Intangible Subscription Pricing Method is set to Subscription Based ,
partial periods are not calculated for Intangible subscriptions. This profile setting causes
the intangible subscription lines to price, bill, and terminate in the same way as tangible
subscriptions. If profile OKS: Intangible Subscription Pricing Method is set to Effectivity
Based, partial periods are calculated for pricing amounts on intangible subscription
lines as follows:

1. The fulfillment frequency, such as weekly, monthly, or quarterly, acts as the Price
UOM in the partial period calculation

2. Regardless of the period start value on the contract, the application uses the period
start as the service start when billing subscription lines. This is due to the strong tie
between fulfillment quantity, pricing and billing on subscription offerings.

3. The application considers the period type setting.

Effectivity Based and Subscription Based Pricing Examples
The price that a customer pays for a contract line for an intangible subscription is based
on the subscription period length and quantity of subscriptions that you enter.

The price of a subscription is based on the price for a specific period. (The price comes
from the price list and the period from the subscription template).

The period of a subscription becomes important for pricing partial periods and for
assigning credit for those partial periods when the customer terminates the
subscription.

The price that customers pay and the credit they receive for partial periods depends on
the period and the setting of the system profile OKS: Intangible Subscription Pricing
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Method.

The application administrator can set this profile to either Effectivity Based or
Subscription Pricing:

e Effectivity Based
The application charges and credits the customer for partial periods.

Suppose, for example, that a customer subscribes to an online newsletter for a
period starting January 15, 2005 and continuing through February 1, 2006, a period
that is 16 days longer than one year.

If the service is priced at $30 per month, then the application charges the customer
$375.48: $360 for twelve months (12 x $30) and then $15.48 (16 x $30/31) for the
partial last month in the contract, January 16 through February 1, 2006.

If the customer cancels on January 3, 2006, then the application issues a credit based
on the number of unused days, in this case: 29 days x $30/31 = $28.06.

® Subscription Pricing

The application charges the full amount for the period even if the subscription ends
in the middle of that period.

The same customer purchasing the subscription for one year and 16 days, is
charged $390 for 13 months ($360+$30).

If the customer cancels on January 3, 2006, the application issues a credit for one
month.

Billing Schedule Independent of Price Paid or Credit Given

The price that the customer pays or the credit they receive is independent of the billing
schedule that you set up for either tangible or intangible items. It does not matter
whether you set up a billing schedule to invoice the customer for the full subscription
duration at the beginning of the subscription or invoice them monthly. The billing
schedule just divides the total price into however many billing periods you want.

Selling Service on Subscription Lines

When you enter a subscription line, the application automatically creates an Oracle
Installed Base item instance. This means that you can sell a service for the subscription
by entering a service line and covering the subscription at the covered product level.
(You must know its item instance number.)

Each time Oracle Order Management ships one of the physical items, the application
also automatically creates a child item instance. This enables an agent to identify a
particular item for reorder, exchange, or credit.

To create the child item instances, the application administrator must run the Service
Contracts Instance Relationship Program concurrent program after the order fulfillment
occurs.
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Entering a Subscription Line

Follow the references for details about any step.
Prerequisite

Create the contract with the Subscription Agreement category.

To enter a subscription line:

1. From the Service Contracts Authoring window, select the Lines tab and Accounts

subtab.
Summary m
m Effactivities Pricing / Products  Tax ¢ Payment Options Courtars Events
— Eill To — Ship To
Lire Line Type Marrne Line Ref _OrdErJ"Line ) Account Location Arcount _Location | ]
1608 [San Jose (0PS) [1608 San Jose (OPS) | =

||1 |Subsmipliun rWeekl_r Vision
|

[ |
\ | |
\ | | |
\ | [ |
\ | | I |
[ | I |

|
[
[ .
| [

Ship To
{ Party [Business World

— Bill To
Party Business World

Addtess 2391 L STREET 101 SAN JOSE Santa Clara CA =
95106 United States

Address {2309 L STREET 101 SAN JOSE Santa Clara CA =
95106 United States

~ O Contacts
Role Iarmne Address Start Date End Date [1

2. Select Subscription from the Line Type LOV.

3. Select the subscription item from the Name LOV.

The party accounts that you selected on the Summary tab and Parties subtab appear
as the Bill to and Ship to accounts.

4. Optionally, enter billing and shipping contacts that are specific to this contract line
by following the procedure that is described in Entering Billing and Shipping
Contacts for a Contract Line, page 3-10. If a contact does not exist in the database,
then you can add one following the procedure that is described in Creating or
Modifying a Contract, page 3-10.

The contacts that you enter are different from the ones you entered in the contract
header.

5. Select the Effectivities subtab.
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Summary .M

Accounts -H EMM Pricing ( Procucts  Tay ¢ Payment Options Counters Events
Renauwal
Line Type ['arme Status Start Date End Data Cration  Pariod ity O
|1 [Subscriptio Weekly Vision Entered  [01-MAY2006  30.APR300F | 1/ rear 1(Each [Full Dur—
4 A | »
Description |Waoldy Vigion Subscription
Price List |Corporate Invoice Text |Weel(ly Wislon Subscription
T r
W3 rre Weekly Vision [ Edit Schadula
Description Weekly Vision Subscription
| Colemminate H Coterminate Al /I

6. Specify the duration of the subscription.

By default, the start and end dates are copied from the start and end dates for the
contract.

You can specify different dates by entering either of the following:

e Start and end dates

* Duration and period

The application calculates the missing information. If you supply a duration
and period, then the start date is the start date of the contract.

Note: If the duration of the subscription starts earlier than the
start date or ends later than the end date of the contract, then
you must extend the start and end dates of the contract at the
header level before you can make the contract active.

7. Enter the number of subscriptions that you are ordering in the Qty field.

8. If the contract can be renewed (you have not selected Do Not Renew on the
Summary tab and Renewals subtab), then specify how the line is to be renewed
using the Renewal Type LOV. The renewal options are the same for subscription
lines as they are for service, and usage lines. See Specifying How a Contract Line is
to Be Renewed, page 3-12.

9. If the subscription is for a physical item, then specify the schedule of orders that are
placed through Oracle Order Management by clicking Edit Schedule. See
Specifying a Schedule of Product Shipments, page 5-7.

10. The price of the subscription is calculated automatically by the application based on
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11.

12,

13.

14.

the price list that is specified in the Price List field.

You can modify the price by choosing a different price list, by entering a new price
manually in the Pricing/Products subtab, or by using the price Adjustment window.
For details, see Adjusting the Subscription Price, page 5-10.

Optionally, modify the text that the customer sees on the invoice by editing the text
in the Invoice Text field.

Create a billing schedule. For details, see Specifying a Billing Schedule for
Subscriptions, page 5-12. Because the billing schedule for a subscription line is
based on the price of the line, you must re-create the billing schedule for a
subscription any time you modify the price.

The remaining information for the line comes from the information that you entered
in the Summary tab. You can make modifications by following these procedures:

¢ Changing the Billing and Shipping Accounts and Locations, page 3-9
¢ Entering Billing and Shipping Contacts for a Contract Line, page 3-10

® Specifying a Payment Method for a Contract Line, page 3-45

Specifying Tax Status, page 3-57

* Assigning Sales Credits for a Contract Line, page 2-26

Save.

Specifying a Schedule of Product Shipments

You can specify a schedule of shipments for physical items in the subscription through
Oracle Order Management. The application books each order automatically on the date
that you specify here. This is called the interface date. The order must still be picked
and shipped using Oracle Order Management, however.

Prerequisite

Enter a subscription line.

To specify a schedule of product shipments:

1.

From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.

Select the subscription line to set up.

Click Edit Schedule.
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The subscription schedule window appears.

~ Subscription Templat

Mame Weekly Vision Description |Weekly\fisiun Subscription
Subscription Type |Magazines Media Type |Ducument
Fulfillment Channel |Order Management Frequency |Weekly v|

Comments |Week|y Vision Subscription

Start Date [07-JUL-2003 End Date 06-JUL-2004 Offset Days |6

~ Schedule Pattern

‘fear flonth Week Week Day Day
8 8 r | | =
| | | | | '
| | | | | -
( Refresh Schedule ) ( QK | [ Cancel )I
¢~ Interface Schedule

) Start Date End Date Interface Date Qty UOh Order Mumber Order Status
[ 13-uL 2003 [19-JuL-2003 07-JuL-2003 | 1|Each | | 8
| [204uL-2003 26-JUL-2003 [14-JuL-2003 | 1|Each | |

27-JuL-2003 02-AUG2003  [21JUL-2003 | 1|Each | |

03-AUG-2003 09-AUG-2003 28-JUL 2003 | 1|Each | |

[10.AUG-2003 [16-AUG-2003 04-AUG 2003 | 1|Each | |

[17.AU6-2003 23-AUG-2003 [11-AUG 2003 | 1|Each | |

Total Quantity 52

4. By default, the application creates the order in Oracle Order Management on the
same date as the start date of each subscription period. This is called the interface
date.

To move the interface date, enter a number in the Offset Days field. A negative
number creates the order before the start date. For example, entering -2 creates the
order two days before the start of each period.

5. Use the Schedule Pattern region to specify the shipping periods:

¢ To ship an item every period that is specified in the Frequency list, click OK.
The application creates a shipping schedule automatically. If the frequency is
specified for weekly, then the application schedules one item for shipment
every week, if monthly, then every month and so on.

¢ If the subscription schedule is not regular, then you can specify the schedule
you want by entering multiple sets of regular periods.

1. Enter each set of regular periods on a separate line. For examples, see How to
Use Schedule Sets to Enter Complex Subscriptions, page 5-9.
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Note: The fields that are available for entry are limited by the
period for the subscription. For example, if the period for the
subscription is a week, then you can make entries only in the

Week, Month, and Year fields.

You can use the following symbols for your entries:

Symbol Meaning

Examples

All periods

- Indicates a range of
periods

’ Indicates a series of
periods

Entering a * in the Month
column means that an
order is created every
month.

Entering 1-3 in the
Month column means that
an order is created only in
January, February, and
March.

Entering 1,2, 4 in the
Month column means that
an order is created only in
January, February, and
April.

Note: To manipulate the daily schedule you must clear the *
from the Day field. This enables the Week and Week Day field,
which allows you to enter the day of the week for the

subscription to be fulfilled.

2. When you are done, click Refresh Schedule to generate the schedule. If you are
not satisfied with the result, you can reenter the schedule and refresh again.

Click OK.

How to Use Schedule Sets to Enter Complex Subscriptions

The following two examples illustrate how you can use multiple schedule pattern

lines to handle complex subscription schedules.

In both cases, the schedules are for a customer that purchases a one-year
subscription for a tangible item from February 1, 2005 through January 31, 2006.

Example 1: A periodical that publishes every week except December when it
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publishes only the first week

You can create this schedule by entering the following two lines:

Year Month Week
* 1-11 *
* 12 1

Example 2: A newsletter that publishes twice a month except in November and
December when it published only one issue at the beginning of the third week.

You can create this schedule by entering the following two lines:

Year Month Week
* 1-10 1,3
* 11-12 3

Note: For both of the preceding examples, the administrator must
set up the subscription template for the subscription item with a
frequency of Weekly.

Adjusting the Subscription Price

The application automatically prices a subscription based on the price list that is entered
on the Effectivities subtab.

You can modify the price either by changing the price list or entering a different price
manually on the Pricing/Products subtab.

Prerequisite

Enter a subscription line.

To adjust the subscription price:

1. From the Service Contracts Authoring window, select the subscription line.

2. Adjust the subscription price using any one of the three following methods:
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e Changing the price list

1. Select the Lines tab and Effectivities subtab.

2. Select the subscription line that you want to reprice.

3. Select a different price list form the Price LOV.

4. Select the Pricing/Products subtab.

5. Click Reprice.

The application recalculates the price based on the new price list.

¢ Entering a different price manually:

1. Select the Lines tab, Pricing/Products subtab.

2. Enter the modified price in the Subtotal field.

Note: Modifying the price manually may or may not be
permitted in your application implementation.

¢ Applying available discounts using the Adjustments window.

3. Save.

4. If you are repricing a line with an existing billing schedule, then you must re-create
the billing schedule for the new price. See Specifying a Billing Schedule , page 5-12.

Viewing Pricing Details
Prerequisite

Enter a subscription line for tangible items and create the subscription schedule.

To view the pricing details:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the subscription line to view.

3. Click Price Calculation.

The Price Calculation window appears. It displays the quantity, list price, any
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adjustments that were made to the price, and the extended price.

4. To view any price breaks that the application administrator may have set up for this
item, click Price Breaks.

Specifying a Billing Schedule for Subscriptions

You can specify a billing schedule for an individual subscription line in a contract or for
a multiple subscription lines in a contract at the same time.

Billing schedules for subscriptions are different from those you create for service or
usage lines:

¢ You must select Equal Amountas the schedule level.

®  You bill customers only at the line level. (There are no covered products as for
service lines and individual usage counters as for usage lines.)

*  You can only bill the customer in equal amounts per period over the length of a
single billing stream.

For example, if a market research company charges $1,200 for a one-year
subscription to a newsletter, it can bill the customer the whole amount in one
invoice, invoice them $100 per month every month, invoice them $200 every other
month, or even invoice them at different intervals over the length of the
subscription.

You can use multiple billing streams to invoice the customer at different intervals
over the length of the subscription with the amounts billed proportional to the
length of the billing interval. For example, the same market research company can
invoice the customer $100 every month for the first three months, and then send
one invoice for $300 every quarter (three months) for the remainder of the
subscription period. You can set up this scenario using the following two billing

streams:

Stream Sequence Number of Periods Duration Period

Number

1 3 1 Month

2 3 1 Quarter
Prerequisite

Enter a subscription line.
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To specify a billing schedule for subscriptions:

1.

To create the same schedule for multiple subscription lines within the same
contract, create a schedule at the header level.

From the Service Contracts Authoring window, select the Summary tab and
Pricing/Products subtab.

To create a billing schedule for an individual subscription line:

1. From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

2. Select the subscription line that you want to set up.

Click Billing.

The Billing window appears.

History:
Temminated Adjusted ;
. regrrarrre——— Untillad .00 Dizcourt | |
Invoicing Rulz Advance Invoice Start Date O7-JUL-2003 Credited 7000 Surch T
e e e redite R urcharge |
Accounting Rule [Immediate End Date 06-JUL-2004 T T oot
Lavel [Fqual Amount Arrourt | 120.00 L i, ol
Total 0.00
Owerridden 0.00 Billed [ -------------------- 0.00
 Stream Lewel
| Murrber of Periods —Ofiget Days
Seq Mum Start Date End Data Duration  Period Amount  Total Arournt Inwenice Interfzce
[ 1207 JUL2003  [Ds-JuL2004 | 1 [Month [ 10.00 | 120.00 | [ 3
Total 120.00
| Cascade Dates | [ Erorate \ [ Schedule )I
5l
Sag Murn
| ) ezl Seq__lrwonce Daie_ ) Bill me_ ) ) Bill Ta o Irterface Date Amount
| [ 19mMaY 2005 [oFJuL2o0z  [psAUG2003 [rJuLzom | 000 <
[l 1] 7 19MAY2005  [07-AUG2003  [0G.SEP2003  07AUGZ2003 | 000 -
[ 1 3 19MAY 2005 |07 sEP 2003 |06 -oCT 2003 |07-sEP-2003 10.00
1 419.MAY2006  [070CT2003  [0G-HOV-2003  [07-OCT-2003 10.00
1 5 19.MAYZONG  [DFNOVZ003  [0GDECZONG [07.NOV.Z003 000 ~

The invoicing and accounting rules come from those that were entered in the
Summary tab, Pricing/Billing subtab. If want, you can select different rules from the
Invoicing Rule and Accounting Rule LOVs.

For subscriptions, select Equal Amount as the billing level.

Specify the billing schedule by entering one or more billing streams. This is the
same procedure that is used for creating schedules for service lines. See Entering a
Billing Stream, page 2-13 for details.

Click Schedule to generate the schedule.
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If you are creating a schedule on the Summary tab, the application displays a
message warning you that you are about to replace any existing billing schedules at
the line level. Click OK.

The application divides the total price for the line equally for each billing period
within each billing stream.

Note: You can manually enter an amount in the Amount field
before clicking Schedule and have the application charge that
amount each period instead. In this case, the application
automatically reconciles any discrepancy with the total in the last
billing period. The customer is always billed for the same total
amount.

8. Click OK to return to the authoring window.

Viewing the Shipment Status of a Subscription Order

Use this procedure to view the Oracle Order Management shipment status for tangible
items that were ordered in a subscription line.

Prerequisite

Confirm the order has been created in Oracle Order Management.

To view the shipment status of a subscription order:

1. From the Service Contracts Authoring window, select the Lines tab and
Effectivities subtab.
2. Click Edit Schedule.

The subscription schedule window appears. This window is named according to
the name of the subscription item.

The Interface Schedule region displays order numbers and status for any orders
that have been placed with Oracle Order Management.
3. To view more details about the order, including the date that any shipment

occurred, click the drill-down indicator to the left of the schedule line.

The Fulfillment History window displays details about the order.
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6

Ordering Service in Oracle Order
Management

This chapter covers the following topics:

Overview of Ordering Service in Oracle Order Management

About Ordering Service in Oracle Order Management

Ordering Service in a Sales Order

Adding Service Lines to an Existing Contract

Specifying Renewal and Other Details for a New Contract Created for Your Order
Running Concurrent Programs to Generate Contracts Automatically
Reprocessing Orders That Did Not Create Contracts

Viewing Created Contracts by Sales Order Number

Viewing Contracts by Sales Order Number in Oracle Service Contracts
Viewing Contracts by Sales Order in Oracle Installed Base

Modifying the Dates That a Warranty Is Effective

Changing Only the That Dates a Warranty is Effective

Changing Both the Warranty Dates and Installed Date

Setting Up New Contract Defaults for Oracle Order Management

Understanding the Impact of Contingencies on Revenue Recognition

Overview of Ordering Service in Oracle Order Management

You can order service using Oracle Order Management and have the application create
the appropriate contracts automatically.

Your administrator can define the profile OKS: Category for Order Management
Originated Contracts, which determines the contract category for Order
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Management-originated contracts.

This group of topics covers both sales agent and application administrator procedures
for adding service agreements to a sales order, generating contracts automatically, and
troubleshooting any errors.

This group of topics covers only steps relating to service contracts. For detailed
information about how to create and manage orders, see the Oracle Order Management
User’s Guide.

About Ordering Service in Oracle Order Management
This topic explains:

® Selling services in Oracle Order Management

e What contracts are created from your Order

* When a service contract is created

* Understanding warranties

*  Selling service through Oracle Order Management or Oracle Service Contracts

® Understanding what is passed from the order to the contract

Selling Services in Oracle Order Management

You can sell services in an Oracle Order Management sales order just as you do any
physical product. However, a few differences exist.

Each service line must refer to either an item that is already in a customer's installed
base or an item that is in an order (the item can be either in the same order or in a
different order altogether). For steps detailing how to add service lines, see Ordering
Service in a Sales Order, page 6-6.

For a service, you must enter the service duration. If you are ordering service for an
item in an order, then you can have the application automatically calculate the start
date of that item based on the expiration of the warranty for that item. (You supply the
duration of the service, but omit the start and end dates.)

However, the application does not supply a start date for an item a customer already
owns. If you are ordering service for an installed base item, you must enter the start
date manually, taking the length of any existing warranty into account.

What Contracts Are Created from Your Order

By default, the application automatically creates a single contract for all the service lines
in your order. You can add renewal and contact information for the new contract using
the procedure that is outlined in Specifying Renewal and Other Details for a New
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Contract Created for Your Order, page 6-11.

The contract becomes effective on the earliest start date and expires on the latest end
date.

Suppose that your order has the following three lines:

® Service 1: One year contract starting January 1, 2005
® Service 2: Two year contract starting February 1, 2005
® Service 3: Two year contract starting January 15, 2005

In this case, the application creates a contract with a start date of January 1, 2005 and an
end date of January 31, 2007.

Alternatively, by using the Contract Details window, you can instead choose to merge
the service lines in your order into an existing contract. See Adding Service Lines to an
Existing Contract, page 6-9.

When a Service Contract Is Created

Warranties

The application generates a new contract from the service lines in your order, or
appends the lines to an existing contract only when the item that the service covers is
entered into the installed base. For tangible items, this means that the order must be
booked, picked, and shipped.

To generate contracts from sales orders, your application administrator must also:

1. Run the Service Contracts Order Processing Program and Workflow Background
Process concurrent programs at regular intervals.

See Running Concurrent Programs to Generate Contracts Automatically, page 6-14

2. Reprocess any contracts that were generated with errors. See Reprocessing Orders
that did not Create Contracts, page 6-15.

You can view the generated contracts by sales order number from within Oracle Service
Contracts or Oracle Installed Base. See Viewing Created Contracts by Sales Order
Number, page 6-16.

Warranties, which are offered to customers free of charge, are created by the application
automatically when the item is shipped to a customer based on an entry that the
application administrator makes in the bill of materials (BOM).

Warranties go into effect on the shipment date. The administrator can add an automatic
delay to the warranty start date to account for the shipment or installation delay and
ensure that the customer receives the full benefit of the warranty. You can specify a
different date for the warranty to become effective by following the procedure

Ordering Service in Oracle Order Management  6-3



Modifying the Dates a Warranty is Effective, page 6-18.

Selling Service Through Oracle Order Management or Oracle Service Contracts

If you have the application create a new contract from your order (rather than adding
the lines to an existing order), you should be aware of some key differences between the
contract that was created for you automatically and one that you create in Oracle
Service Contracts application.

Contracts created in Oracle Order Management:

Are restricted to service that covers products that the customer owns (Oracle
Installed Base item instances) or products that the customer is in the process of
buying (items in Oracle Inventory). You cannot use them to sell service that covers
larger sets of inventory items or to sell service at the system, site, or party levels.

Are automatically created in the Active status.

Do not have to pass the usual quality assurance check list and approval process as
contracts created in Oracle Service Contracts.

Are billed through Oracle Order Management. This means that the customer is
billed in one invoice and you cannot take advantage of the flexible billing schedules
that you set up in Oracle Service Contracts. (To add flexibility, you can instead set
up Payment Terms in Oracle Receivables to set up incremental billing over time.)

Cannot have their coverage modified. Agents can modify the coverage for only
contracts that are created in Oracle Service Contracts.

Do not contain usage lines, because no way is available to create a usage line in the
sales order itself.

For renewals, the contracts that are generated in Oracle Order Management become just
like any contract that is created in Oracle Service Contracts.

Understanding What Is Passed from the Order to the Contract:

The following information passes from the order to the contract:

6-4

Header Level
Order Field Contract Field
Bill To Customer Bill To Party
Ship To Customer Ship To Party
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Bill To

Ship To

Sales Person

Currency

Price List

Accounting Rule

Invoicing Rule

Payment Type

Payment Terms

Bill To Location

Ship To Location

Vendor Contact Name

Currency

Price List

Accounting Rule

Invoicing Rule

Payment Type

Payment Terms

Tax Tax

Sales Credits Sales Credits
Order Number Order Number
Line Level

Order Field Contract Field
Service Duration Duration
Service Period Period
Ordered Item Line Item
Service Start Date Start Date
Service End Date End Date
Ordered Item Item
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Quantity

Unit Selling Price

Sales Credits

Currency

Service Item

Quantity

Price

Sales Credits

Currency

Item Instance

Note: The application does not support non seeded contract types.

Ordering Service in a Sales Order

You can order service for an item that a customer has on order or already owns. You

can use it to order service for:

e Anitem in the same order

e Anitem in a different order

e Anitem in the customer's installed base

Prerequisites

¢ If you are ordering service for an item in a separate order, then you must know:

e That order's number.

e The line number and shipment number for the item to cover.

¢ The date to start the service, taking into account any other existing service

agreements and warranties.

¢ If you are ordering service for an item that the customer already owns, then the
item must be already entered in your customer's installed base and you must know
the item instance number (referred to in Oracle Order Management as the Reference

Number) or its serial number.

The item instance number is automatically generated by the Oracle Installed Base
application when the item is added to a customer's installed base.

If the item does not exist in the customer's installed base, then you must create it
using procedures that are described in the Oracle Installed Base User Guide.
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To order service in a sales order:

1. Under the Order Management Super User responsibility, navigate to Orders,

Returns and then Sales Orders.

The Sales Orders window appears.

2. If you are ordering a service agreement for an item in the same order, then enter

Note: If you are tracking sales credits, and your organization is
using Oracle Service Contracts territories to assign sales agents to
service contracts, then the application does not use the sales agent
that you enter in the Salesperson field on the Order tab, Main
subtab to the contract itself. If your organization is not using
territories for sales agent assignment, then the agent that you enter
is entered as a vendor contact in the new contract.

Note: Oracle Service Contracts carries sales credits from the order
header to the contract header and the order line to the contract line.
Because Oracle Order Management generates the invoice, the
information proceeds directly to Oracle Receivables. During credit
generation, information is sent by way of Oracle Service Contracts.

that item first.

3. In the Sales Order window, select the Line Items tab and the Main subtab.

4. Use the Ordered Item LOV to enter the inventory item number of the service that

you are ordering.

5. Leave the Qty field blank. The application supplies the correct quantity

automatically:

If you are ordering service for a line in an order.

The application copies the quantity from that line. For example, if you are
ordering service for an order line with three widgets, then the service quantity

If you are ordering service for an item in the customer's installed base.

Note: The quantity field specifies the number of services that
you are ordering. It is not related to the length of the agreement
that is specified in the UOM (Unit of Measure) field. If you
enter 5 as the quantity and the UOM field shows YR (year), you

Ordering Service in Oracle Order Management
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are not ordering one five-year contract.

6. Select the Services tab.

7. If the service is for an item either in this or another customer order, then:

1. Select Order from the Service Reference Type LOV.

2. Use the Service Order Type LOV to enter the order type of the sales order. If
you are ordering service for an item in this order, then enter the same type that
you entered in the Main tab of the Sales Order form.

3. In Service Ref Order Number, enter the number of the sales order. If you are
ordering service for an item in this order, then enter the sales order number that
appears in the title bar of the Sales Order window.

4. Use the Service Ref Line Number LOV to select the line number and shipment
number. (The shipment number appears in the Service Ref Shipment Number
field.)

Note: You must scroll to view all required fields.

8. If you are ordering service for an item the customer already owns, then:

1. Select Customer Product from the Service Reference Type LOV.

2. Scroll to the Service Ref Cust Product field and use the LOV to enter the
customer product instance to cover with the service. You can search either by
the Oracle Installed Base instance number (labeled Reference Number in this
LOV) or, if the item is serialized, by the item's serial number.

Note: The application automatically checks to determine
whether the service is valid for the item that you just entered. If
the application informs you that it is not, then you must go
back and enter another service.

9. To simplify renewals, a customer can end all contracts on a single day each year
(called the cotermination day). Selecting the Service Coterminate Flag check box
sets the end date to that day. If the application administrator has set up the
cotermination day for the customer, that entry overrides any end date that you
enter for this agreement. See About Cotermination, page 3-56 for more information.

10. Enter service dates and duration:
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11.

12,

13.

14.

15.

e If you are ordering service (an extended warranty) for an item in an order, you
can have the application automatically fill in the start and end dates by entering
the duration only. The application starts the service the day after any warranty
for the product expires. The application provides the dates only after the order
is fulfilled and the contracts are created.

e If you are ordering service for an installed base item, then enter either:

® The service start and end date: The application calculates the duration.

¢ The start date and duration: The application calculates the end date.

Note: If you selected the Service Coterminate Flag check
box, the application may override the end date that you
enter here.

Save.

To add the services in the order to an existing contract or specify renewal
information for a new contract, click Actions and select Service Contract Details
from the LOV. See Adding Service Lines to an Existing Contract, page 6-9 or
Specifying Renewal and Other Details for a New Contract Created for Your Order,
page 6-11 for details.

Book the order.

If you have created a mixed order, then you must also pick and fulfill the order for
a new contract to be created or an existing contract to be modified.

You can view any new contracts that were created for the customer by following
the procedure described in Viewing Created Contracts by Sales Order Number,
page 6-16.

Note: Contracts are created by concurrent processes that are set up
by the application administrator to run on a periodic basis, and so
may not be available for viewing immediately.

Adding Service Lines to an Existing Contract

By default, the application creates a new contract for the service lines in your order. You
can have an individual line, or all the lines in your order, added to an existing contract
instead. The destination contract must be:

For the same customer.
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Active or signed.

Of the contract category that is specified by the application administrator in the
profile option OKS: Category for Order Management Originated Contracts.

Prerequisites

Create your order first and open it in the Oracle Order Management Sales Order
window.

Confirm the contract number.

To add service lines to an existing contract:

1.

In the Sales Order window, select the service line to add to an existing contract. To
add all lines in the order to the same contract, select the first service line in the
order.

Click Actions.

Select Service Contract Details.
The Contract Details window appears.
To apply all the rules that are selected in the Contract Details form to all the service

lines, select the Apply All check box. Leaving this check box cleared adds only the
current line.

If it is selected for one service line, you cannot select it for other service lines.

Use the Line Renewal Type list to specify how to renew the contract line:

e Do Not Renew: The line will not be renewed when the contract is renewed.

e Full Duration: The line will be renewed for the duration of the whole contract.

If your order includes multiple service lines, the contract duration begins on the
earliest start date and ends on the latest end date from all the lines.

¢ Keep Duration: The duration of this line will remain the same in a renewed
contract. Use this setting for intermittent or seasonal service lines. For example,
a mountain resort may want to order special service for peak periods in winter
and summer. Using this setting, you ensure that the renewed contract retains
the same structure. See Seasonal or Peak Period Service.
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6. Select the Existing radio button.

7. To restrict the choice of available contracts to those that are already entered in this
order, select Order from the Type list.

8. Otherwise, select Contract. This displays all active (entered) contracts in the
Contract Number LOV.

9. Use the Contract Number LOV to enter the contract number.

Note: If a contract has already been renewed, then its number
appears more than once in the Contract Number column. In this
case, pay attention to entry in the Contract Number Modifier
column to select the correct contract.

10. To have all remaining service lines in the order added to the same contract, select
the Apply All check box. This setting does not affect any service lines that already
have a contract specified for them.

Specifying Renewal and Other Details for a New Contract Created for Your

Order

You can choose to specify the information for a single service line or for all service lines
in the order. Your administrator can set up default renewal settings for different
customers or organizations within your enterprise. The entries that you make here
override those defaults.
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Prerequisite

Create your order and open it in the Oracle Order Management Sales Order window.

To specify renewal and other details for a new contract created for your order:

1. In the Sales Order window, select the service line for which you to create a new
contract. To have the information apply to the whole order, select the first service
line.

2. Click Actions.

3. Select Service Contract Details from the menu.

The Contract Details window appears.

4. If you plan to permit contract renewal, then use the Line Renewal Type list to
specify how to renew the current service line:

¢ Do Not Renew: The line will not be renewed when the contract is renewed.

e Full Duration: The line will be renewed for the whole duration of the contract.

If your order includes multiple service lines, the contract duration is as long as
the length of the longest service line.

* Keep Duration: The duration of this line will remain the same in a renewed
contract. Use this setting for intermittent or seasonal service lines. For example,
a mountain resort may order special service for peak periods in winter and

summer. Using this setting you ensure that the renewed contract retains the
same structure.

5. To add the information that you enter here to all lines in the order, select the Apply
All check box.

6. Select the New radio button.

7. Select the Renewal Type for the contract:

* Manual: Requires manual action for all process steps.
®  Online: Submits contract to customer.

¢ Evergreen: Activates without customer acceptance.

¢ Do Not Renew: Does not renew upon expiry.

For information about renewals, see Understanding Contract Renewals, page 17-11
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10.

11.

If a purchase order is required for the contract to be renewed, then select the PO
Required check box. This selection is available only for the Notify Salesrep and
Submit For Approval renewal options.

To specify a billing schedule for the renewed contract, then select a billing profile
using the Billing Profile LOV.

Specify how to price the renewed contract by making a selection from the Renewal
Pricing Type list in the Repricing Details region:

Price List: Charges the customer based on the price list that you enter in the
Price List field. The price charged is the current price that is listed in the price
list at the time the contract is renewed.

Manual: The application charges the customer the same price for the renewed
contract as they paid for the original contract.

Markup Percent: Automatically adjusts the price up or down by a percentage
that you enter. Optionally, you can cap the maximum adjustment based on a
price list.

If you have selected Markup Percent, then:

1.

Enter the percentage that you want the price to be adjusted. Entering a positive
number marks up the price. A negative number discounts the contract renewal.

If you are marking up the contract price and want to put a limit on the
maximum price that the customer will pay, then enter a price list in the Price
List field. The price of the renewed contract cannot go over the price that is
listed in the price list.

For example, if you enter 20% as your markup and the current list price of the
service is $100, then the renewed contract is priced at $120. If you enter a price
list that lists the service at $110, however, then this price list caps the maximum
price for the service at $110. The customer pays a maximum of $110 for the
renewal.

Note: The price cap works only for markups and not for
discounts.

12. If you have selected an electronic renewal, then in the Quote to region, enter the
contact to be notified by e-mail:

Note: The contact must have an existing e-mail address. You cannot
add new addresses here.
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1. Enter the contact using the Contact LOV.

2. If the contact has multiple e-mail addresses, then select the address where you
want to send the notification.

Note: The application administrator must enter a return
(From:) e-mail address in the Global Contracts Defaults
window as described in Setting Up New Contract Defaults for
Oracle Order Management, page 6-20.

13. Optionally, enter customer contacts for this contract in the Customer Contacts
region.

14. Select the Apply All check box to have all of the remaining service lines in the order
added to the same contract. This setting does not affect any service lines that
already have a contract specified.

15. Save.

Running Concurrent Programs to Generate Contracts Automatically

You must run the following two concurrent programs to generate contracts from Oracle
Order Management sales orders:

¢ Service Contracts Order Processing Program
e  Workflow Background Process

For more information about running and troubleshooting concurrent programs see the
Oracle Applications User’s Guide.

To run concurrent programs to generate contracts automatically:

1. Under the Order Management Super User responsibility, select Requests from the
View menu.

The Find Requests window appears.

2. Click Submit a New Request.

The Submit a New Request window appears.
3. Select the Single Request radio button.

4. Click OK.

The Submit Request window appears.
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5. In the Name field, enter Workflow Background Process and press the tab key.

The Parameters window appears.

6. Enter the following parameters:

Prompt Entry
Item Type OM Order Line
Process Deferred Yes
Process Timeout Yes
Process Stuck No
7. Click OK.

8. Click Submit.
9. Change responsibility to Service Contract Manager.

10. Submit the Service Contracts Order Processing Program concurrent program.

No parameters are required for this program.

Reprocessing Orders That Did Not Create Contracts

Prerequisite

Run the Workflow Background Process and Service Contracts Order Processing
Program concurrent processes as described in Running Concurrent Programs to
Generate Contracts Automatically, page 6-14.

To reprocess orders that did not create contracts:

1. From the Navigator, navigate to Workflow, and then selectReprocess Order.

The Reprocess Order window appears.

Note: The Reprocess Order form displays order details and product
history in a Multi Org Access Control (MOAC) context. The MOAC
feature allows you to access secured data in one or more operating
units from a single responsibility.
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Your system administrator defines the scope of access privilege
with the following profile options:

*  MO: Security Profile

®  MO: Default Operating Unit (Optional)

2.  Use the Query By Example in the View menu to query all errors:

1. From the View menu, select Query By Example then Enter.
2. Enter Error in the Status field.

3. From the View menu, select Query By Example then Run.

The window displays all errors.

3. Click Select All

4. Click Submit.

The application displays a note informing you of the process number.

Viewing Created Contracts by Sales Order Number

You can view the contracts that are generated by the application from your sales orders
in either Oracle Service Contracts or Oracle Installed Base.

Viewing Contracts by Sales Order Number in Oracle Service Contracts

To view contracts by sales order number in Oracle Service Contracts:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad.

2. Click Search in the toolbar.

The Search Templates and Contracts window appears.
3. From the Category LOV, select the contract category that is set in the profile OKS:
Category for Order Management Originated Contracts, for example Warranty and

Extended Warranty.

4, Click More.

The Service Module Search window appears.
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Enter the order number using the Order Number field LOV.

Click OK to return to the Search Templates and Contracts window.
Click Search.

Select the warranty to display in the authoring window.

Right-click and select Open from the shortcut menu.

Viewing Contracts by Sales Order in Oracle Installed Base

To view contracts by sales order in Oracle Installed Base:

1.

7.

8.

Switch responsibility to Oracle Installed Base Agent User.

Double-click the Oracle Installed Base Agent User to find the Install Base
Navigation Menu.

Select the Item Instance menu.

Under Item Instance main menu, double-click Item Instances to open a search
page.

The Search Item Instances page appears in a separate browser window.

Select Sales Order Number from the Quick Find list. Sales Order Number is one of
many search attributes that are available.

Enter the Sales Order number.
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Click Go.

The application displays all of the instances that are included in the sales order.

Using the Select radio button, select an Instance for which you want to see the
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Contact details.
9. Select Contracts from the View Details list.
10. From the Actions LOV, select Contracts.

11. Click Go.

The application displays contracts that apply to that instance.

Modifying the Dates That a Warranty Is Effective

Oracle Service Contracts calculates the start date of a warranty date by adding an
optional delay to the shipment date. The same date is also used by Oracle Installed Base
as the installed date of the product.

The purpose of the delay, which the application administrator enters at the time the
item is created in Oracle Inventory, is to account for the time that the item is in transit
and being installed. This ensures that customers receive the full benefit of the warranty.

Your organization can instead specify the actual warranty start date to ensure that
customers are charged for all of the services they receive.

Note: Oracle Service Contracts does not allow a change in warranty
dates if a service request is opened during the period.

You can:
¢ Change the warranty start and end dates only, page 6-19

Use this procedure for products, such as toasters or cameras, that do not require
installation or for which the installed date is not important.

If a user changes the installed date in Oracle Installed Base, the warranty does not
get updated automatically.

® Change the installed date and have the application adjust the warranty accordingly,
page 6-19.

Use this method if your organization records and tracks installed dates. When you
change the installed date in Oracle Installed Base, Oracle Service Contracts
automatically adjusts the start date of the warranty for you. This method ensures
that installed date and warranty start date remain synchronized.

Note: For the installed date to automatically change the warranty
start date, the application administrator must select the
Synchronize Date Installed check box in the Warranty region of the
Coverage template. (You can check whether this check box has
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been selected in any warranty by clicking the Edit Coverage button
on the Lines tab and Effectivities subtab.)

Changing Only the That Dates a Warranty is Effective
This procedure does not change the installed date for the item in Oracle Installed Base.
Prerequisites

¢ Confirm that the order is processed and that a warranty is created by the concurrent
processes run by the administrator.

e  Confirm that the order number.

To change only the dates that a warranty is effective:

1. Find the warranty by order number using the Search Templates and Contracts
window and display it in the Service Contracts Authoring window. See Viewing
Contracts by Sales Order Number in Oracle Service Contracts, page 6-16.

2. Select Cascade Attribute from the Actions menu.

The Cascade Attributes window appears.

3. Enter the new dates for the warranty in the Effective Dates fields in the Header
Attributes region.

4. Select the Effective Dates check box.
5. Verify that Header to Lines is selected for Cascade.

6. Click Submit.

The Transaction Log appears.

7. Click Apply.

Changing Both the Warranty Dates and Installed Date
Prerequisite

e Confirm that a warranty has been created before you modify the installed date.

e Confirm the order number.
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To change both the warranty dates and installed date:

1.

10.

11.

Switch responsibility to Oracle Installed Base Agent User.

Double-click the Oracle Installed Base Agent User to find the Install Base
Navigation Menu.

Click the Item Instance menu.

Under Item Instance main menu, double-click Item Instances to open a search
page.

The Search Item Instances page appears in a separate browser window.

Select Sales Order Number from the Quick Find list. Sales Order Number is one of
many search attributes that are available.

Enter the Sales Order number.

Click Go.

The application displays all of the instances created from the sales order.

Using the select radio button, select an instance for which you want to change the
warranty dates or installed date.

Click the Update icon.

An update Item Instance page appears.
Scroll to the Install Date and change the date.

Save.

Setting Up New Contract Defaults for Oracle Order Management

Application administrators must use this procedure to enter information that is
required to create new contracts from orders in Oracle Order Management. This
information is required for contracts to be created successfully and is not entered by the
agent in the order. For information about the Global Contracts Defaults, see Entering
Contract Defaults, page 2-36.

You can also default renewal information for these contracts. See Specifying How a
Contract Will Be Renewed, page 3-12.
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To set up new contract defaults for Oracle Order Management:

1. Log in to the Service Contracts Manager responsibility. Navigate to Setup: Service
Contracts, and then select Global Contracts Defaults.

The Global Contracts Default window appears.

2. In the upper half of the window, make the following entries:
1. Renewal region:

® Select the contract group where new contracts will appear within the
Contracts Navigator from the Renewal Contract Group LOV.

® Select the Renewal Process from the Renewal Process LOV.
¢ Select the Approval method from the Approval LOV.
® Select the Layout Template from the Layout Template Set LOV.

e If the Purchase Order details need to be fetched, check the PO Required
check box.

2. Pricing /Billing region: Select the Pricing Method from the Pricing Method LOV.
3. Thresholds region: Select the Ledger Currency from the Ledger Currency LOV.

4. Integration region:
® Select a QA checklist to test contract completeness before the contract can

become active from the QA Checklist LOV .

* Select the workflow for processing contract approvals from the Approval
Worklflow LOV.

* Select Third Party from the Role LOV. This entry defines the party role
when the sold-to party is not the same as the ship to party for contracts that
are created from Oracle Order Management.

* Select the Interface Price Break check box to send price break details to
Oracle Receivables during billing. This includes quantity, unit price, and
amount.

e Select the credit that a customer receives if service is terminated from the
Return Credit LOV. The options are:

e Full: The customer receives full credit.
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* Calculated: The credit is prorated based on the date terminated.

e None: The customer does not receive credit.

5.  Online Acceptance region:

¢ Select the return e-mail address for electronic renewals from the Help Desk
LOV. This address appears on the From: field of the e-mail notification that
is sent to customers.

e Select the Payment Terms from the Payment Terms LOV.

3. Save.

Understanding the Impact of Contingencies on Revenue Recognition

With the revenue management feature you can automatically time revenue recognition
in accordance with the removal of revenue deferral reasons as required by US Generally
Accepted Accounting Principles (GAAP) and International Accounting Standards (IAS).
To leverage the features of the Revenue Management module, Oracle Service Contracts
has modified the billing process to send the order line id relating to the covered goods
to Oracle Receivables (AR). The AR interface contains a new column to accept the order
line ID, which is also referred to as the parent line ID. If the application passes an order
line ID, AR uses it to check the acceptance contingencies on that order line, to determine
whether to defer revenue on the service. The application does not send an order line to
AR in the following cases:

® Goods covered in a contract, which were not sold in Oracle Order Management
® Usage lines

® Subscription lines

* Services with covered levels other than covered product

® Services with summary level billing

AR does not defer revenue without an order line ID. The application treats the service
as if no contingencies are defined for the goods that are covered by the service.

Note: Administrators can select variable accounting rules to recognize
revenue based on any duration (for example, daily, weekly or
quarterly). Accounting rules are set up in Oracle General Ledger.

1. With Receivables responsibility navigate to the Setup, Transactions,
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Accounting Rule and create the appropriate accounting rule.

Use the Period field and the Number of Periods field within the
Accounting Rule form to define revenue recognition.

Select the Deferred Revenue check box to ensure that the
application does not use the existing accounting rule.

If you check the Deferred Revenue box and you want to manually
recognize revenue, navigate to Oracle Receivables, then select
Control, then select Accounting, and then select Revenue
Accounting

The Revenue Accounting and Sales Credits form appears.

e The Number is the Invoice Number.
e The Reference is the Order Number.

You can schedule or unscheduled revenue here.

Ordering Service in Oracle Order Management

6-23






7

Adjusting Prices

This chapter covers the following topics:

Overview of Adjusting Prices

Entering Price Adjustments

Getting Help in Picking Adjustments

Viewing Total Adjustment Amounts

Viewing Adjustments for the Whole Contract

Viewing the Total Adjustments for an Individual Line or Subline
Reverting to the Original Price List Price

Cascading Service Price

Overview of Adjusting Prices

This group of topics explains how you can adjust prices of service, subscription, and
usage lines in your contract by applying adjustments that are set up by the application
administrator.

Use the procedures in this group of topics to adjust prices for service lines that are
automatically priced by the application based on a price list that you have entered. The
pricing of other lines is based on an agreement between the agent and a customer, so

the lines should already include any adjustments.

Contract lines that the application prices based on the price list include:

Usage lines of all types except Negotiated Price.

You manually enter a price for Negotiated Price lines, so you must change that
price directly to reflect any additional discounts.

Service lines for Item and Product levels.

Service lines covering Customers, Sites, Parties, and Systems are also priced
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manually.
®  Subscription lines.

If your contract includes a mix of lines that are priced on the price list and that are
priced manually, and you decide to adjust the price at the contract level, then the
adjustments that you enter apply only to those lines that are priced based on the price
list.

About Price Adjustments
Using Oracle Advanced Pricing, application administrators can set up discounts or
surcharges (called price modifiers) for the services, usage contracts, and subscriptions
that you sell in Oracle Service Contracts. The price modifiers provide adjustments either
in percentages or in currency amounts.

Note: Lump Sum modifiers, which get applied to the final negotiated
price or subtotal, are not supported for service items.

The modifiers can be of two types:

* Automatic price adjustments. The application automatically applies the discount or
surcharge if the customer qualifies. For example, a company may choose to give an
automatic 15% discount to all existing customers.

¢ Price adjustments that you can select manually while authoring a contract. For
example, you can choose to offer a customer 10%, 15%, or 20% off the list price.

The administrator can set up either type of adjustment so that you can change the
amount of the discount manually. You can identify this type of modifier by the Y value
in the Update Allowed field. If you are applying an adjustment manually, this field
appears in the Modifier Number LOV.

If the administrator has set up such a modifier to apply to the line automatically, then
you can enter an entirely new price for the contract line. You can do so either in the line
itself or in the Price Adjustment window itself.

Different Levels of Discounts

The administrator can set up different price adjustments to apply at the contract, line,
and subline levels. For example, a copier manufacturer may offer a 10% discount on a
particular service and a 15% sale for all customers purchasing service contracts worth
$1,000 or more (contract-level discount).

Price adjustments that are applied at different levels are cumulative and are applied
against the price list price.

Suppose that a customer purchases a service contract with a list price of $1000 and
receives the following two levels of discounts:
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* An automatic 10% preferred customer discount at the contract level

* A 15% discount at the line level because of a promotion on the specific service they
are purchasing

The resulting price is $750 ($1000-$100 —$150).

The application deducts any currency adjustments after the percentage adjustments are
made. If an agent entered -$30 in the preceding example, then the final price that the
customer pays is $750-$30= $720.

Adjustment Methods

You can adjust prices in two ways:

* Change the price list and reprice the line or contract. (This method is discussed in
the chapters describing how you enter contract lines).

® Select price adjustments using the Adjustments window.

e Directly override the price.

Optionally, you can enter any information that may help a customer qualify for an
adjustment and let the application suggest valid adjustments for you.

For example, you can use this method to find out what discounts are available for a
customer who calls Support. Or perhaps the customer wants the same discounts as
a colleague from another company.

About Partial Period Computation

You can set attributes that enable the application to calculate pricing for partial periods.
A partial period duration is less than pricing period duration, such as 10 days rather
than a full month. It is a ratio of the number of days in the partial period to the number
of days in the pricing period duration (default full period or price unit of measure
(UOM)). The number of days in the pricing period duration is based on the selection
that is made in the partial period attributes Period Type and Price UOM fields.

You can select where the partial period calculation occurs within a pricing duration
when service starts in the middle of a period by setting the Period Start attribute. If you
select Calendar, the period start and end dates match the calendar start and end dates.
If you select Service, then the application uses the service start date and only the last
period can be a partial period.

You can define partial period attributes at the operating unit level within Global
Contracts Defaults. See Entering Contract Defaults, page 2-36.

Entering Price Adjustments

You can:
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e Enter price adjustments (discounts or surcharges). You can adjust only prices on
lines that have been priced using the price list.

¢ Have the application suggest appropriate adjustments for contract lines by first
entering qualifying information. See Getting Help in Picking Adjustments, page 7-
6.

Note: If you edit a modifier value, the change is not reflected on an
existing contract even after you reprice it. In this case, you must delete
the modifier and reprice the contract.

To enter price adjustments:

1. Indicate the level at which you want to apply or review adjustments:
e Header: Select the Summary tab.

¢ Line: Select the Lines tab, the Effectivities subtab, and the line that you want to
adjust.

e Subline: Select the Lines tab, the Pricing/Products subtab, the line, and the
subline that you want to adjust.

2. Select Pricing Adjustment from the Tools menu.

The Adjustment window appears listing any discounts that have been applied at
this level.

Note: Remember that, although adjustments are cumulative,
adjustments at one level do not show up in the windows at other
levels.

The heading at the top of the window indicates whether you are
adjusting the price at the header or line level.
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Note: The Adjustment window interface does not distinguish
between line and subline adjustments. It views them all as lines. If
you are adjusting prices at the subline level, then the Line Number
field actually refers to the subline number and the Level field lists
Line as your adjustment level although you are adjusting the
subline.

Select any additional price adjustments using the Modifier Number LOV. A DLT in
the Modifier Type field indicates a discount; SLT indicates a surcharge.

If the modifier that you selected can be updated manually (Y appears in the Manual
Override field in the LOV), then you can enter either of the following;:

* Percentage adjustment in the Rate field.

® Currency amount adjustment in the Price Reduction field.

Note: You can apply a modifier that allows an override at both
the header and subline level. For contract lines, you can only
apply a modifier that does not allow an override.

Whether the modifier permits you to enter an amount or percentage adjustment
depends on the way it has been set up by the administrator.

Note: At the header level, you can enter only percentage
adjustments.

For a discount, entering a positive number reduces the price. Entering a
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negative number applies a surcharge.

5. Enter any reasons for the adjustment on the Reason tab.

6. To apply the adjustments that you have chosen, click Save and Reprice. Save saves

your choice but does not reprice.

The billing schedule automatically reflects the new prices.

Getting Help in Picking Adjustments

You can enter qualifying information that permits the application to suggest

appropriate adjustments for your customer. This feature is available only at the line

level.

Prerequisite

Confirm the qualifying information that is used in your application. You can contact

your application administrator for more information.

To get help in picking adjustments:

1. Select the Lines tab, the Effectivities subtab, and the line that you want to adjust.

2. Select Pricing Qualifier from the Tools menu.

The Qualifiers window appears, listing any qualifiers that were entered previously.

Line
{ Lina RE[EIEHCEE

Line: Number |1

Sran Diate [01-MAR-Z001

E£nd Oate[26-FEB 2002

Amount |

400.000

Line Mame [WR2I763

Extended Notehook PC Service Program

Content

_ Group Mo, |

Adtributa

Operator
Precadence | g

Walue From

Ieaning

Yalue Ta

Stant Date

End Data

1

‘Customer

Customer Nam 260

ABC Corporati:

1

Yalume

Order Amount 500

3. Enter the qualifying information.

For example, to see whether a customer with orders between $1000 and $2000

| Cancal

qualifies for discounts, you might select Volume as the context and Order Amount
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as the attribute and enter a range of 1000 through 2000 in the value fields.

4. Save and close the window.
The qualifying information that you have entered is now used by the application to:

¢ Apply any automatic price adjustments the customer is entitled to based on the
information that you entered. The information is sent whenever the pricing call
occurs, for example, when you save the line or reprice.

e Filter the price adjustments (modifiers) that are listed in the Modifier Number
LOV.

You are now ready to select any manual price adjustments. See Entering Price
Adjustments, page 7-3 .

Viewing Total Adjustment Amounts
You can view the total adjustment amounts for:

e The whole contract
e Anindividual line or subline

Viewing the totals does not tell you what specific adjustments were applied or at what
level. To view the sources of adjustments, you must open the Adjustment window at all
the different levels. See Entering Price Adjustments, page 7-3 for details.

Viewing Adjustments for the Whole Contract

To view adjustments for the contract as a whole, select the Summary tab and
Pricing/Billing subtab. The total adjustments appear in the Adjustments region.

Viewing the Total Adjustments for an Individual Line or Subline

You can view the total price adjustment for a line and subline.

To view the total adjustments for an individual line or subline:
1. Select the Lines tab and Pricing/ Products subtab.

2. Select the line (and optionally the subline) to view.

The Pricing Calculation button is active only for lines that have no sublines, such as
subscriptions.

3. Select the Pricing secondary tab.
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4. Click Pricing Calculation.

The total adjustments for the line and subline appear in the Pricing Calculation
window.

You can review the details that are related to the Covered Level:

e List price
¢ Quantity
e UOM

e Extended Amount

In addition, you can review the details that are related to the Top Line level:
e List price

® Operator: Represents how the service is priced (amount based or percentage

based).
*  Quantity
e UOM

® Adjusted Price: Reflects the adjusted price if modifiers have been applied.
¢ Extended amount

e Status Text: Represents the status of the pricing, such as Success.

Reverting to the Original Price List Price

You can remove any adjustments that you have made and revert an adjusted price of a
line or subline to the price that is listed on the price list. This removes the adjustments
that you have added manually by calling the pricing application for the most up-to-date
price on the price list, along with any automatic modifiers.

To revert to the original list price:

1. Remove price adjustments at any of the three levels:
* For a line (this removes all subline adjustments.):

1. Select the Lines tab and Pricing/Products subtab.

2. Select the line to change.
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3. Click Reprice on the Pricing/Products subtab.

* For a single subline:

1. Select the Lines tab and Pricing/Products subtab.
2. Select the line and subline to change.

3. Click Reprice on the Pricing secondary tab.

e The entire contract:

1. Select the Summary tab and Pricing/Billing subtab

2. Click Reprice.

The reprice Decision dialog box appears.

®  Select one of the two repricing methods:

e To remove the adjustments for the entire contract and return the prices to
those listed in the price list that is attached to each contract line, click
Reprice Only.

¢ To remove the adjustments for the entire contract and reprice the entire
contract based on the price list entered in the Price List field of the
Pricing/Billing subtab, click Cascade and Reprice.

The Repricing results window appears.

2. If all lines are repriced successfully, then click Apply to make the changes. If some
lines fail and show a severity of Error or Unexpected Error, the Apply button is
disabled. In this case, you must correct the error before attempting to reprice.

Cascading Service Price

You can access the Cascade Service Price window from the Actions menu and use it to
cascade the service line price to the covered level prices at the same proportions. For
example, in the following table, the current service line price is $2,000 and in this case,
the percentage of the service price applied to lines L1 and L2 is 75% and 25%
respectively. The same proportions are cascaded to the lines if $4,000 is applied.

Current New

S1 $2000 $4000
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Current New

L1 $1500 $3000

L2 $500 $1000

To cascade the service price:

1.

Select the contract line to which you want to make a price change.

From the Service Contracts Authoring window, select the Actions menu and then
select Cascade Service Price.

Review the Service, Start Date, End Date, and Current Price fields. These are
display-only fields.

Enter the New Price that is to be allocated across the sublines.

Click Apply to save. The new price is cascaded in the appropriate proportions to
the final price of each covered level.

Refresh the billing schedule to reflect the new values.
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8

Running Quality Assurance Results and
Troubleshooting

This chapter covers the following topics:

* About the Quality Assurance Check (QA Check)

® Running the Quality Assurance Check from the Actions Menu

* Submitting the Contract for Approval from the Actions Menu

¢ Running the Quality Assurance Check from the (Summary) Administration Subtab
¢ Running the Contracts QA Program

* Troubleshooting Errors

About the Quality Assurance Check (QA Check)

This group of topics explains how to use quality assurance results to troubleshoot issues
within your contract.

The QA Check is an automated process that verifies the validity of a contract.

Two default QA checklists are seeded in the application: Default Service Contracts
Quality Assurance Check List and Default Quality Assurance Check List.. However, if
required, the default QA checklists can be modified to include other checks. The default
is set with the profile option OKS: Default QA Checklist. You can override the default
checklist from the Summary Administration tab of the Service Contracts Authoring
form.

Default Quality Assurance Check List is used for checking generic parameters such as,
required values, Effectivity Dates, Price, and so on. Default Service Contracts Quality
Assurance Check List is used for checking Service Contracts specific options such as,
Covered Level Overlap, Service Effectivity, Product Quantity, Customer Availability,
and so on.

A QA checklist consists of one or more processes that are defined in the Process
Definitions form prior to their being selected for the QA checklist.
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A process within the QA checklist can be defined with two severity levels, error and
warning. Errors must be corrected before the contract is submitted for approval.

You can start the QA checklist as follows:

Actions menu: Starting the QA checklist from the Actions menu shows the results
for an individual contract immediately in the Quality Assurance Results window,
but does not submit the contract to the Approval workflow. See Running the
Quality Assurance Check from the Actions Menu, page 8-2.

Actions menu: Submitting the contract for approval runs the QA check, shows the
results immediately in the Quality Assurance Results window, and enables you to
submit the contract to the Approval workflow. See Submitting the for Approval
from the Actions Menu, page 8-3.

Summary Administration subtab: Starting the QA checklist from the Summary
Administration subtab shows the results for an individual contract immediately in
the Quality Assurance Results window, and enables you to submit the contract to
the Approval workflow. See Running the Quality Assurance Check from the
(Summary) Administration Subtab, page 8-4.

Contracts QA Report concurrent program: Starting the QA checklist from the
Contracts QA Report enables you to run a QA check on multiple contracts. The
process produces a report listing the results of each contract. This process can
optionally start the approval workflow after the QA is complete. See Running the
Contracts QA Program, page 8-6.

Note: After the QA Results appear you must fix the errors. For a
listing of errors and the corrective actions, see Troubleshooting
Errors, page 8-7.

Running the Quality Assurance Check from the Actions Menu

To run the Quality Assurance Check from the Actions menu:

1.

From the Service Contracts Authoring window, select the Actions menu and select
Check QA.

The Quality Assurance Results window appears.

Note: The Continue Approval box is not active. If you want to
continue with the approval process from the QA check, then you
need to submit the contract for approval from the Summary
Administration tab.
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2. Verify the following:

e Contract Number
e Default QA Checklist

e Results

For information about fixing errors, see Troubleshooting Errors, page 8-7.

Note: You can change the default QA checklist by selecting a
different checklist from the Default QA Checklist LOV within
the Summary tab and Administration subtab. After making the
change, you must select the Check QA action again.

Submitting the Contract for Approval from the Actions Menu

To submit the contract for approval from the Actions menu:

1. From the Service Contracts Authoring window, select the Actions menu and select
Submit for Approval.

The Quality Assurance Results window appears.

Note: If errors appear in the results, the Continue Approval box is
not active. If you want to continue with the approval process, you
must fix the errors and resubmit the contract.

2. Verify the following:
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e  Contract Number
¢ Default QA Checklist

e Results

For information about fixing errors, see Troubleshooting Errors, page 8-7.

3. If all results indicate Success, select Continue Approval to submit the contract to
the approval workflow.

If warning messages appear, you can review the messages and determine whether
the issues should be fixed. If you determine that they do not need to be fixed, you
can ignore them.

Note: You can change the default QA checklist by selecting a
different checklist from the Default QA Checklist LOV within the
Summary Administration tab. After making the change, you must
select the Submit for Approval action again.

Running the Quality Assurance Check from the (Summary) Administration
Subtab

To run the Quality Assurance Check from the (Summary) Administration subtab:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab. Select Submit.

8-4 Oracle Service Contracts User Guide



Eummary

N Security / Text

Parties Pricing / Billing Renawals
Effective Daie . E ~Follow Up ————
Approved Grace End Parcent Due Date
Signed | Grace Durstion [ Date [ Action [
Renewed | Grace Period h
1ed [ —_—
e ED15 ‘ I Contract Termns
Terminated | ‘
~ Contract Groups
Group Marme Dascription Public
I|Sena|ce ‘Ser\ri:e w2

I [ |0

[l \ 0k

- Approval

G Checklist |D efault Quality Assurance Check List
Mlame |App roval Process ESs rvice Contracts Approval Process [Cactive

§ Submit | PAaritar Stop

The Quality Assurance Results window appears.

Note: If errors appear in the results, the Continue Approval box is
not active. If you want to continue with the approval process, you
must fix the errors and resubmit the contract.

Verity the following:

e Contract Number

¢ Default QA Checklist

e Results

For information about fixing errors, see Troubleshooting Errors, page 8-7.

If all results indicate Success, select Continue Approval to submit the contract to
the approval workflow.

If warning messages appear, you can review the messages and determine if the
issues should be fixed. If you determine that they do not need to be fixed, you can

choose to ignore them.

Note: You can change the default QA checklist by selecting a
different checklist from the Default QA Checklist LOV within the
Summary Administration tab. After making the change, you must
select Submit again.
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Running the Contracts QA Program

This report enables you to run a QA check on multiple contracts. This is particularly
useful when the reports is run immediately before the billing process to help identify
issues on contracts before they are submitted to Accounts Receivable.

Use this option for very large contracts, when you do not want to wait for the entire QA
process to finish.

To run the contracts QA program:

1.

From the View menu, select Requests.

The Find Request window appears.

Select Submit a New Request.

The Submit a New Request window appears.

Select the Single Request radio button and click OK.

The Submit Request window appears.

From the Name LOV, select Contracts QA Report and click OK.

The parameters window appears.

Set the following parameters as required:

e From Contract Number (required)

To Contract Number

From Start Date (required)

Note: When you run the report, the From Start Date and To
Start Date will both default to the current date. If your contracts
start prior to this date, you will not see a report. Be sure to
check your start dates.

e To Start Date
e (Contract Status

* Level of Details (required)

You can select a report that details all contracts selected, all contracts that pass
the QA check, or all contracts that fail the QA check.
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® Submit for Approval: If this parameter is set to Yes, the contract is
automatically submitted for approval if it passes QA.

¢ Ignore QA Warning: If this parameter is set to Yes, QA warnings are ignored

6. Click OK.

The Submit Request window appears with a concatenated listing of the parameters.

7. Select Submit.

A Decision window appears with the request ID. You should make a note of this ID.

8. Click No.

The Find Request window appears. You can use this window to track your request.

9. Verify that the View All My Request radio button is selected, and click Find.

The Request window appears.

10. After your request is completed, you can view the details by selecting View Output

Troubleshooting Errors

After you run the QA Check, you must review the Quality Assurance Results window.
The results show any errors or warnings that are associated with the contract.

Following is a list of errors and a list of warnings that may appear in the Quality
Assurance Results window.

Error Messages

You must correct all errors that are listed in the Quality Assurance Results. Error
messages will prevent you from passing the QA check and submitting the contract for
approval.

Error Messages Summary
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Process Name Error Message

Meaning and Resolution

Check Address Bill to address is required on
top line number Line 1.

Check Address Bill to address is invalid on
top line number 1

Check Address Bill to address is invalid at

header level

This message validates the
following: a bill to address
exists for service, usage, and
extended warranty lines.

It occurs when: the bill to
address is missing on service,
usage, or extended warranty
lines.

To fix the error: add a bill to
account that has a billing
address on the reported line.

This message validatesthe
following: whether bill to
address is active for service,
usage, and extended warranty
lines.

It occurs when: bill to address
is not active on service, usage
or extended warranty lines.

To fix the error: change the
bill to address on the reported
line.

This message validatesthe
following: whether bill to
address is active at the
header.

It occurs when: bill to address
is not active on header.

To fix the error: change the
bill to address at the header
level.
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Process Name Error Message

Meaning and Resolution

Check Address Subscription line 1 should
have a ship to address.

Check Address Ship to address is invalid on
top line number Line 1.

Check Address Ship to address is invalid at

header level

This message validatesthe
following: whether ship to
address exists for subscription
line.

It occurs when: ship to
address is missing on
subscription line.

To fix the error: add a ship to
account that has a shipping
address on the reported line.

This message validatesthe
following: whether ship to
address is active for service,
usage and extended warranty
lines.

It occurs when: ship to
address is not active on
service, usage, or extended
warranty lines.

To fix the error: change the
ship to address on the
reported line.

This message validates the
following: whether ship to
address is active at the
header.

It occurs when: ship to
address is not active on
header.

To fix the error: change the
ship to address at the header
level.
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Process Name

Error Message

Meaning and Resolution

Check Billing Schedule

Check Billing Schedule

Check Billing Schedule

Top line Line 1 Stream Level
should be entered.

Line 1 billing schedule should
be entered.

Sub line SLL period not same
as bill schedule period.

This message validates the
following: checks the Stream
Level Line of the top line
billing schedule.

It occurs when: top line
Stream Level Line has not
been entered.

To fix the error: enter the
Stream Level Line of the top
line billing schedule.

This message validates the
following: checks the top line
level elements.

It occurs when: the level
elements are missing.

To fix the error: enter the
level elements for the
reported line.

This message validates the
following: reports an error if
for Equal Amount and
Covered level billing type the
top line period is not the same
as the sum of level elements.

It occurs when: the top line
period is not the same as the
sum of level elements for
Equal Amount and Covered
level billing type.

To fix the error: change the
Stream Level Line period on
the reported line.
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Process Name

Error Message

Meaning and Resolution

Check Billing Schedule

Check Billing Schedule

For Line 1 there is a mismatch
between line amount and
total billing schedule amount
(sum of level elements).

Line 1 Stream level
effectivities should be within
line effectivities

This message validates the
following: for Equal Amount
billing type a mismatch
should not exist between line
amount and billing schedule
amount.

It occurs when: the billing
type is Equal Amount and the
line amount is different from
the billing schedule amount.

To fix the error: change the
billing schedule amount on
the reported line.

This message validates the
following: reports an error if
billing cycle end date is prior
to the top line end date or the
billing cycle start date is not
the same as the top line start
date.

It occurs when: billing cycle
end date is prior to top line
end date or when billing cycle
start date is not the same as
top line start date.

To fix the error: change the
billing cycle end date if it is
prior to the top line end date
or change the billing cycle
start date if it is not the same
as top line start date.
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Process Name

Error Message

Meaning and Resolution

Check Billing Schedule

Check Billing Schedule

Check Billing Schedule

Line 1 Stream level
effectivities should be within
line effectivities.

Subscription line 1 with final
price can not be less than
billed amount.

Sub line billing flag should be
same as top line billing flag.

This message validates the
following: whether billing
type is Equal Amount or
Covered Level then billing
cycle end date should not be
later than top line end date.

It occurs when: billing type is
Equal Amount or Covered
Level and billing cycle end
date is later than top line end
date.

To fix the error: Make the
billing cycle end date same as
top line end date or change
the billing type to Top Level.

This message validates the
following: reports an error
for subscription line if
negotiated price is less than
billed amount.

It occurs when: negotiated
price is less than billed
amount in a subscription line.

To fix the error: change the
negotiated price on the
reported line.

This message validates the
following: subline billing
type should be the same as
top line billing type.

It occurs when: subline
billing type is different from
top line billing type.

To fix the error: make both
subline and top line billing
type the same.
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Process Name

Error Message

Meaning and Resolution

Check Billing Schedule

Check Billing Schedule

Check Billing Schedule

Start date and end date of sub
line should be same as top
line in equal amount.

Sub line 1 Stream Level Line
should be entered.

Line 1 billing schedule should
be entered.

This message validates the
following: start date and end
date of sub line should be
same as top line in Equal
Amount.

It occurs when: start date or
end date of the sub line is not
the same as the top line for
Equal Amount billing type.

To fix the error: change the
start date or end date of the
reported subline or top line.

This message validates the
following: reports an error if
subline stream level line is not
found.

It occurs when: sub line
stream level line is not found.

To fix the error: enter the
stream level line on the
reported subline billing
schedule.

This message validates the
following: reports an error if
level element (billing
schedule) is not found in the
sub line.

It occurs when: level element
is not found in the subline.

To fix the error: enter the
level element on the reported
subline.

Running Quality Assurance Results and Troubleshooting 8-13



Process Name

Error Message

Meaning and Resolution

Check Billing Schedule

Check Billing Schedule

Check Billing Schedule

Sub line 1 SLL period 1 not
same as bill schedule period
1.

Sub line 1 Product final price
not same as total bill schedule
amount.

Sub line 1 Product final price
cannot be less than billed
amount.

This message validates the
following: reports an error if
for Equal Amount and
Covered level billing type the
sub line billing period is not
the same as the sum of level
elements.

It occurs when: billing type is
Equal Amount or Covered
level and the sub line billing
period is not the same as the
sum of level elements.

To fix the error: fix the stream
level line period for the
reported sub line.

This message validates the
following: subline level
element total should be equal
to subline price negotiated.

It occurs when: covered line's
billing schedule amount is not
equal to the covered line's
price negotiated.

To fix the error: change the
covered line's billing schedule
amount.

This message validates the
following: subline final price
cannot be less than billed
amount.

It occurs when: subline final
price is less than billed
amount.

To fix the error: make the
final price equal to or greater
than the billed amount.
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Process Name Error Message Meaning and Resolution

Check Billing Schedule Subline 1 SLL effectivities This message validates the
should be within sub line following: checks for Product
effectivities. billing cycle end date equal to

lines end date for Equal
Amount and Covered Level
billing type

This check is not done for Top
level billing type because the
stream level line end date in
that case might go beyond the
line end date.

It occurs when: billing type is
Equal Amount and Covered
Level and product billing
cycle end date is not the same
as lines end date.

To fix the error: change the

billing cycle end date.
Check Billing Schedule Subline 1 SLL effectivities This message validates the
should be within sub line following: For Top Level
effectivities. billing type the billing cycle

start date and subline start
date should be the same.

It occurs when: billing type is
Top Level and subline billing
cycle start date is not the same
as subline start date.

To fix the error: change the
sub line billing cycle start date
to the subline start date.

Check Covered Levels OKS At least one covered level line This message validates the
is required for contract line, 1, following: if a covered level
Service. is entered.

It occurs when: covered level
is missing.

To fix the error: enter the
covered level.
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Process Name

Error Message

Meaning and Resolution

Check Covered Levels OKS

Check Covered Levels OKS

Check Covered Levels OKS

Check Covered Levels OKS

Please enter a value for Final
Price in contract line 1.

Quota Sales Credit at line
must be assigned to 100% in
contract line 1, Service.

Service item &Line_Name is
not an active inventory item

Covered item &Line_Name is
not an active inventory item

This message validates the
following: negotiated amount
at covered levels is required.

It occurs when: negotiated
amount is missing from
covered levels.

To fix the error: enter a
negotiated amount at covered
levels.

This message validates the
following: sales credits must
be defined for the line.

It occurs when: sales credits
have not been defined for the
line.

To fix the error: enter sales
credits for the lines.

This message validates the
following: contract contains
an inactive inventory item
from Oracle Installed Base

It occurs when: a contract
contains an inactive inventory
item from Oracle Installed
Base.

To fix the error: enter an
active inventory item in the
Covered Name field.

This message validates the
following: contract contains
an inactive covered item.

It occurs when: contract
contains an inactive covered
item.

To fix the error: enter an
active covered item in the
Covered Level field.
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Process Name

Error Message

Meaning and Resolution

Check Covered Levels OKS

Check Covered Levels OKS

Check Covered Levels OKS

Check Covered Levels OKS

Covered Party &Line_Name
is not active

Covered Product
&Line_Name is not active.

Covered System &Line_Name
is not active.

Covered Site &Line_Name is

not active

This message validates the
following: contract contains
an inactive covered party.

It occurs when: contract
contains an inactive covered

party.

To fix the error: enter an
active covered party in the
Covered Level field.

This message validates the
following: contract contains
an inactive covered product.

It occurs when: contract
contains an inactive covered
product.

To fix the error: enter an
active covered product in the
Covered Level field.

This message validates the
following: contract contains
an inactive covered system.

It occurs when: contract
contains an inactive covered
system.

To fix the error: enter an
active covered system in the
Covered Level field.

This message validates the
following: contract contains
an inactive covered site.

It occurs when: contract
contains an inactive covered
site.

To fix the error: enter an
active covered site in the
Covered Level field.
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Process Name

Error Message

Meaning and Resolution

Check Covered Product
Quantity

Check Covered Product
Quantity

Check Covered Product
Quantity

Item instance item 1 for line 1
is not found in installedbase.

Covered product quantity
and unit of measure on line 1
does not match the quantity
and unit of measure in
installedbase.

Covered product quantity on

line 1 does not match quantity

in installedbase.

This message validates the
following: whether the item
instance is in installed base.

It occurs when: the item is
not found in installed base.

To fix the error: select a new
product.

This message validates the
following: checks the covered
product quantity and unit of
measure against the quantity
and unit of measure in
installed base.

It occurs when: the covered
product quantity and unit of
measure is different from the
quantity and unit of measure
in installed base.

To fix the error: select a
different product from the
installed base or update the
product quantity.

This message validates the
following: checks the covered
product quantity against the
quantity in installed base.

It occurs when: the covered
product quantity is different
from the quantity in installed
base.

To fix the error: select a
different product from the
installed base or update the
product quantity.
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Process Name

Error Message

Meaning and Resolution

Check Covered Product
Quantity

Check Customer Availability

Check Customer Availability

Covered product unit of
measure on line 1 does not
match the value stored in
installedbase.

Bill to customer account is
inactive on line number 1.

There is no customer in the
contract. Please define a party
with the role of customer for
the contract.

This message validates the
following: checks the covered
product unit of measure
against the unit of measure in
the installed base.

It occurs when: the covered
product unit of measure is
different from the unit of
measure in installed base.

To fix the error: select a
different product from the
installed base or update the
unit of measure

This message validates the
following: whether bill to
customer account is active.

It occurs when: bill to
customer account is not
active.

To fix the error: change the
bill to customer on the
reported line.

This message validates the
following: whether the
contract header has a
customer or third party.

It occurs when: the contract
header has no customer or
third party.

To fix the error: add a
customer or subscriber or
third party to the contract.
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Process Name

Error Message

Meaning and Resolution

Check Customer Availability

Check Email Address

Check Item Instance Is Valid

At least one bill to account on
the contract lines belongs to
Account 1. The
Customer/Third party on the
contract header is not related
to this account.

Check Email Address

Service line 1 is covering an
invalid subscription product.

This message validates the
following: whether the
customer account that is
stored in the contract lines
belongs to the customer, third
party or related customer.

It occurs when: customer
account stored on the contract
top line does not belong to the
customer, third party or
related customer.

To fix the error: change the
customer account on the
reported line.

This message validates the
following: whether a valid
e-mail id is provided for a
contact at the header.

It occurs when: e-mail
address for a contact is not
active on header.

To fix the error: enter an
email ID for a contact within
the summary tab.

This message validates the
following: whether the
subscription item being
covered belongs to an
active/signed contract.

It occurs when: a subscription
item being covered as a
covered product in contract A
belongs to contract B but
contract B is not active or
signed.

To fix the error: select
another subscription item or
make contract B active.
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Process Name Error Message

Meaning and Resolution

Check Product Availability Service 1 is not available for

product 1.

Check Required Values Please assign at least 2
different parties to your

contract.

Check Required Values OKS  The contract has no

CUSTOMER attached to it.

This message validates the
following;: if line status is
Entered, then it checks
whether service is available
for the covered product or
item.

It occurs when: line status is
Entered and service is not
available for the covered
product or item.

To fix the error: select
another covered product or
item.

This message validates the
following: the contract
contains only one party role.

It occurs when: the
Customer/Third Party
information is missing in the
contract.

To fix the error: enter
customer/third party details
in the Summary tab.

This message validates the
following: the contract
contains a customer.

It occurs when: customer has
not been entered for the
contract.

To fix the error: enter
customer details in the
Summary tab.
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Process Name

Error Message

Meaning and Resolution

Check Required Values OKS

Check Required Values OKS

Check Required Values OKS

Check Required Values OKS

QA Check list is required for
contract header 1.

Only one party role, may be
attached to the contract.

Only one party role, may be
attached to the contract.

Short description is required
for contract header 1.

This message validates the
following: the contract has a
QA check list.

It occurs when: a QA check
list has not been selected for a
contract.

To fix the error: select a QA
check list from the
Administration subtab.

This message validates the
following: Only one
CUSTOMER/SUBSCRIBER
may be attached to a contract.

It occurs when: the contract
has more than one party of
role type customer/subscriber.

To fix the error: verify that
you have only one
customer/subscriber.

This message validates the
following: Only one
VENDOR/MERCHANT can
be attached to a contract.

It occurs when: the contract
has more than one party of
role type vendor/merchant.

To fix the error: verify that
you have only one
vendor/merchant.

This message validates the
following: a short description
is in contract header.

It occurs when: you do not
have a short description on
the contract header.

To fix the error: add a short
description.
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Process Name

Error Message

Meaning and Resolution

Check Required Values OKS

Check Required Values OKS

Check Required Values OKS

Either the price list is inactive
or the price list is invalid for
the contract currency. Select a
valid price list for the contract
currency.

Price list ID is required for
contract header 1.

Contract group must be
entered for contract header 1

This message validates the
following: whether that price
list is active or valid for the
contract currency.

It occurs when: the price list
is inactive, missing, or is
invalid for the contract
currency.

To fix the error: select a valid
price list.

This message validates the
following: a price list ID is in
contract header.

It occurs when: you do not
have a price list under
Pricing/Billing subtab.

To fix the error: add a price
list under the Pricing/Billing
subtab.

This message validates the
following: a contract group is
entered in the contract
header.

It occurs when: contract
group is not entered on the
contract header.

To fix the error: add a
contract group under the
Administration sub tab.
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Process Name Error Message

Meaning and Resolution

Check Required Values OKS  An approval workflow must
be selected for the contract.

Check Required Values OKS Line 1 UOM code and values
should be entered.

Check Required Values OKS  Line 1 UOM code and values
should be entered.

This message validates the
following: an approval
workflow is selected for the
contract.

It occurs when: an approval
workflow is missing.

To fix the error: add an
approval workflow under the
Administration subtab.

This message validates the
following: if profile option
OKS: Use Advanced Pricing
for Manual Adjustment is set
to Yes, then a value should be
entered on the subline for unit
price or UOM.

It occurs when: profile option
OKS: Use Advanced Pricing
for Manual Adjustment is set
to Yes, and unit price or UOM
code is missing from subline.

To fix the error: add a unit
price or UOM code to the
reported subline.

This message validates the
following: If profile option
OKS: Use Advanced Pricing
UOM is set, UOM becomes a
required field on the subline.

It occurs when: profile option
OKS: Use Advanced Pricing
for Manual Adjustment is set
to No and uom code is
missing from subline.

To fix the error: add a uom
code to the reported subline.
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Process Name

Error Message

Meaning and Resolution

Check Required Values OKS

Check Required Values OKS

Please enter the PO number
for billing.

Service PO number is
missing.

This message validates the
following: the PO flag and
number under the billing
section. If Purchase Order
Required check box is
selected, then PO number is
required.

It occurs when: the PO check
box is checked but PO
number is missing under the
billing section under the
Pricing/Billing subtab.

To fix the error: add a PO
number under the billing
section under the
Pricing/Billing subtab or clear
the PO check box.

This message validates the
following: the PO flag and
number under the Service
Charges section. If Purchase
Order Required check box is
selected, then PO number is
required.

It occurs when: the PO flag is
checked under the Service
Charges section under the
Pricing/Billing subtab but the
PO number is not entered.

To fix the error: add the PO
number under the Service
Charges section under the
Pricing/Billing subtab or clear
the PO check box.
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Process Name Error Message

Meaning and Resolution

Check Required Values Conversion information is
required for this contract.
Check Required Values Price list currency, does not

match header currency.

Please enter a value for
Inventory item status not
active in contract line 1.

Check Service Effectivity

This message validates the
following: the currency
conversion type is entered if
the From Currency and the To
Currency are different.

It occurs when: the to and
from currencies are different
and the currency conversion
type is missing.

To fix the error: add a
currency conversion type
under the Pricing/Billing
subtab.

This message validates the
following: compares price list
currency with contract header
currency.

It occurs when: the price list
currency is not the same as
the header currency.

To fix the error: change the
price list under the
Pricing/Billing subtab

This message validates the
following: whether the
inventory item status is
active.

It occurs when: When
inventory item is no longer
valid.

To fix the error: change the
inventory item on the
reported line.

8-26 Oracle Service Contracts User Guide



Process Name Error Message Meaning and Resolution

Check Service Effectivity Item: line 1 Not a valid This message validates the
Service following: whether service or
extended warranty is a valid
item in the inventory table.

It occurs when: the service or
extended warranty is not a
valid item.

To fix the error: select
another service or extended
warranty line on the Accounts
subtab, or delete the line.

Check Service Effectivity Item: line 1 Not a valid Usage This message validates the
following: if the usage item is
valid.

It occurs when: the usage is
not a valid item.

To fix the error: select
another usage on the
Accounts subtab, or delete the

line.
Check Service Effectivity The Product Item is not a This message validates the
Serviceable Product. following: whether covered

product is serviceable.

It occurs when: a covered
product is not serviceable.

To fix the error: select
another covered product from
the Effectivities secondary tab
(Products/Pricing subtab).
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Process Name Error Message

Meaning and Resolution

Check Service Effectivity Please enter a value for
Covered item status not active
in contract line 1.

Check Service Effectivity Please enter a value for
Covered party status not
active in contract line 1.

Check Service Effectivity Please enter a value for
Covered product status not
active in contract line 1.

This message validates the
following: the covered item
status is active.

It occurs when: covered item
status is not active.

To fix the error: select
another covered item from
the Effectivities secondary tab
(Products/Pricing subtab).

This message validates the
following: if covered party
status is active.

It occurs when: covered party
status is not active.

To fix the error: select
another covered party.

This message validates the
following: reports an error if
covered product status is not
active and contract status is
not QA hold. Reports an error
if covered product status is
not active and the covered
product has a future
termination date and the
contract status is QA hold.

It occurs when: the covered
product status is not active
and contract status is not QA
hold or when the covered
product status is not active
and the covered product has a
future termination date and
the contract status is QA hold.

To fix the error: select
another covered product.
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Process Name

Error Message

Meaning and Resolution

Check Service Effectivity

Check Service Effectivity

Check Subscription Element

Exist

Please enter a value for
Covered system status not
active in contract line 1.

Please enter a value for
Covered site status not active
in contract line 1.

Subscription line 1 should
have at least one subscription
element.

This message validates the
following: reports an error if
Covered System status is not
active.

It occurs when: covered
system status is not active.

To fix the error: select
another covered system.

This message validates the
following: Reports an error if
Covered Site status is not
active.

It occurs when: covered site
status is not active.

To fix the error: select
another covered site.

This message validates the
following: for tangible items
a delivery schedule is
available.

If the subscription line has a
tangible item, then it should
have at least one subscription
element (delivery schedule).

It occurs when: delivery
schedule is missing for a
tangible subscription.

To fix the error: enter a
delivery schedule.
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Process Name

Error Message

Meaning and Resolution

Check Subscription is
Shippable

Check Subscription is
Shippable

Check Sum of Credit Card
Numbers

Subscription line 1 should
have a ship to rule.

Subscription line 1 should
have a ship to address.

Credit Card Number is
invalid

This message validates the
following;: if subscription
item is shippable, then ship to
rule is required for that
subscription line.

It occurs when: subscription
item is shippable, but ship to
rule is missing from the
subscription line.

To fix the error: enter a ship
to rule for the subscription
line

This message validates the
following: if subscription
item is shippable, then ship to
address is required for that
subscription line.

It occurs when: subscription
item is shippable, but ship to
address is missing from the
subscription line.

To fix the error: enter a
shipping address for the
subscription line.

This message validates the
following: whether the credit
card numbers are valid based
on sum calculations.

It occurs when: credit card
numbers are invalid.

To fix the error: change the
credit card number.

8-30 Oracle Service Contracts User Guide



Process Name

Error Message

Meaning and Resolution

Check Tax Exemption

Check Tax Exemption

Check Tax Exemption

Tax Exemption 1 on Line 1 is
not effective for all billing
periods in the billing
schedule. The Tax Exemption
will not be applicable after
invoice date.

Tax Exemption 1 on Line 1 is
not effective for all billing
periods in the billing
schedule. The Tax Exemption
will not be applicable after
invoice date

Tax exemption number 1 is
either unapproved or invalid
on the start date of line
number 1 Tax exemption will
not be applied to this line.

This message validates the
following: reports an error if
tax exemption is invalid.

It occurs when: tax
exemption is invalid.

To fix the error: select
another tax exemption under
the Exemption/Payment
Options subtab.

This message validates the
following: whether the
exemption is valid on the line
end date.

It occurs when: the
exemption is not valid on the
line end date.

To fix the error: adjust the
line duration , or adjust the
tax exemption duration.

This message validates the
following: whether the
exemption is valid on the line
start date.

It occurs when: the
exemption is not valid on the
line start date.

To fix the error: approve the
exemption or adjust the
exemption duration .
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Process Name

Error Message

Meaning and Resolution

Check Tax Exemption

Check Tax Exemption

Check Tax Exemption

Tax exemption certificate
number 1 on line 1 is only
partially valid for the billing
period. Exemptions will not
be applied after the
exemption certificate expires.

Tax exemption certificate
number 1 on the header is
only partially valid for the
contract duration. Exemptions
will not be applied after the
exemption certificate expires.

Invalid tax exemption 1 for
customer account on line 1.

This message validates the
following: whether the
exemption is valid on the line
end date.

It occurs when: the
exemption is not valid on the
line end date.

To fix the error: adjust the
line duration, or adjust the tax
exemption duration.

This message validates the
following: whether the
exemption is valid on the
header end date.

It occurs when: the
exemption is not valid on the
header end date.

To fix the error: adjust the
duration of the header, or
adjust the duration of the tax
exemption.

This message validates the
following: whether the
assigned tax exemption
belongs to the customer on
the line.

It occurs when: the tax
exemption does not belong to
the customer on the line
(when the line is transferred
to a new customer, or the line
was copied to a contract with
a different customer).

To fix the error: Remove the
tax exemption (or assign the
tax exemption that is
associated with the current
customer).
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Process Name Error Message Meaning and Resolution

Check Tax Exemption Tax exemption certificate This message validates the
number 1 on the contract following: whether the
header is invalid or assigned tax exemption is
unapproved. approved and valid.

It occurs when: the tax
exemption is invalid or
unapproved.

To fix the error: Approve the
exemption or remove the

exemption.
Check Tax Exemption This contract has an This message validates the
unapproved exemption. following: whether the

Billing this contract will result assigned tax exemption is
in creation of an invoice with  approved.
an unapproved tax

exemption. It occurs when: the tax

exemption is unapproved.

To fix the error: Approve the
exemption.

Warning Messages

You should review all warning messages before submitting the contract for approval.
However, warning messages will not prevent you from passing the QA check and
submitting the contract for approval.

Warning Messages Summary
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Process Name

Warning Message

Meaning and Resolution

Check Covered Level Overlap Line 1 is also in Contract 1

Check Email Address

Check Preventive
Maintenance

This Contract is missing at
least one party contact with
email address.

Contract line 1; The definition
of Preventive Maintenance
Program or Activities is no
longer valid.

This message validates the
following: whether the
current contract has covered
lines for which dates overlap
the covered lines of an
existing contract that is not
canceled, terminated, or
expired.

It occurs when: the current
contract has lines that overlap
with an existing contract that
is not canceled, terminated or
expired.

If the warning should be
fixed: delete the lines that are
overlapping.

This message validates the
following: party contact has
an e-mail address.

It occurs when: the party
contact is missing an e-mail
address.

If the warning should be
fixed: add an e-mail address
to the party contact.

This message validates the
following: whether
preventive maintenance
program or activities have
been terminated in AHL.

It occurs when: preventive
maintenance program or
activities have been
terminated in AHL.

If the warning should be
fixed: select a different
program name in coverage
that is not terminated.

8-34 Oracle Service Contracts User Guide



Process Name

Warning Message

Meaning and Resolution

Check Preventive
Maintenance

Check Preventive
Maintenance

Contract line 1; No Preventive
Maintenance Schedule is
defined for any activity

Contract line 1; The definition
of Preventive Maintenance
Program has been modified.

This message validates the
following: whether there any
schedules are defined in
Contracts for the Preventive
Maintenance Program or
Activities.

It occurs when: no schedules
defined in Oracle Service
Contracts for the Preventive
Maintenance Program or
Activities

If the warning should be
fixed: navigate to the
Program Schedule or Activity
Schedule tab as appropriate
and define stream levels and
schedules.

This message validates the
following: new activities
have been associated with the
preventive maintenance
program in AHL.

It occurs when: new activities
have been associated with the
preventive maintenance
program in AHL.

If the warning should be
fixed: select the same
Program Name from the
LOV.
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Process Name

Warning Message

Meaning and Resolution

Check Price Lock

Check Required Values for
Preventive Maintenance

Price locks are removed
during contract renewal or
copy. To re-lock the price list
for contract line 1, refer to
contract 1 line 1 for the
previous locked price.

Contract line 1; The effective
start date of the Preventive
Maintenance Program /
Activities should be less than
or equal to the line start date.

This message validates the
following: whether price lock
is present on the original
contract lines and not on the
copied/renewed lines.

It occurs when: price lock is
present on the original
contract lines and not on the
copied/renewed lines.

If the warning should be
fixed: review the prior prices
if necessary and relock prices
on the current contract on the
reported line.

This message validates the
following: the effective start
date of the Preventive
Maintenance Program or
Activities should be after the
contract line start date.

It occurs when: the effective
start date of the Preventive
Maintenance Program or
Activities is after the contract
line start date.

If the warning should be
fixed: select a different
program name in Coverage
that is effective.
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9

Approving Contracts

This chapter covers the following topics:

* Approving Contracts

¢  Submitting Contracts for Approval

e Tracking Contracts During the Approval
* Approving Contracts

* Signing Contracts

Approving Contracts

This group of topics explains the contract approval process.

Oracle Service Contracts leverages Oracle Workflow to automate the contract approval
process. After you author a contract you must:

¢ Submit the contract for approval.
® Secure approval on the contract.
® Obtain a signature on the contract.

The Submit for Approval function starts the quality assurance (QA) check. If the QA
check is successful you can continue the approval process, which submits the contract
to the approval workflow. See About the Quality Assurance Check, page 8-1.

Note: The standard contract approval workflow integrates with Oracle
Approval Management Engine (AME). Oracle Service Contracts
supports standard AME features such as rules based approval routing
and definition of approval groups. There are mandatory setups in AME
for Oracle Service Contracts. For more information, see the Oracle
Service Contracts Implementation Guide.

Approving Contracts 9-1



Following the contract approval and signing, the application updates the contract status
to Signed or Active, depending on whether or not the start date has passed.

Submitting Contracts for Approval

You can submit a contract for approval from the Service Contracts Authoring window,

which is covered in the following procedure. You can also submit a contract for

approval from the Administrator Workbench, see Submitting a Contract for Approval

from the Administrator Workbench, page 13-7.

To submit contracts for approval:

1. From the Service Contracts Authoring window, select the Summary tab and

Administration subtab.
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2. Click Submit.

The Quality Assurance Results window appears. You must confirm there are no
errors on the report. See About the Quality Assurance Check, page 8-1.

3. From the Quality Assurance Results window, click Continue Approval.

The Contract Authoring page returns with the Summary Administration subtab
selected. You have submitted the contract to the approval workflow that is selected

in the Approval Workflow region.

Review the following procedures:

e Tracking Contracts During the Approval, page 9-3.

e Approving Contracts, page 9-4.
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e Signing Contracts, page 9-6.

Alternatively, you can submit the contract by selecting Submit for Approval from
the Actions menu.

Note: Contracts that have been submitted to the approval workflow
are locked for further authoring. However, communications and
attachments can still be added to the contract after it has been
submitted for approval.

Tracking Contracts During the Approval

To track contracts during the approval:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.
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2. Select Monitor.
The Monitor Diagram page appears in a new browser window.
Beneath the Current Status heading, you can view the current status and a visual
diagram of the workflow approval process.

3. Follow the green arrow within the diagram to determine where the contract is in
the approval process.

For example, if the contract requires approval the green arrow leads to the Contract
Approval Required process.
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4. To view details for a given process step, select the process icon within the diagram.

The tabs beneath the diagram show status information for the selected process.
Tabs include Definition, Status, Usage, and Notification.

For more information on monitoring workflows, refer to the Oracle Workflow User’s
Guide.

Note: You can stop the approval process by selecting the Stop
button within the Administration subtab.

Approving Contracts

To approve a contract:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad.

2. From the Inbox region, click Find.

The Inbox Find window appears.

3. From the Select Notification Type list, select Contract Approvals.
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4. Select Find.

The Inbox is refreshed with contracts that require approval.

5. Highlight the contract you would like to approve.
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6. Select Respond.

A worklist page appears within a new browser window. You can either approve,
reject, reassign the approval to someone else, or request information.

You may add a note to the Response region.

7. Select Approve.

The Worklist summary appears. The message indicates, Contract requires your
signature. You can select the Contract requires your signature link and sign the
contract.

Signing Contracts

To sign a contract:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Launchpad appears.

2. In the Inbox region, click Find.

The Inbox Find window appears.

3. From the Select Notification Type list, select Contract Requiring Signature.
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4, Select Find.

The Inbox is refreshed with contracts that require a signature.

5. Highlight the contract you would like to sign.
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Select Respond.

A worklist page appears within a new browser window. You can either sign, not
sign, reassign, or request additional information.

You may add a note to the Response region.

Select Yes.

The Worklist summary appears. The message indicates, Contract has been Signed.

9-8 Oracle Service Contracts User Guide



10

Billing

This chapter covers the following topics:

Overview of Billing

Understanding Billing Levels

Creating Billing Profiles

Billing Customers Based on Usage

Billing Using Credit Cards or Commitments

Specifying Multiple General Ledger Accounts for Contract Revenue Streams
Executing Billing Through Concurrent Programs

Running the Service Contracts Main Billing Program

Running the AutoInvoice Import Program

Running the Service Contracts Fetch Receivables Info for Billing Program
Running the Service Contracts Usage Averaging Program

Running the Service Contracts Usage Settlement Program

Viewing Invoice Details

Viewing Invoice History

Reviewing Invoice Transactions in Oracle Receivables

Understanding Bill Presentment Architecture

Using Variable Accounting and Partial Periods Revenue Recognition

Overview of Billing

This group of topics explains how billing works.

A billing schedule determines when the customer is billed for the services they receive.
You must specify billing schedules for each contract that you author in Oracle Service
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Contracts.

Note: Contracts can be indirectly created from Oracle Order
Management. You do not need to create billing schedules for such
contracts.

Billing schedules can be defined at the contract header, the contract line, or the subline
level.

For information about setting up billing schedules at the contract header level, see
Entering Billing Schedules, page 2-11.

For information about setting up billing schedules at the line level, see:

e Specifying a Billing Schedule, page 3-38 (for a service line)
® Specifying a Billing Schedule for a Usage Line, page 4-31

® Specifying a Billing Schedule for Subscriptions, page 5-12

About Partial Period Computation

You can set attributes that enable the application to calculate billing for partial periods.
A partial period duration is shorter than a full billing period duration, such as 10 days
rather than a full month. It is a ratio of the number of days in the partial period to the
number of days in the billing period duration (stream period unit of measure (UOM)).
The number of days in the billing period duration is based on the selection that is made
in the partial period attributes Period Type. For example for billing period duration
Month, if you select a Fixed Period Type, then number of days for any month is
considered 30, but if you select Actual, then number of days for any month is the actual
number of days as per the standard calendar. The application uses the Period Start
attributes if service effectivity starts from the middle of a billing calendar period and
ends in the middle of a billing calendar period. The Period Start attribute provides two
options, Calendar and Service.

You can define partial period attributes at the operating unit level within Global
Contracts Defaults. See Entering Contract Defaults, page 2-36

Partial Period Billing Example
Suppose your contract contains:

e Service Line Duration: 15-JAN-2006 to 14-JAN-2007
¢ Billing Frequency: Month

® Period Type: Actual

e Period Start: Calendar

The application generates the first billing schedule period using a partial period with
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start date as service start date, which is 15-JAN-2006, and end date as first calendar

billing period's end date, which is 31-JAN-2006. The application generates the last
billing schedule period with start date of the last calendar billing period, which is
01-JAN-2007, and the end date of the service end date, 14-JAN-2007. All other billing

schedules start from the calendar month's first date and end with calendar month's end

date. For example, the application generates the second billing schedule with a start

date of 01-FEB-2006 and an end date of 28-FEB-2006. The following table lists the billing

schedules:
Sequence Start Date End Date
1 15-JAN-2006 31-JAN-2006
Partial Period
2 01-FEB-2006 28-FEB-2006
3 01-MAR-2006 31-MAR-2006
4 01-APR-2006 30-APR-2006
5 01-MAY-2006 31-MAY-2006
6 01-JUN-2006 30-JUN-2006
7 01-JUL-2006 31-JUL-2006
8 01-AUG-2006 31-AUG-2006
9 01-SEP-2006 30-SEP-2006
10 01-OCT-2006 31-OCT-2006
11 01-NOV-2006 30-NOV-2006
12 01-DEC-2006 31-DEC-2006
13 01-JAN-2007 14-JAN-2007

Partial Period

No Partial Period Billing Example
Suppose your contract contains:

e Service Line Duration: 15-JAN-2006 to 14-JAN-2007

Billing
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¢ Billing Frequency: Month
® Period Type: Actual
® Period Start: Service

The application creates 12 billing schedules, each with full billing period durations. For
example, the first billing schedule is 15-JAN-2006 to 14-FEB-2006, and the second billing
schedule is 15-FEB-2006 to 14-MAR-2006. The application follows this pattern until the
end date. The following table lists the billing schedules:

Sequence Start Date End Date

1 15-JAN-2006 14-FEB-2006
2 15-FEB-2006 14-MAR-2006
3 15-MAR-2006 14-APR-2006
4 15-APR-2006 14-MAY-2006
5 15-MAY-2006 14-JUN-2006
6 15-JUN-2006 14-JUL-2006
7 15-JUL-2006 14-AUG-2006
8 15-AUG-2006 14-SEP-2006
9 15-SEP-2006 14-OCT-2006
10 15-OCT-2006 14-NOV-2006
11 15-NOV-2006 14-DEC-2006
12 15-DEC-2006 14-JAN-2007

Understanding Billing Levels

From the Billing window, you can define a billing level for the billing schedule. Three
levels exist, but not all levels are available to each line type, nor are all levels available at
the header level.
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Tormi i 1 Adjusted
il oo | i
Invaicing Rule Advance Invoice Start Date 17-MAR 2006 Unbilled Il Discount
" Credited 0.00 Surcharge 0.00
Accounting Rule | Immediate End Date 16-JUN-2006
Level o 105.00 Suppressed 0.00 i Total
evE au - 1
= = Total LR
Diveridden to | Billed 0.00
- Stream Level | F/09%
Mumbar —Offset Daye
Seq Hum ' Billing Schecule Level Pariod Amaunt  Total Arnouni Invice Interface
Equal Amauni =
- Covered Level
: Top Lawvel =
Total 0.00
] Cascade Dates Erarate Schedule
Schedule —
3 Bill Ta Intertace Cate Apnaunt
( Fing | Cancel |
¥
O Cancel

The following provides general information about the billing levels, however; to
understand which of these levels the header and lines can use, refer to the topics that
are noted at the end of each description.

The three billing levels are:

¢ Equal Amount: enables you to bill for equal amounts over the billing period and

have control over the amount to be billed as well as the billing periods. You can also

use the Prorate button to spread the amount across billing periods. The start and
end dates of all top lines and their sublines must be the same. You cannot modify
the schedule form after it is generated.

Equal Amount can be set at the header, service line, or subscription line level:

¢ Header, see Creating a Default Billing Schedules, page 2-11

* Service lines, see Specifying a Billing Schedule, page 3-38

® Subscription lines, see Specifying a Billing Schedule for Subscriptions, page 5-12

* Top Level: enables you to define the billing periods. The billing engine calculates
the bill amounts, so the amount fields and Prorate button are disabled. With Top
Level, line level start and end dates can differ from the sublines. When you are
creating billing schedules at this level, the total stream level amounts from the
sublines roll up to the line levels. Also, once a line level billing schedule exists, all
new sublines that are added will automatically update the billing amount per
period without your needing to revisit the line level and click Schedule again.
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Whenever the duration of the line is increased, an additional billing stream is
created. If the contract has a later end date, the unit of measure of the billing stream
is taken from the previous stream. If the duration is reduced, billing streams can be
automatically removed, as long as those streams are entirely outside of the new
contract duration. If these changes are cascaded to the sublines, billing schedules
will be updated when the cascade is initiated. If the changes are not cascaded, only
the line level billing schedule will be automatically updated.

Top Level can be set at the header, service line, or usage line level:

¢ Header, see Entering Billing Schedules, page 2-11
* Service lines, see Specifying a Billing Schedule, page 3-38

® Usage lines, see Specifying a Billing Schedule for a Usage Line, page 4-31

* Covered Level: when the covered level effective dates are not the same as the
service line effective dates and you want to have different billing frequency for each
subline, you can create a covered level-specific billing schedule. As a prerequisite,
the service line billing schedule-level must first be set to the Covered Level. By
default, all the covered level lines inherit the service line billing schedule. If
required, you can modify and update the billing schedule for a given covered level.
You can enter amounts for every period and use the Prorate button.

Covered Level can be set at the service line level:
* Service lines, see Specifying a Billing Schedule, page 3-38

Note: You can select a billing level default by setting the profile
OKS: Billing Schedule Level. If the level that you select is not
available to the header or the line, the defined value will not
default.

For example, if the default is set to Top Level and you create a
subscription line, the defaulted value will not be Top Level,
despite the setting. This is because subscription lines must be
Equal Amounts, not Top Level.

Note: Although subline totals are the same for Covered Level
and Equal Amount, the calculations at the line level are
different.

e For Equal Amount, the schedule amount is the sum of
subline level element amount. However, if you navigate to
the subline billing schedule, the subline level amount and
equal amount are the same. If you view the schedule from
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each of the sublines, all stream level and billing schedule
amounts and level amounts are the same.

* For Covered level billing, the schedule amount is the
subline level amount at the top line. It is not rolled up from
subline.

Example

A service line has two sublines, each with $100 for a year. The
amount in the billing stream for line is calculated as $200/12—
16.67 and is same for both Equal Amount and Covered Level.
For Equal Amount, each entry in the Billing Schedule at the line
level, equals the sum of the individual amounts for each
subline. The amount for periods 1 through 11 are $16.68 ($8.34
+$8.34) and the amount for period 12 is $16.52 ($8.26 + $8.26).
For Covered Level, each entry in the Billing Schedule at the line
level is set to the calculated amount from the stream level
($16.67). Each of the twelve Level Amount entries is always the
same amount. The schedule amount is what is billed to AR and
not the amount in the billing stream.

Creating Billing Profiles

All customer account information is set up in Oracle Receivables, which includes a
single billing profile that is applicable when you are invoicing all customers. You can
set up multiple, ad hoc billing profiles in Oracle Service Contracts. Billing profiles
include information about accounting and invoicing rules, type of billing, and its
frequency. Invoices are generated according to the billing profile attributes. The billing
engine accesses the billing profile and bills accordingly.

For example, you could set up a billing profile, called Monthly Interval, which passes a
monthly billing schedule with specific accounting and invoicing rules. You could use
this profile to default information and also when renewing contracts if the billing
durations are not the same between the original and renewed contracts.

You can use the billing profile to overwrite any existing line level billing schedule on
the contract authoring form by selecting it in the Cascade Attributes form.

You can also default billing profile information onto the contract by associate a billing
profile template to a customer with the Global Contract Defaults form.

Prerequisites
Define the following options:

* Accounting Rules
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Invoicing Rules
Billing Levels

Recurring Intervals

To create billing profiles:

1.

From the Navigator, select Setup: Service Contracts, and then select Billing
Profiles.

The Billing Profile window appears.

2 Billing Profile

Profile Number

Description

Party | Farty Mumber

Accounting Rule |

Irnicing Rule |

Billing Level Top Level i

|+

Bill To Address |

4|

—Billing Type —Offset{Days)

® Ore time ' Recurring IFrioic e
Interval Interface

Enter an alphanumeric profile number.
Enter the profile description.

Optionally, select a party, such as Business World.

When a billing schedule is assigned to a party, the profile is limited to that party. If
you are creating a contract for another party, you do not see this billing profile in
the LOV when you cascade attributes.

Select an Accounting Rule from the LOV.

Select an Invoicing Rule from the LOV.

The Billing Level is set to Top Level by default.
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8. Select One Time or Recurring as the Billing Type option.

For the Recurring billing, select a billing Interval from the LOV, for example,
Month.

9. In the Invoice Offset field, enter the number of days to move forward or push back
the invoice date.

10. In the Interface Offset field, enter the number of days to move forward or push back
the date on which the billing period passes to Oracle Receivables.

11. Save.

‘O Billing Profile

Profile Mumber |BP-BW1
Description |Business World Profile 1

Party |BusinessWurI|:l Party Mumber 2613

Accounting Rule ||mmediate

Iroicing Rule |Arrears Invoice

Billing Level Top Level il
Bill To Address ISan Jose (OPS) 2391 L Street San Jose =
Santa Clara CA 95106
United States ]
—Billing Type —Offset{Days)

' Qne time ® Recurring Irvoice
Interval (Month Interface

Note: A billing profile should be defined according to the billing
requirements. If multiple customer accounts have different billing
requirements, the number of billing profiles should be defined
accordingly.

No restrictions exist for the number of billing profiles.

When you apply the billing profile to subscription contracts during
contract renewal, the Billing Level is set to Equal Amount by
default.

Billing Customers Based on Usage

For usage lines, you can bill customers using different methods. Some of these methods
are fixed; others are based on counter readings or estimation values.
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To understand how a customer can be charged for usage lines, see Specifying How
Customer is Charged, page 4-6.

Billing Using Credit Cards or Commitments

Oracle Service Contracts integrates with Oracle Receivables to support multiple billing
methods.

When you enter billing terms for a contract, you can select a method of payment from a
LOV. These methods include Credit Card and Commitment (prepayment). You select a
method from the Pricing/Billing subtab of the Summary tab.

If you select the Credit Card method, then you must select a credit card from the LOV.
The application displays the credit card number and expiration status.

Important: You can enter an expiry date only when entering new credit
card details.

If you select the Commitment method, then the Authoring process requires the entry of
a commitment number. Customer commitments must be set up in Oracle Receivables
prior to use as a method of payment in Oracle Service Contracts. See:

¢ (header) Specifying Payment by Credit Card or Commitment Number, page 2-23.

¢ (lines) Specifying Payment by Credit Card or Commitment Number, page 3-45.

Specifying Multiple General Ledger Accounts for Contract Revenue
Streams

Situations may occur in which you want to distribute revenue for a contract line to one
or more general ledger accounts other than the default account that was specified
during the implementation.

You can change the default revenue distribution for an Entered contract. You can also
open an Active contract for update, or create a change request. If you are changing the
revenue distribution for a contract after a line has been billed, you will change only the
revenue distribution for future billing.

If the contract is copied, renewed, or used as a template, these distributions will also be
copied to the new agreement.

To specify multiple general ledger accounts for contract revenue streams:

1. From the Service Contract Authoring window, select a line to specify multiple
general ledger accounts.
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2. From the Tools menu, select Revenue Distribution.

The Revenue Distribution window appears for the line.

O Service WE18533

GL Account (01-510-4110-0000-000

— Rewvenue Distribution

_ Cwerride Account Percent

| | =

Ul |

Ul |

Ul |

Ul |

Ul |

| | 2

Total % 0.00
( ]2 | | Cancel JI

3. Review the account in the GL Account field.

4. Select the LOV for the Override Account field.

The Operations Accounting Flex window appears.

O Operations Accounting Flex

Account Alias |Payah|es Payables

Al i 3

( ok | [cancel) (clear ) [ Help )

5. Select the LOV for the Account Alias field.

The Account Alias window appears.

6. Select an account alias.

The account number for the account alias appears in the Override Account field.
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Note: For some accounts, the Operations Accounting Flex window
appears. You can select the overriding account by selecting the
segment values, or by selecting from the list of combinations.

For more information, refer to the Oracle General Ledger User Guide.

7. Enter the percentage to be allocated to the account in the Percent field.

After you have entered all the override accounts, the Total % field must equal 100%.

8. To add additional override accounts, repeat steps 3 through 7.

GL Account (01-510-4110-0000-000

— Revenue Distribution

Owerride Account Fercent
01-000-2210-0000-000 55.00 =
| [01.580-7740.0000-000 45.00

Total % 100.00

( ]2 | | Cancel )I

9. Click OK.

Executing Billing Through Concurrent Programs

To initiate and complete the billing process, you must run the following concurrent
programs:

® Service Contracts Main Billing

10-12 Oracle Service Contracts User Guide



¢ Autolnvoice Import Program

e Service Contracts Fetch Receivables Info for Billing

Note: You should run contracts through the quality assurance
check prior to submitting them for billing. This helps to ensure that
the billing process is successful.

Note: As part of the Multi Org Access Control (MOAC), all billing
programs process only those contracts that belong to the operating
units that are listed by the security profile associated with the
current responsibility

Running the Service Contracts Main Billing Program

This program is owned by Oracle Service Contracts. It generates a log file of the total
value processed, total value successful, and total value rejected for billing. For a
description, see About Concurrent Programs, page 21-8.

For usage lines, the Service Contracts Main Billing program calculates billing amounts
based upon the usage type. See Specifying How the Customer is Charged, page 4-6.

To run the Service Contracts Main Billing program:

1. From the Navigator, navigate to Requests, and then select Run.

The Submit New Request window appears.
2. Select Single Request and click OK. The Submit Request window appears.
3. Inthe Request region, select Service Contracts Main Billing.

4. In the Parameters window, specify one or more of the following:

e Contract Number: Enter the numbers of the contracts to be billed.

e Default Date: Enter the date that you want as the default. (The default is the
system date on your computer.)

¢ Operating Unit: Enter the operating unit for which all the contracts are to be
billed.

e  Customer Name: Enter the name of the customer for which all the contracts are
to be billed.
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e Category: Enter the category for which all the contracts are to be billed.
*  Group: Enter the name of the group for which all the contracts are to be billed.

¢ Preview: Change this option to yes to send these transactions to special preview
tables to enable you to review the invoice details before you submit them to
Oracle Receivables. Leave it at no if you want the transactions passed to Oracle
Receivables.

5. Click OK.

6. In the Submit Request window, click Submit Request.

The billing program sends the invoice amount to Oracle Receivables, which then
generates the invoice. The process also populates some billing transaction history
information in the History tab of the Billing Schedule. Because the invoice number
is assigned and tax is calculated by Oracle Receivables, neither of these pieces of
information can be populated until after the Service Contracts Fetch Receivables
Info for Billing program is run. The tax amount will be omitted and the invoice
number of —99 will be supplied.

Running the Autolnvoice Import Program

This program is owned by Oracle Receivables. It imports the billing transactions from
the Service Contracts Main Billing Program into Oracle Receivables and generates the
invoice details.

To run the Autolnvoice Import Program:

After you run the Service Contracts Main Billing Program, you must run the
Autoinvoice Import Program to import the billing transactions into Oracle Receivables
for processing.

For more information about how to run this program, see the Oracle Receivables User
Guide.

Running the Service Contracts Fetch Receivables Info for Billing Program

This program is owned by Oracle Service Contracts. For a description, see About
Concurrent Programs, page 21-8.

To run the Service Contracts Fetch Receivables Info for Billing program

1. From the Navigator, navigate to Requests, and then select Run.

The Submit a New Request window appears.
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2. Select Single Request, and click OK.

The Submit Request window appears.
3. In the Name field, select Service Contracts Fetch Receivables Info for Billing.
4. Click OK.

5. In the Submit Request window, click Submit Request.

This updates the invoicing information in the customer's contract. The invoice
number and tax appear in the billing details.

Running the Service Contracts Usage Averaging Program

Usage averaging is used to give price benefits to the user for higher consumption in a
period. This feature enables he user to distribute consumption evenly in multiple billing
periods. After the application distributes the consumptions evenly, price breaks are
applied to these consumptions to get new billing amounts for the period.

This program is owned by Oracle Service Contracts. For a description, see About
Concurrent Programs, page 21-8.

For information about usage lines, see Entering Usage Lines, page 4-3.

To run the Service Contracts Usage Averaging program:

1. In the Navigator, navigate to Requests, and then select Run.

The Submit New Request window appears.

2. Select Single Request, and click OK.

The Submit Request window appears.
3. In the Name field, select Service Contracts Usage Averaging.

4. In the Parameters window, enter the number of the contract.

If you leave this field blank, all contracts will be used.

5. Click OK. In the Submit Request window, click Submit Request.

Running the Service Contracts Usage Settlement Program

Usage billing supports settlement features for Actual Per Period. This program is used
to settle the discrepancies between actual consumption and actual billed amount. This
type of situation may arise when consumption for billing period is captured after you

run the main billing for that billing period. Currently a separate settlement program
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exists to do settlements of usage lines.

Settlement can also be done by billing program at the time of invoice generation.

The Service Contracts Usage Settlement program is owned by Oracle Service Contracts.
For a description, see About Concurrent Programs, page 21-8.

For information about usage lines, see Entering Usage Lines, page 4-3.

To run the Service Contracts Usage Settlement program:

1.

In the Navigator, navigate to Requests, and then select Run.

The Submit New Request window appears.

Select Single Request, and click OK.

The Submit Request window appears.
In the Name field, select Service Contracts Usage Settlement.

In the Parameters window, enter the number of the contract.

If you leave this field blank, all contracts will be used.

Click OK. In the Submit Request window, click Submit Request.

Viewing Invoice Details

You can use the Invoice Details function to review payment, credit, and adjustment
information that is applicable to the contract, lines, and sublines.

Prerequisite

Run the necessary concurrent programs to generate billing transactions. See Executing

Billing Through Concurrent Programs, page 10-12.

To view invoice details:

1.

From the Service Contracts Authoring window, select the Tools menu and Invoice
Details.

The Invoice Details window appears with the invoice number, date, source,
transaction type, and amount.
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O Invoice Details

Seq Murm Transaction

| Mumber Date Class Source Type Arnaunt
[ 1l 613 17-MAR-2005 |[Invoice Service  [Regular Invoice | 20| =
e 742 [14-APR2005 |CreditMemo Service  Termination Credi|  -246.72

1] | | | | |
1] |
1] |
1] |
] |

|

|

L
[ |
1l

T e e Y

4|

A e | 3

( Payment Details H Line Details ” Qs J

2. Click the Payment Details button.

The Payment Details window appears with the payment amount and payment
date.

Click OK when finished viewing payment details.

3.  From the Invoice Details window, click the Line Details button.

The Line Details window appears with item names and descriptions, unit of
measure, unit price, billed amount, and tax rate for the lines.

Click OK when you are finished viewing the Line Details.

4. Click OK to return to the Service Contract Authoring window.

Viewing Invoice History

You can use the History tab of the Billing window to review billing history. This tab is
populated after you run the billing execution programs. See Executing Billing Through
Concurrent Programs, page 10-12.

You should understand the following about the details that are associated with the
History tab of the Billing window:

* Line-level billing schedule histories are populated with the actuals.
e Header-level billing schedules do not show any billing history.

Prerequisite
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Run the necessary concurrent programs to generate billing transactions. See Executing
Billing Through Concurrent Programs, page 10-12.

To view invoice history:
1.

From the Service Contracts Authoring window, select the Lines tab and
Pricing/Products subtab.

Select a line.

Click the Billing button
The Billing window appears.

Select the History tab.

b Rogular Invoice

Trx Type < Invoice/Credil . .+ Irwnice/Cradit . - il From 4 Fill To a Ammourt - Taz < [
513 12-MOn-2003 20

Termination Credit | 742 14-4PR-2005 11-APR-004 T1-MON-2004 246 72 RrirRr il

You can view the billing history from this tab, including invoice information and
billing dates.

Note: If summary transactions are selected with either a profile
option or the contract check box, the history contains one
transaction line per billing period. However, if detail transactions
are being sent to Oracle Receivables, the billing history shows the
details for each subline per billing period. You can view the details
of that billing transaction by right-clicking any line in the billing
history.

Reviewing Invoice Transactions in Oracle Receivables

For detailed information about using Oracle Receivables, see the Oracle Receivables User

Guide.
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To review invoice transactions in Oracle Receivables:

1.

5.

From the Navigator, select the Receivables, Vision Operations (USA)
responsibility.

Navigate to Transactions, and then select Transactions.

The Transactions window appears.

From the toolbar, select the Flashlight icon.

The Find Transactions window appears.

In the Sales Order Number field, enter the contract number.

2 Find Transaction

ion Operations)

Transaction Numbers | - |
Sales Order Nurnber |21534

Bill To

MName | |
Mumber | |
Taxpayer ID | |

Purchase Order Numbers

Docurment Murmbers

Reference Numbers

Transaction Dates
GL Dates

Transaction Batches

Transaction Batch Sources

Transaction Types R |

Class '| Complete ‘:\
Primary Salesperson | Period
Credited Transaction | Currency

Clear ( [ew | I Find )

Click Find.

The Transactions Summary window appears with the invoice information.
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6.

Source “Numh er Bill To Custamer ”CIa 539 iCnmmete IEIaIan oz Due 4t
|l 0KS_CONTRACTS 513 Business World Invoica *| W 188.88
|0KS_COHTRACTS 742 Business World Credit Memao - R 0.00

|
[
|
|
|
|
[
|
|
[
|
|

1

Applications | Adjust

Credit

Ingtallments

| |

[ CRUEN

Click Open to view the invoice transaction details.

Souce |OKS_CONTRACTS Date |17-MAR2005 Lire 173.28
Nurnper (513 f% GLDate [12NOVZODY Tan | (350
Clazs |Invnice M Cumrency Freght | e
Tepe [Imvoice OKS Dacument Humber Charges | 0.00] |
Reforonce (21684 Trangaction [ [ |— ] . Tntal\ LY X
[ Cormplete | Dietaile ) Refrech )
hare hlotes Comimileens DReferense araetian _
i—Ship To 1 Bill Te i Sold To
Mame :BuelnuuWorld Buginesze World Name |B|.sin9ss Viorld
Murrbzr | 1608 1608 Murnger 1608
Location | San Jose {OPS) ||| San Jose {OPS]
Address | 2391 L Sweat 2391 L Street i~ Paying C Y
Marma |Business World |
San Joso, CA 95106 Unitod Statos [San Jose, CA 95105 Unitod States Murrber [1608
Contact || ‘ Location |San Juse (OPS)
Cammitiment Fayrnent Method  futomatic Receipts
Salesperson Richardson, Mr. John Customer Bank |Bank of America
Invoicing Rule |In Advance 2 Bank Sranch [New York
Paymant Term ||MMED|ATE Arcaourt Murnber '921-““‘
Dug Date [17-MARZ003 Expiration Diate
( Linz ltems | Tay | [ Freiht Cigtributions Sales Credits _J Incomglate

Note: Event-Based Revenue Management in Oracle Receivables (AR)
enables you to define and assign revenue recognition events to
contingencies, such as acceptance of goods. For more information, see
Understanding the Impact of Contingencies on Revenue Recognition,
page 6-22.
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Understanding Bill Presentment Architecture

Bill Presentment Architecture (BPA) enables you to customize the content and
formatting of billing data that your customers view online or print. Oracle Service
Contracts is one of the data sources that can be used by the BPA framework.

A number of setups are required to enable this functionality. For more information, see
the Oracle Receivables User Guide.

Using Variable Accounting and Partial Periods Revenue Recognition

Oracle Service Contracts carries sales credits from the order header to contract header
and onto Oracle Receivables. Your administrator can select a variable accounting rule to
recognize revenue based on any duration, such as daily, weekly or quarterly.

In addition, Oracle Service Contracts integrates with Oracle Receivables to enable
partial period revenue recognition for services that are billed from service contracts.
Your administrator can define accounting rules that recognize revenue evenly across all
full periods in a schedule, and prorate recognition for partial periods that fall at the
beginning or end of a schedule.

The following examples explain the two options that are available for partial revenue
recognition. The first option is with daily rate applied to all periods including partial
periods, and the second option is with revenue rate applied only to the first and last
periods.

Example

Example: Your customer signs a contract on April 17, 2005 for a six-month service and
the total price for six months is $600 (with $100 per month rate). The application bills
one time in the amount of $600 and recognizes revenue over the contract period.
Accounting rule detail is:

e Type: Variable
® Period: Month

Option 1 Accounting Rule Type: Daily Revenue Rate, All Periods.

The application bases partial periods and full periods on the number of days in the
periods.

1. Calculate daily rate based on the total number of days in the contract. The daily rate
is 600/183, which equals 3.28

2. First period equals number of days multiplied by the daily rate.
3. Middle period equals the number of days multiplied by the daily rate.

4. Last period equals the remainder. 600 — (45.92+101.68+98.40+101.68+101.68+98.40) =
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52.24 5.

5.  Revenue Schedule is:

GL Date Period Amount Days
17-APR Month of April $45.92 14
17-MAY Month of May $101.68 31
17-JUN Month of June $98.40 30
17-JUL Month of July $101.68 31
17-AUG Month of August $101.68 31
17-SEP Month of September ~ $98.40 30
16-OCT Month of October $52.24 16
Summary 7 Periods $600.00 183

Option 2: Accounting Rule Type: Daily Revenue Rate, Partial Periods

The application prorates partial periods based on the number of days in the periods.
Full periods have equal revenue distributions.

1.

Daily rate equals total amount/total number of days, which is 600/183 = 3.28

2.  First period equals the number of days multiplied by the daily rate.
3. Last period equals the number of days multiplied by the daily rate.
4. Middle periods equals (total amount less (the sum of the first period and last
period))/number of middle periods), which is (600 — (45.92+52.48))/5 = 100.32
5. Revenue Schedule is:
GL Date Period Amount Days
17-APR Month of April $45.92 14
17-MAY Month of May $100.32 31
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17-JUN

17-JUL

17-AUG

17-SEP

16-OCT

Summary

Month of June

Month of July

Month of August

Month of September

Month of October

7 Periods

$100.32

$100.32

$100.32

$100.32

$52.48

$600.00

30

31

31

30

16

183

Accounting rules are set up in Oracle Receivables. For more information, see the Oracle

Receivables User Guide
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Managing Contract Negotiation

This chapter covers the following topics:
¢ Opverview of Managing Contract Negotiation
* Understanding the Negotiation Workflow

* Understanding the Negotiation Phases

Overview of Managing Contract Negotiation
This group of topics explains the contract negotiation process. Topics include:

¢ Understanding the Negotiation Workflow, page 11-1

¢ Understanding the Negotiation Phases, page 11-3

Understanding the Negotiation Workflow

Most contracts go through several stages after you author or renew them. The
negotiation workflow manages each of the stages of the negotiation cycle. The process is
essentially the same for both new and renewed contracts with a few differences.

New Contracts

1. Contract Creation and Negotiation: Sales representative authors a new contract
and negotiates the contract terms with customer.

2. Notify Customer: Sales representative notifies customer that the contract is waiting
acceptance.
The sales representative can use the application e-mail or publish the contract

online or use another means to notify the customer.

3. Customer Acceptance: Customer accepts, declines, or requests additional
information either through the Online Acceptance Portal or verbally.
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4. Internal Approval: After the customer or sales representative accepts the contracts
the Internal Approval action is available from the Administrator Workbench .

5. Activation: Application activates the contract following acceptance and approval.

Renewal Contracts

1. Contract Renewal and Branching: The application can create a renewal from a
renewal event or you can create a renewal manually from the Service Contracts
Authoring form. After the renewal contract is created, the application initiates a
workflow for that contract and the negotiation status is set to Draft. Workflow
determines the routing of the renewal contract based on two parameters: Renewal
Process Type and threshold amounts. See Understanding Contract Renewals, page
17-11.

2. Notify Customer: Customer receives notifications that a renewal contract has been
created and is awaiting approval.

¢ Manual Renewals: The renewal specialist who is managing contracts has three
options for notifying the customer. He can:

e Print a quote letter to fax or mail.

¢ Send the quote letter in an e-mail.

¢ Publish the quote online.

The application stamps the negotiation status accordingly.

® Online Renewals: Contracts that qualify for online renewals are published to
the customer and do not require manual intervention. Every time a quote is
sent by e-mail or published online, the workflow process runs a quality
assurance (QA) check to validate the contract. If the contract fails this QA check,
the action is abandoned and the application stamps the negotiation status.

3. Customer Acceptance: Customer acceptance can be both implicit and explicit when
the quote is published online.

¢ If the customer accepts the contract from the online portal, workflow updates
the negotiation status and routes the contract back to the renewal specialist. If
the renewal specialist submits a contract in Quote Published status for
approval, this assumes implicit customer acceptance.

¢ For manual contracts, the renewal specialist submits contract for internal
approval after securing written or verbal customer acceptance.

4. Contract Approval: The Approval Workflow is a subworkflow within the base
workflow. After a contract is submitted for approval, workflow uses Approvals
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Management Engine (AME) to derive the contract approver and routes the contract
to that approver.

5. Contract Activation: After a contract is approved, the application activates the
contract. The contract status changes to Active or Signed and the negotiation status
changes to Complete.

Understanding the Negotiation Phases

The application assigns the contract seeded negotiation statuses during the negotiation
process. While you cannot update these values, they do enable you to track contracts
under negotiation.

The Negotiation Status field appears in the:
e Service Contracts Authoring header region
¢ Administrator Workbench within the My In Process Contracts region. For more

information about the Administrator Workbench, see Overview of the
Administrator Workbench, page 13-1

Negotiation Phase

During this phase of the contract negotiation you will see the following negotiation

status:
Negotiation Status Meaning
Draft Sale representative negotiates contract with

customer.

Notify Customer Phase

During this phase of the contract negotiation, you may see one of the following
negotiation statuses:

Negotiation Status Meaning

Pending Publication Publish to Customer action executed and QA
is in process; this status is applicable only
while QA lasts.
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Publish QA Failed Process failed due to QA Check failure prior
to publishing the quote online.

Publish Failed Process failed due to application failure for
online customer acceptance with the Online
Acceptance process or after Publish To
Customer action executed by sales
representative.

Quote Published Contract quote published for online customer
acceptance through Online Acceptance
process or through Publish To Customer
action by sales representative.

Customer Acceptance Phase

During this phase of the contract renewal, you may see one of the following negotiation

statuses:

Negotiation Status Meaning

Quote Accepted Customer accepts the contract quote through
Online Acceptance, or the sales representative
has captured customer acceptance.

Quote Canceled Sales representative cancels the contract
quote. The Contract Status changes to
Canceled.

Quote Declined Customer declines a contract quote through
Online Acceptance process. The Contract
Status changes to Canceled.

Assistance Required Customer requests assistance through Online

Acceptance process

Internal Approval Phase

During this phase of the contract renewal, you may see one of the following negotiation
statuses:
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Negotiation Status

Internal Approval QA Failed

Internal Approval Failed

Pending Activation

Pending Internal Approval

Rejected

Meaning

Process failed due to QA Check failure prior
to submitting the quote for Internal Approval.

Process failed due to application failure after
Submit for Internal Approval executed by
sales representative.

Contract submitted for Activation because
Approval is not required.

Contract is submitted for Internal Approval,
from the manual, online, or evergreen
processes.

Contract is rejected by approver.

Activation Phase

During this phase of the contract renewal, you will see the following negotiation

statuses:

Negotiation Status

Complete

Meaning

Application activates contract or sales
representative signs contract. The Contract
Status changes to Signed or Active.

Status Transitions

The following diagrams provide an overview of status transitions during contract

negotiation.

Note: For new contracts, the status transitions are the same as those of a
manual renewal process, except for the Determine Renewal Process
step, which does not apply to new contracts. Refer to Manual Renewal
Process Status Transition State Diagram.
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Manual Renewal Process Status Transition State Diagram
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The preceding diagram shows negotiation status transitions during a manual renewal.
The following describes the process:

Determine Renewal Process: System changes negotiation status to Draft.

Draft: Salesperson publishes contract and negotiation status changes to Pending
Publish, or salesperson cancels the contract and the negotiation status changes to
Quote Canceled.

Pending Publish: System changes negotiation status to Publish QA Failed, Publish
Failed, or Quote Published.

Pending Approval: Salesperson submits the contract for approval and one the
following occurs.
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* System changes negotiation status to Approval QA Failed.
e System changes negotiation status to Approval Failed.
* Approver approves contract, which changes negotiation status to Complete.

* Approver rejects contract, which changes negotiation status to Rejected.

Quote Published: If the system updates the negotiation status to Quote Published,
one of the following occurs:

e Customer accepts the quote and the negotiation status changes to Quote
Accepted.

* Customer requests assistance and the negotiation status changes to Assistance
Requested.

® Customer declines the quote and the negotiation status changes to Quote
Declined.

Quote Accepted: Either the system updates the negotiation status to Pending
Activation, or the salesperson or system updates the negotiation status to Pending
Approval.

Assistance Requested: After the customer receives assistance, he can choose to
either accept or decline the quote.

Quote Declined: Customer declines quote.

Pending Activation: System changes status to Complete.
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Online Renewal Process Status Transition State Diagram

Determine
Renewal
Process

Sys

"

ystem

Approver
approves

Dacling

Salesperson
cancels contract

The preceding diagram shows negotiation status transitions during an online renewal.
The following describes the process:

¢ Determine Renewal Process: System changes negotiation status to Pending Publish.

¢ Pending Publish: System changes negotiation status to Publish QA Failed, Publish
Failed, or Quote Published.

®  Quote Published: If the system updates the negotiation status to Quote Published,
one of the following occurs:

* Customer accepts the quote and the negotiation status changes to Quote
Accepted.
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* Customer requests assistance and the negotiation status changes to Assistance
Requested.

¢ Customer declines the quote and the negotiation status changes to Quote
Declined.

® Salesperson accepts the quote and the negotiation status changes to Pending
Approval.

e Salesperson cancels the quote and the negotiation status changes to Quote
Canceled.

Quote Accepted: Either the system changes the negotiation status to Pending
Activation or the salesperson or system changes the negotiation status to Pending
Approval.

Assistance Requested: After he receives assistance, the customer chooses to accept
or decline the quote.

Pending Approval: Salesperson submits the contract for approval and one the
following occurs.

e System changes negotiation status to Approval QA Failed.
¢ System changes negotiation status to Approval Failed.
* Approver approves contract, which changes negotiation status to Complete.

* Approver rejects contract, which changes negotiation status to Rejected.

Pending Activation: System changes status to Complete.
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Evergreen Renewal Process Status Transition State Diagram
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The preceding diagram shows negotiation status transitions during an evergreen
renewal. The following describes the process:

® Determine Renewal Process: System changes negotiation status to Complete or
Pending Approval.

* Pending Approval: One the following occurs.

e System changes negotiation status to Approval QA Failed.
¢ System changes negotiation status to Approval Failed.

* Approver approves contract, which changes negotiation status to Complete.
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* Approver rejects contract, which changes negotiation status to Rejected.

Managing Contract Negotiation 11-11






12

Managing Your Work

This chapter covers the following topics:

¢ Opverview of Managing Your Work

¢ Finding Contracts by Status or Notification Type

¢ Finding Your Most Recently Accessed Contracts

* Bookmarking Contracts

¢ Finding Bookmarked Contracts

¢ Creating Groups

* Organizing Contracts by Group and Subgroup

¢ Finding Contracts Using the Contract Groups Hierarchy
¢ Removing a Contract from a Group

¢ Searching for Contracts Using the Entitlements Search Window

* Using the Index to Navigate Through Contracts

Overview of Managing Your Work
This group of topics explains how to manage your work in Oracle Service Contracts.

You can access contracts from multiple points within the application. Oracle Service
Contracts enables you to find contracts by status or notification type, and to open
recently accessed or bookmarked contracts.

You can also organize your contracts into a hierarchy of groups, which can be viewed
from the Contract Navigator. Contract groups provide a convenient way to organize
contracts using any criteria. They are similar to folders and can be created for private or
public use.

You will generally access contracts from either the Launchpad or the Contract
Navigator.
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Finding Contracts by Status or Notification Type

To find a contract by status or notification type:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Launchpad appears.

Contract Mlavigator

| Inbox
Status w Priorty  + Due Data g ¢ Message ¢+ User Comnment < Contract
1e-MAR-2005 11:40:43 ke following contract Dk=HT =,
( 1110963406 - . . | requires your approval =
Cipen an 1E-MIAR-2005 14:40:15 | Cortract The following contract OKSRT
QKSRTITI0973234 - .. requiras your appraval ..
Open a0 17-MAR-2005 15:33:31  Cortract AP-3 - The following contract AP-3
requires yaur approval requires your approval
Cipen a0 20-MAR-2005 21:45:35  Cortract MASA44D - The fallowing contract MaZids
requires your approval requires your spproval. ..
[ i ] v
[' Find... [ Respond . || Open.. ;]
Recent Documents Bookmarked Documents
Contract Mumber < Modfier  + Shot Deschption Cantract Mumber + Modifier  + Ehort Description

KPZ_BILLING_TEET

101

Preventive Maintenance C MAS4444 Ela -
Subscription Contract 20769 10 Sentinel Standard Deskiops

Subscriotion with Buging: ™ |2IZ|0?6 10 Santinal Standard Degkloos ™
* 4 P »

( Open... Rermove. . _J

2. In the Inbox region, click Find.

The Inbox Find window appears.

3. Select your search criteria:
1. To find a contract with a particular status, select a status from the Select Status
list.
2. To find a contract with a particular notification type, select a notification type
from the Select Notification Type list.

For example, you could perform a search for contracts with an open status that
require contract approvals or you could simply search for contracts that require
contract approval.

4. Select Find.

The application refreshes the Inbox with contracts that meet your criteria.
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5. To sort the results, click the column heading by which you want the results sorted.

You can sort columns in ascending or descending order.
6. Highlight the contract to review.

7. From the Inbox region, select Open.

The contract appears in the Service Contracts Authoring window.

Note: For information about responding to notifications, see
Approving Contracts, page 9-4.

Finding Your Most Recently Accessed Contracts

To find your most recently accessed contracts:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Launchpad appears.

Contract Mavigator

| Inbox
Status * Priorty -+ Due Date 4 Subject + Message + Usar Cormment < Contract
1E-hAR-2005 11:40:42 t The following contrac 2
""" tequires your zpproval =
Cipen an 1E-RIARIONS 14:40:15 | Cartract The following contract CKSRT
CKESRTITI0873234 - .. requiras your appraval ..
Open a0 17-MAR-2005 15:33:31 | Contract AP-3 - The following contract AP-3
requires your approval IBQUIrEs your approval .
Cipen a0 20-MAR-2005 21:45:35  Cortract MASA44D - The fallowing contract MaZids
requires your approval requires your spproval. ..
[ s | v
[' Find... | Respond . || Open.. J
Recent Documents | Bookmarked Documents
Contract Murnbar + Wodfier ¢ Shot Descnption Caontract Mumber + Modifier -+ Ehort Description

KPZ_BILLING_TEET

I.1»]

Preventive Mantenanze C WMAS4144 Ela
Subscription Contract 20769 10 Zentinel Standzrd Deskiops
Subseriotion with Bugine: ™ |2IZ|0?6 10 Zentinal Standard Dezkioos ™
* * PR »
(ngn nemwa J

2. In the Recent Documents region, scroll through the list of contracts.

These are the contracts that you have most recently accessed.

3. To sort the list, click the column heading by which you want the list sorted.

You can sort columns in ascending or descending order.
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4. Highlight the contract to review.

5. From the Recent Documents region, select Open.

The contract appears in the Service Contracts Authoring window.

Note: You can also double-click the contract number to open the
Service Contracts Authoring window.

Bookmarking Contracts

To bookmark contracts:

1. From the Service Contracts Authoring window, select the Actions menu and select
Bookmark.

A note appears, indicating that the contract has been successfully bookmarked. This
adds the bookmark to the Bookmarked Documents region in the Launchpad. The
Bookmarked Documents region is a personal listing of contracts that you can access
quickly.

2. To review bookmarked contracts, see Finding Bookmarked Contracts, page 12-4.

Note: You can also bookmark a contract from the Contract
Navigator by:

1. Highlighting a contract in the right panel

2. Selecting Add Bookmark from the Tools menu.

Finding Bookmarked Contracts

To find bookmarked contracts:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Launchpad appears.
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Contract hlavigatar

| Inbox
Status w Priorty  + Ouae Data + Subject ¢ Message + Usar Comment -+ Contract
1E-MAR-2005 11:40:43 b he ontract 4 =
RT1110963408 - 18 our approval =
Open an 1E-MAR-2005 14:40:168  Contract The following contract CKSRT
OKERTITIOET 3534 - .. requiras your appraval ..
Open 50 17-MAR-2005 15:32: 31 Contract AFP-3 - The following contract AP-3
requires yaur approval BUires your approval
Cipen a0 24-MAR-2005 21:42:35  Cortract MASA44d - The following contract MaSdds
requires your appraval requires your appraval. ..
«l S | v
[‘ Fird | [ Respond . | | Open.. ;1
| Recent Documents Bookmarked Documents

Contract Mlumbar < Modfier ¢ Short Deschption Caontract Mumber + Maodifier  + Shart Description

KPZ_BILLING _TEST -
Preventive Maintenance C Ela
20769 10 Sentinzl Standard Deskiops

20076 10 Zentinal Standsrd Deskioos ™
f e »

Subscription Contract

Subscriotion with Busine: ™
*

(Dpen Remwe J

2. Inthe Bookmarked Documents region, scroll through the listing of contracts.

Creating Groups

Groups help you to organize and find contracts more efficiently. A contract can be in
more than one group at a time. For example, a contract can be in your personal group
My Contracts and also be in the public group Business World Contracts. You can also
use groups to help you identify contracts that can be processed through actions such as
mass change, or reports.

To create a group:

1. From the Navigator, navigate to Contract Groups, and then select Contract Groups

The Contracts Groups window appears.
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O3 Contract Group: n Operations: USCY

Fublic
~ Mame Description [ 1]
| Global Glabal - O[]«
|OKSGRP1111I]5142B |RT Group ~| O |_
. |Busine&s World |Busine$ World - r
. (Contracts from Quotes (Contracts from Quotes -] |_ ‘
_ |Cnrpurate Contracts |Curnurate Contracts -] |_ |
|Curpurate Templates |Temn|ate Group - r
[oBi Contracts for DBI Data Build - e[
. |Dedicated Internet Access |Dedicated Internet Access - |_
_ |E"‘Pi"3d Corporate Contracts |Exnired Corporate Contracts -] |_
|Expired Sales Contracts |Exnired Sales Contracts - I r -

2. In the Name field enter the group name, for example, Service Agreements.
3. In the Description field, provide a description of the group.

4. If you want this folder to be public, select the Public check box.

Note: If you do not select the Public check box, you will create a
private folder that only you will see.

For you to be able to create public folders, your administrator must
set the profile OKC: Public Group Creator to Yes.

5. Save.

Note: If you want to see a listing of all groups, you can use the
query function to display the groups in the Contracts Groups
window.

1. From the View menu, select Query by Example and Enter. The
form changes to query mode.

2. Enter % in the Name field.

3. From the View menu, select Query by Example and Run. A
complete listing of the Contract Groups appears.
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Organizing Contracts by Group and Subgroup

To organize contracts by group and subgroup:

1.

From the Navigator, select Contract Groups, and then select Assign Contract
Groups.

The Contracts Groupings window appears. The Groupings region on the left
provides a hierarchy that you can use to navigate the contract groups.

(SIEHEN  Groups

[ Find

Currertly Assigned Contracts Available Contracts

£
L

& Telecommunications
e IRURP Group

You can click the +icon to expand a node

You can click the - icon to collapse a node.

Select a node from the Global region, for example, Service.

The contracts that are currently a part of the group appear under the Currently
Assigned Contracts heading.

Click Find.

The Search templates and Contracts window appears. You can use this window to
search for contracts that you want to add to the criteria.

Enter your search criteria, and click Search.

The results appear in the Available Contracts region of the Contract Groupings
window.
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5.

Y Global
GRP1111051428

D& Metwork License

L& OKSGRP1111051422

oI Prevantive Maintenance
& Sales Contracts

L@ Senice

& Subscription
[&Telecommunications

e IRURP Group

Currently Assigned Contracts

Find

Availahle Contracts

El

10502 (RO7-MAR-D1) i
12108 (R23-APR-01 17:13:.42)
13906 (RO3-APR-01 18:19:08)
14953

14965

14966

14968

14969

14971

To add a contract to the group, highlight the contract in Available Contracts and
select the left arrow.

&Metwork License
HOKSGRP1111051422

& Freventive Maintenance
& Sales Cortracts

ervice

Ll o
=
=3
i
=]
=
=]
=]

Contr Graups

Currertly Assigned Contracts

i Find

Awailable Contracts

14570
E1 4957

14504

£l

—10509 (RO7-MAR-01) B
12108 (RZ3APROT 17:13:42)
13906 (RO3-APR-01 18:19:08)
14953

14965

11056

14966

11969

145971

14972

14673

14996

The contract is moved to Currently Assigned Contracts, which indicates that it is a

part of the group.

To remove a contract from the group, highlight a contract in the Currently Assigned
Contracts region and select the right arrow.

The contract is moved to Available Contracts, which indicates that it is not a part of

the group.
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1.

To add a subnode to the Group, select the Groups tab.

Glabal

e ool
EﬁOKSGRPHHDSMQB
E@Corporate Contracts
LT KKRT-1111148294
@ KPT

@Network License
TEOKSGRPT111051422
>-@F‘reventive Maintznance
8 Sales Contracts
@Sewice
@Subscription
@Te\ecnmmunications
>ZEURP Group

Contracts m

Currently Assigned Subgroups

Awailable Subgroups

-

/%]

T8 OKSGRP1111051428
%KKRT—H 11148204
TEKPI

T OKSGRPT111051422
TmPreventwe Maintenance
ESubscription

THURP Group

The Currently Assigned Groups and Available Subgroups regions are populated

with a listing of subgroups.

You can change the view of the Available Subgroups region by selecting either
Unassigned or All Groups from the View list.

To add a subgroup to the group, highlight the subgroup in the Available Subgroups
region and select the left arrow.
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9.

-l Metwork License
EAIEOKSERPT 111051422
e-gPraventive Maintenance
il Sales Cortracts
el Senvice
i Subscnptmn

& Telecommunications
g LIRP Sroup

Currertly Assigned Subgroups

Vew

Awailable Subgroups

all RE111105
KKRT-1111148294

03| Prevertive Maintenance
a5

Subscription
URP Group

The subgroup is moved to Currently Assigned Groups, which indicates that it is a
subgroup of the group.

Global
t%OKSGRF'HHDEHZZ
OKSGRP1111051428
E@Corporate Contracts
B KKRT-1111145294
egKkPz
E@Network License
E@Preventive Maintenance
D—E@Sales Contracts
EﬁSer\fice
E@Suhscription
E@Te\ecnmmunications
I URP Group

Contracts

Currently Assigned Subgroups

Available Subgroups

[%OKSGRPHHDSHQQ
OKSGRP1111051428

1 (¥

T KKRT-1111148294
TRk

@F‘reventive Maintenance
@Subscription

T8 URP Group

To remove a subgroup from the group, highlight a subgroup in the Currently

Assigned Groups region and select the right arrow.

The contract is moved to Available Subgroups, which indicates that it is not a part

of the group.

10. Save.
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Finding Contracts Using the Contract Groups Hierarchy

To find a contract using the contract groups hierarchy:

1.

From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Launchpad appears. Select the Contract Navigator tab.
In the left panel, review the group hierarchy.

You can expand a node by selecting the + icon. You can collapse a node by selecting
the - icon.

Select a node to view the contracts that are in contract group node.

Sgicontact Groups Contr.. w Modifier - Category < Short Descrigtion + Status - Start Date © E
%\@Cnrpnrale Contracis = Warranty and Ex.. [CUSTOMER - Busi

§ 14857 “Warranty and Ex.. CUSTOWER : Hilm... Expired  O4-4PR-2001 0O

"Bl OKSERPTITI061422 14964 Warrarty and Ex.. CUSTOMER: Busi.. Ewpired 04APRI001 0.

..i_gjOKSGRP1 111051428
—@KKRT—i 111148294
Hagikrz
-Gaihetwork License
—E@F‘reveniive Mairtenance
H@Sales Cortracts
aH‘T@SBMce
Hig S ubscription
w-EgTelecommunications
LE4URP Group

For example, you could select the Global node to view all contracts within that
node.

The contracts that are included in this group appear in the right-hand panel.

To sort the results, click the column heading by which you would like the results
sorted.

You can sort columns in ascending or descending order.
Highlight the contract that you want to review.

Right-click and select Open.
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The contract appears in the Service Contracts Authoring window.

Note: Double-click the contract number to open the Contract
Execution window.

Removing a Contract from a Group

To remove a contract from a group:

1.

From the Navigator, navigate to Contract Administration, and then select
Launchpad. The Launchpad appears. Select the Contract Navigator tab.

In the left panel, select a group such as Service.

A listing of contracts appears.
Highlight the contract to remove from the group.

You can do one of the following:

1. Right-click the contract and select Remove from Group.

2. From the Tools menu, select Remove from Group.

A decision box appears, asking whether you are sure that you want to remove
the contract from the group.

Click Yes.

The contract is removed from the group.

Note: You can also add or remove a contract from a group by
updating the Contracts Group region within the Administration
subtab of the contract.

Searching for Contracts Using the Entitlements Search Window

To search for contracts using the Entitlements Search window:

1.

From the Navigator, navigate to Contract Administration, and then select
Entitlements Search.

The Entitlements Search window appears.
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[ Search Option

" Entitled Contracts ® All Contracts

i~ Contract Covered Lovels

Product Mame Serial Mumber Feference Mumber
Item Mame Iz Description
Site Mame Site Mumbar
System Mame Systern humbar
Mecount Mame | Account Number
Pariy Mame [ Party Nurber
~ Contractz Additional Search
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Status Bill To| ] End Dals |
Renawal Type | Ship To
i~ Header
————— i Fram To
Contract Murmber | Postal Code Star Date | :
Statusi Pary End Dahal ___________
Renswal Trpe Contract Group Date Terminated |
Search J | Clear } Cancel J

You can use this window to search for all contracts that match your search criteria,
or limit the search to Entitled contracts.

You can search for contracts based on their covered levels attributes, header
attributes, or line attributes, or a combination of these.
From the Search Option region, select whether to search all contracts or entitled

contracts.

Entitled contracts are those that are within their start and end dates as of the time of
the search, and are in a status that has the operation Eligible for Entitlement set to
Yes.

From the Contract Covered Levels region, specify the contract covered levels to use
in your search.

You can search by the following covered levels: product, item, site, system, account,
and party.

This region has specific attributes associated with each covered level, which are
separated by rows. For example, if you select a product, the row with the Product
Name field also contains a Serial Number field and Reference Number field. These
additional attributes are used to narrow your search.

From the Lines region, specify lines attributes.

For example, you could add a service name, a status, and a duration to the search
criteria.

From the Header region, specify header attributes.

For example, you could add a contract status, party, and duration.
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Note: To clear the form and enter your search criteria again, select
Clear.

6. Select Search.

The Results window appears, which shows contract line details that match the
search criteria. You can also determine the operating unit for the contract.

s P
Resulis

Contract Mumber M adifier Ciperating Lnit Mumber  Type Mame Slallhr.luli‘):als End Date  Stztus Coverzge Mame
Jeor7 Wision Operations |1 [Senice  [wReF7E3 07-MAYD5 0GMAYO6 Entered | Gold 2
| pa0tn Vision 0, M Servi [wr23763 P7APROG 25APRN7  Entersd  Gold '
| [2z020 Wision Oporations 1 Sorvice  (WR237E3 10JUND6  09JUNO7 Entercd  (Gold
| [Rv_REN_on Wision Operations 1 Service [WRZITE 02.8UG05 01AUGHG  Acive  Gald

RvV_REN_80 [Fo4-maY.06 vision Operations |1 [senvi [wnazzrss UZ-AUGDE 01-AUGHT [Ertered | Gold
| [kPz_EBTAN 1 Wision Operations |1 Service [WR23753 D1-JANDE |31DECOE  Active Gold
[ KPZ_EBTAX_1 R4 MAY 06 [ision Operations 1 Senvice |WR2'3T53 01JAHO7  31.DECOT Signed EGnI:I
| [kpz_EBTAX 1 [FD4-MAY-06 Vision OF 3 [servi [wmzzzes D1JAND7  FIDECH  Signed  Gold
| [KPZEETAX_1  [RD4-MAY-06 [Vision Operations 4 Service  [WRZ3TE3 D1JAND7  31DECO7  Signed  Gold 5

Contract Descrgtion Eienew
| Wiew Coverage Upen )

7. To view the coverage for a specific contract and line, select the line and click View
Coverage.

The Coverage Template appears in read-only form.

8. To open the contract, select the contract line and click Open.

The Service Contracts Authoring window appears. From this window, you can
manually adjust Warranty Start and End dates on installed products.

Note: If the entitlements search is used for any application other
than Oracle Service Contracts, the Line Detail window appears in
read-only mode. For example, a service agent could use entitlement
search from Oracle TeleService.

Using the Index to Navigate Through Contracts

The index helps you find parts of the contract and allows you to navigate to them
directly, for example, to a particular line number.

To use the index to navigate through contracts:

1. From the Service Contracts Authoring window, select the Actions menu and Show
Index.
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The Contract Index window appears.

O Contract Index (Wision Operations: USD)

CFContract: 21412
'3—?—F'ar1ies
—Merchant: Yision Operations
—=ubscriber. Business YWorld
ZFContract Terms
—Mondisclosure
—Governing Law
—Jurisdiction
—Motice
—Miscelaneous General Tarms
—General Terms
—Applicable Law; Mot for Resale
—oenice & Suppor
ZLines
—1. Subscription:\Weekly Yision Subscription

—2. Subscription: Monthly Yision Subscription

( Cancel | | o Jl

From this window, you can view details of the contract such as the parties, the line
level service items, the covered level products at the sublines, and the names of any
terms that are attached to the contract.

You can expand the hierarchy by selecting the + icon next to the node.

You can collapse the hierarchy by selecting the - icon next to the node.

To navigate to a specific point within the contract:

1. Highlight the node.

2. Click Go.

For example, if you highlight the Lines node and click Go, the Service Contracts
Authoring window displays the Lines tab.
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3. Optionally, you can close the Contract Index window by selecting Cancel.
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13

Using the Administrator Workbench to
Manage Contracts Under Negotiation

This chapter covers the following topics:

Overview of the Administrator Workbench

Viewing Notifications

Publishing a Contract to a Customer for Acceptance

Submitting a Contract for Approval from the Administrator Workbench
Suppressing Reminders

Enabling Reminders

Running the Quality Assurance Check

Updating Multiple Contracts

Updating a Contract

Opening a Contract

Sending an E-Mail to a Customer from the Administrator Workbench
Printing Quotes and Contracts

Identifying Follow-Up Actions

Using Shortcuts in the Administrator Workbench

Overview of the Administrator Workbench

The Administrator Workbench enables sales representatives, managers, and contract
administrators to track progress of workloads and initiate follow up actions on
contracts under negotiation. Sales representatives may have several open quotes in

various stages of negotiation. These open quotes may be undergoing revisions, awaiting
approvals for special terms, or with customers for review. The Administrator
Workbench informs users of what is currently in their queue.
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As a sales representative, you can perform multiple actions during the negotiation
process from the Administrator Workbench. It enables you to track new contract and
renewal opportunities by providing information in bins and portlets that you can
personalize:

® Quick Search: Enables you to perform a search using a search intent and search
criteria. You can also navigate to an advanced search page for an expanded criteria
list.

* Notifications: Provides a list of open notifications that require your attention. From
this region, you can view notification details and submit responses.

® My In Process Contracts: Provides a list of views for open service contracts that are
assigned to you. The following views for open service contracts are seeded in the
application:

¢ All In Process Contracts: A list of all open contracts under negotiation or
pending approval and activation.

e Follow Up Actions: A list of open contracts with assigned follow-up actions
and due dates.

¢ Online Quotes : A list of all open contracts that are routed for automatic online
customer acceptance.

¢ Pending Internal Approval : A list of all contracts that are accepted by
customers and pending internal review and approval

¢ Pending Quotes: A list of all open contracts for which quotes have been sent to
the customer. This view does not include contracts that have been accepted by
the customer and are pending approval.

* Pending Salesrep Assistance: A list of online acceptance contracts for which
customers requested assistance in clarifying terms or want to make corrections.
This is the default view for the bin.

¢ Reminder Sent: A list of open contracts for which reminder notices have been
sent to the customer.

* Renewals: A list of all open renewals under negotiation.

When you select a view and click the Go button, the My In Process Contracts bin
refreshes. The following options are available:

¢ Personalize: In addition to the seeded views, you can define personalized
views to manage your contracts by using the OA Framework personalization
features.
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Note: For information about personalization of the HTML
pages, refer to the Oracle Applications Personalization Guide.

¢ Full List: This option shows your full list of tracked contracts.

Note: All actions that are available from the renewal tracking
bin are also available from the full list page.

From the My In Process Contract bin, you can:

* Identify follow-up actions on contracts.

e Publish contract online to customers.

® Submit contract for internal review.

* Manage reminders and notifications.

¢ Run quality check to validate contract information.

® Open the contract in the Service Contracts Authoring window for editing.

e Initiate communication with customers through e-mail.

Note: The My In Process bin actions are separated based on
whether they can be performed on a single contract or multiple
contracts.

* Actions performed on multiple contracts: Publish to Customer,
Submit for Approval, Disable Reminders, Enable Reminders,
Run QA Check

® Actions performed on single contracts: Open Contract, Email
Customer, Print Quote

* Shortcuts: Provides a list of links that provide shortcuts to other functions within
Oracle Service Contracts.

This group of procedures covers the following:

e Viewing Notifications, page 13-4
® Publishing a Contract to a Customer for Acceptance, page 13-6

* Submitting a Contract for Approval from the Administrator Workbench, page 13-
7
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® Suppressing Reminders, page 13-7

* Enabling Reminders, page 13-8

¢ Running the Quality Assurance Check, page 13-8

* Updating Multiple Contracts, page 13-9

¢ Updating a Contract, page 13-11

* Opening a Contract, page 13-13

¢ Sending an E-mail to a Customer from the Administrator Workbench, page 13-14
¢ Printing Quotes and Contracts, page 13-14

* Identifying Follow-Up Actions, page 13-15

¢ Using Shortcuts in the Administrator Workbench, page 13-15

Viewing Notifications

You can view a list of notifications from the Administrator Workbench. If the
notification does not require a response, the application provides a message within the
Notification Detail page.

The following table provides a list of notifications that you may see in Oracle Service

Contracts:

Notification Title Example

Quote Published Online Contract 21100-R31-Nov-05 for Business
World (3422.50 USD) has been published
online

Quote Sent to Customer Contract 21100@R31-Nov-05 for Business
World (3422.50 USD) has been emailed

Customer Acceptance Notification Contract 21100@R31-Nov-05 for Business
World (3422.50 USD) has been accepted by
Sharpe, Marty

Customer Decline Notification Contract 21100@R31-Nov-05 for Business
World (3422.50 USD) has been declined by
Sharpe, Marty
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Assistance Request Notification As entered by customer from Online renewal
flow.

Request for Internal Approval notification Contract 21100@R31-Nov-05 for Business
World (3422.50 USD)

Internal Approval Reject Notification Contract 21100@R31-Nov-05 for Business
World (3422.50 USD) has been rejected by
Stock, Pat

Signature Required Contract 21100@R31-Nov-05 for Business
World (3422.50 USD) requires your signature

QA Check Failure Notification QA Check Failure in Contract
21100@R31-Nov-05 for Business World
(3422.50 USD)

Workflow Error Notification Workflow Error in Contract
21100@R31-Nov-05 for Business World
(3422.50 USD)

Reminder Failure Notification Reminder Failure in Contract
21100@R31-Nov-05 for Business World
(3422.50 USD)

To view notifications:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

Your notifications appear at the top of the page.
2. To see all your notifications, select Full List.

3. To open a notification, select the corresponding Subject link.

The Notification Detail page appears. From this page, you can approve, reject,
delegate, or request information by clicking the appropriate action button.

If a notification does not require a response, a note appears at the top of the page.
You can select OK to close the notification and return to the Administrator
Workbench.

4, Select an action:

* Approve: Opens the Notification Detail page.
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To approve the contract:

1. Enter a response note.
2. Click Approve.
¢ Reject: Opens the Notification Detail page.

To reject the contract:

1. Enter a response note.
2. Click Reject.
¢ Delegate: Opens the Delegate Notification page.

To delegate a notification:

1. Select an assignee.
2.  Enter comments.

3. Click Submit.

* Request Information: Opens the Request Information page.

* To request information:

1. Select the individual from whom you want to request more information.
2. Enter the information requested.

3. Click Submit.

¢  OK: Returns to the Administrator Workbench.

Note: You can return to the Administrator Workbench, by selecting
the Service Contracts link preceding the notification title.

Publishing a Contract to a Customer for Acceptance

You can publish a manual renewal contract or a new contract online for customer
acceptance. Contracts that are marked for online renewal get published online upon
renewal. However, you may decide to publish additional contracts that are currently
being manually managed by using this action. This action publishes selected contracts
on the online acceptance portal. You can publish one or multiple contracts online.
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To publish a contract to a customer for acceptance:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.

2. Choose the Select check box next to the contract that you want to publish to a
customer for approval.

3. From the Select Contracts list, select Publish to Customer.

4. Click Go.

A confirmation appears, which indicates the contracts that have been submitted for
online acceptance. If the contract is already published online, a message appears
indicating that the contract is already published.

Submitting a Contract for Approval from the Administrator Workbench

You can submit contracts for internal business approval . The Submit for Approval
action puts the contract in the approver's worklist. You can submit contracts for
approval for one or multiple contracts.

To submit a contract for approval from the Administrator Workbench:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.

2. Choose the Select check box next to the contract that you want to publish for
internal approval.

3. From the Select Contracts list, select Submit for Approval.

4. Click Go.

A confirmation appears indicating the contracts that have been submitted for
approval. If the contract is already submitted for approval, a message appears
indicating that the contract is already in the approval queue.

Suppressing Reminders

You can suppress reminders for contracts using the suppress reminders actions.
Customers do not get reminder notifications for contracts from the auto reminder
program for contracts that require customer acceptance. You can suppress reminders
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for one or multiple contracts.

To suppress reminders:

1.

From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.

Choose the Select check box next to the contract that you want to disable
reminders.

From the Select Contracts list, select Disable Reminders.

Click Go.

A confirmation appears, which indicates that reminders have been disabled for the
selected contracts. All contracts for which reminders have been suppressed are
marked with an icon next to the contract number.

Enabling Reminders

You can enable reminders for those contracts for which reminders were suppressed.
You can enable reminders for one or multiple contracts.

To enable reminders:

1.

From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.
Choose the Select check box next to the contract that you want to enable reminders.
From the Select Contracts list, select Enable Reminders.

Click Go.

A confirmation appears, which indicates that reminders have been enabled for the
selected contracts.

Running the Quality Assurance Check

You can run the quality assurance (QA) check on selected contracts. You can run the
QA check for one or multiple contracts.
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To run the quality assurance check:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.

2. Choose the Select check box next to the contract that you want to publish to a
customer for approval.

3. From the Select Contracts list, select Run QA Check.

4. Click Go.

A confirmation appears, which indicates the QA Check concurrent request has been
submitted and provides a concurrent request id.

Note: For more information about the QA check, see About the
Quality Assurance Check (QA Check), page 8-1.

Updating Multiple Contracts

You can update one or more attributes on multiple contracts from the Mass Update
Contracts page.

Prerequisites: .

Identify one or more contracts with a status of Entered or Canceled. The negotiation
status must not be Pending Approval or Pending Activation.

Note: This procedure shows the navigation from the Administrator
Workbench page.

You can also access the Mass Update Contracts page when the Mass
Update action is selected from the following pages:

e Search

e Advanced Search

To update multiple contracts:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.

Using the Administrator Workbench to Manage Contracts Under Negotiation  13-9



2. Mark the Select check box next to the contracts that you want to update.
3. From the Select Contracts list, select Mass Update.

4. Click Go.
The Mass Update Contracts page appears.

A read-only table at the top of the page shows the following attributes for the
contracts that you selected:

¢ Contract Number

e Customer

* Description

e Status

e Start Date

e End Date

¢ Follow-Up Due Date
¢ Follow-Up Action

¢ Amount

You can also add the following columns using the personalization feature:

e Forecast Close Date
® Forecast Percent

¢ Negotiation Status
e Known As

e Category

5. To update the contract status information, scroll to the Contract Status region. You
can update the following;:

® Status: Select a new status from the drop down list.
* Reason: Select a reason from the drop down list.

¢ Comments: Enter comments to explain the status update.
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6. To create a follow up action, scroll to the Follow-Up region. You can create the
following:

® Action: Select an action from the drop down list, such as Call Customer.

® Due Date: Select the date that you expect the action to be completed.

7. To update forecast details, scroll to the Forecast region. You can update the
following:

e (Close Date: Select a new close date for the forecast.

¢ Close Percent: Enter a new close percent for the forecast.

8. To enter notes, scroll to the Notes region and enter any notes relating to the contract
within the Notes Text field.

9. Click Apply.

A confirmation message appears indicating that the contracts were successfully
updated.

Updating a Contract

You can update one or more attributes on a single contract from the Update Contracts
page.

Prerequisite: .

Identify a contract with a status of Entered or Canceled. The negotiation status must not
be Pending Approval or Pending Activation.

Note: This procedure shows the navigation from the Administrator
Workbench page.

You can also access the Update Contracts page when the Update
Contract action is selected from the following pages:

e Search

e Advanced Search

To update a contract:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.
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2. Mark the Select check box next to the contract that you want to update.
3. From the Select Contracts list, select Update Contract.

4. Click Go.
The Update Contracts page appears.

A read-only table at the top of the page shows the following attributes for the
contract that you selected:

e Contract Number

¢ Customer

* Description

e Status

e Start Date

e End Date

¢ Follow-Up Due Date
¢ Follow-Up Action

e Amount

e Forecast Close Date
* Torecast Percent

* Negotiation Status

¢ Known As

e Category

You can change the display of the page by using the personalization feature.

5. To update the contract status information, scroll to the Contract Status region. You
can update the following;:

® Status: Select a new status from the drop down list.
* Reason: Select a reason from the drop down list.

¢ Comments: Enter comments to explain the status update.
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6. To create a follow up action, scroll to the Follow-Up region. You can create the
following:

® Action: Select an action from the drop down list, such as Call Customer.

® Due Date: Select the date that you expect the action to be completed.

7. To update forecast details, scroll to the Forecast region. You can update the
following:

e (Close Date: Select a new close date for the forecast.

¢ Close Percent: Enter a new close percent for the forecast.

8. To enter notes, scroll to the Notes region and enter any notes relating to the contract
within the Notes Text field.

9. To add a note to the interaction history of the contract, scroll to the Interaction
History region.

1. Filter the interactions by selecting a value from the View list, such as In Person.

2. Click Go.

This filters the interactions.
3. Select the Interaction to which you would like to add a note.

4. Enter a text in the Note field.

10. Click Apply.

A confirmation message appears indicating that the contract was successfully
updated.

Opening a Contract

You can open the Service Contracts Authoring window from the Administrator
Workbench, where you can make updates to the contract, save those changes and
return to the workbench. You are limited to opening one contract at a time.

To open a contract:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.
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2. Choose the Select check box next to the contract that you want to open.
3. From the Select Contracts list, select Open Contract.

4. Click Go.

The Service Contracts Authoring window appears. You can make updates to the
contract in this form.

For information about the Service Contracts Authoring window, see Creating a
Contract, page 1-4.

Sending an E-Mail to a Customer from the Administrator Workbench

You can send an e-mail to a customer from the Administrator Workbench. This opens
the Email Customer page, where you can select the communication template and
specify a description. You are limited to sending an e-mail for one contract at a time.

The procedure for sending an e-mail from the Administrator Workbench mirrors the
procedure for sending an e-mail from the Service Contract Search page. See Sending an
E-Mail to a Customer (HTML), page 14-4 for details.

Printing Quotes and Contracts

You can select a contract and the Print Quote action to view the quote in the PDF
format. You are limited to creating a quote document for one contract at a time.

To print quotes and contracts:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

A list of contracts appears in the My In Process Contracts region.

2. Choose the Select check box next to the contract for which you want to create a
Quote Document.

3. From the Select Contracts list, select Print Quote.

4. Click Go.

The File Download window appears.

5. Select Open to open the file, or Save to save to the file to your computer.

If you chose to open the file, the Quote Document opens in a new window.

6. Review the details on the Quote Document, such as:
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e Contract number

e Short description

e Contract term (start and end dates)
e Amount

e Line details

7. You can print the Quote Document for your computer.

Identifying Follow-Up Actions

You can view contracts that require follow-up actions from the My In Process Contracts
bin.

To identify follow-up actions:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

2. From the View list, select Follow Up Actions .

3. Select Go. A list of contracts appears.

You can view contracts that require follow-up actions. The due date is the date on
which you must complete the action. All follow-up actions that are past due are
marked with an icon next to the due date.

Using Shortcuts in the Administrator Workbench

The Shortcuts bin provides links to other functions within Oracle Service Contracts. You
can use the Shortcuts bin to search for contracts or create contracts:

¢ Advanced Search: Opens the Advanced Search page.

¢ Create Service Agreement: Opens the Service Contracts Authoring window with a
Status of Entered and a Category of Service Agreement.

* Create Extended Warranty: Opens the Service Contracts Authoring window with a
Status of Entered and a Category of Warranty and Extended Warranty.

® Create Subscription: Opens the Service Contracts Authoring window with a Status
of Entered and a Category of Subscription Agreement.

Using the Administrator Workbench to Manage Contracts Under Negotiation 13-15



To use shortcuts:

1. From the Navigator, navigate to Contract Administration, and then select
Administrator Workbench.

2. Click the link for the function that you want to start, such as Create Service
Agreement.
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14

Viewing Contract Details in HTML

Overview of Service Contracts in HTML

HTML pages are accessible from the Service Contract Administrator workbench, the
Oracle Installed Base Mass Update workbench, the Oracle Installed Base Instance
Details page, the Oracle Sales Online Customer Details page, and the Daily Business
Intelligence (DBI) portal for service contracts. From the HTML pages, you can view the
following:

Service lines and covered product level information for all line types
Billing schedules

Billing history

Notes

Attachments

Interactions

Contract terms

Use the following procedures to navigate the HTML pages:

Finding Contracts (HTML), page 14-2

Sending an E-Mail to a Customer (HTML), page 14-4
Viewing Contract Details (HTML), page 14-5
Viewing Service Line Details (HTML), page 14-7

Viewing Coverage Details (HTML), page 14-8
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e Viewing Covered Level Details (HTML), page 14-9

* Viewing Usage Line Details (HTML), page 14-10

¢ Viewing Usage Counter Details (HTML), page 14-11

¢ Viewing Subscription Line Details (HTML), page 14-11

¢ Viewing Item Instance Details (HTML), page 14-12

* Viewing Order Information for a Service Contract (HTML), page 14-13
e Viewing Billing Transactions (HTML), page 14-14

You can also use the following procedures to update one or more contracts:

¢ Updating a Contract (HTML), page 13-11

* Updating Multiple Contracts (HTML), page 13-9

Note: You can personalize the view within the HTML pages. For
information about personalization of the HTML pages, refer to the
Oracle Applications Personalization Guide.

Finding Contracts (HTML)

This procedure describes how to find a contract from the Search page. You can also find
contracts from the Service Contracts Administrator Workbench.

To find contracts:

1. From the Navigator, navigate to Contract Administration, and then select Contract
Search.

The Service Contracts Search page appears.

2. From the Display LOV, select the view to display for your search results.

For example, select All Contracts.

3. Tonarrow the search results, enter your search criteria.

For example, enter Business World in the Customer field and Entered in the Status
field.

* The flashlight icon to the right of a field opens a Search and Select page, which
you can use to find an item.
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® The calendar icon to the right of a field opens a calendar, which you can use to
select a date.

Note: To specify additional search criteria that is not available in
the Search region, click the Advanced Search button. The Advanced
Search page appears. This page provides additional search criteria
from which to select.

Select Go.

The search results appear at the bottom of the page.

To revise your search, select Clear and enter new criteria. Then repeat the previous
steps.

To view the contract details for a specific contract click the corresponding Contract
Number link.

To export the search results to a spreadsheet, select Export.

You will be prompted to open or save the file to your computer.

To take action on a contract or multiple contracts:
1. Choose the corresponding Select check box.

To select all contracts, click the Select All link.

2. From the Select Contracts list, select an action.
The following actions are available:

e Publish to Customer
* Submit for Approval
e Disable Reminders

e Enable Reminders

e  Run QA Check

¢ Open Contract

¢ Email Customer

e  Print Quote
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e Mass Update
¢ Update Contract

For example, you can open the contract in the Service Contracts Authoring
window by selecting a single contract and choosing Open Contract.

Note: You can select only a single contract for the following
actions: Open Contract, Email Customer, and Print Quote

3. Click Go.

For most actions, a confirmation message appears at the top of the page.

See also Overview of Service Contracts in HTML, page 14-1.

Sending an E-Mail to a Customer (HTML)

Prerequisite:Navigate to Find Contracts and review your search results. See Finding
Contracts (HTML), page 14-2.

To send an e-mail to a customer:

1.

From the Search results, choose the Select check box for the contract.
From the Select Contracts list, select Email Customer.

Click Go.

The Email Customer: Service Contract page appears.

Specify details for the e-mail.

¢ Ataminimum, you must complete the fields that contain an asterisk, such as
To and From.

* To select a message layout template, select the flashlight icon to the right of the
Message Layout Template field.

This opens the Search and Select page. From here you can search for and select
a template.

Note: After you select a template, you can preview the template
by clicking the Preview button to the right of the Message
Layout Template field.
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To select an attachment layout template, select the flashlight icon to the right of
the Attachment Layout Template field.

This opens the Search and Select page. From here you can search for and select
a template.

Click Send.

A confirmation message appears at the top of the page, which indicates that the
e-mail has been sent successfully to the customer contact.

Viewing Contract Details (HTML)

Prerequisite: Navigate to Find Contracts and review your search results. See Finding
Contracts (HTML), page 14-2.

To view contract details:

1.

From the Search results click the corresponding Contract Number link for a
contract.

The Service Contract page appears. You can view the contract header or select any
of the following subtabs to view contract details that are defined at the header level:

Lines

Note: To export lines into a spreadsheet, select Export

Contacts
Billing

Note: Amounts in the Terminated and Billed regions are rolled
up from lines and sublines.

Sales Credits
Renewals

Related Documents

Note: If an order exists, you can view order details by clicking
the order number link in the Document Reference column. The
Sales Order page appears.
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e History

Note: The application provides navigation that enables you to
return to previous pages. After you select a subtab, you can return
to the previous page by clicking the navigation link preceding the
page title. For example, if the following navigation appears,
Service Contract Search > Service Contract: 23248, click the Service
Contract: 23248 link to return to the contract header.

You can also view additional detail pages by clicking the links within the
Additional Details block:

¢ Interaction History
¢ Billing History

Note: To export billing transactions into a spreadsheet, select
Export. The Transaction number link navigates to Oracle Bill
Presentment view of Invoice and Credit Memo.

e (Contract Terms
¢ Notes and Attachments

¢ Contract Groups

2. Review customer and contract information in the contract header. For example, you
identify the customer, status, term, and contract amount.

3. To view line details, select the Lines tab. See:

* Viewing Service Line Details (HTML), page 14-7
¢ Viewing Usage Line Details (HTML), page 14-10

* Viewing Subscription Line Details (HTML), page 14-11

4. To open the Service Contracts Authoring window click the Open button. This
opens the form where you can modify the contract.

Note: The Open button is not visible if you navigate from pages of
applications other than Oracle Service Contracts.
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Viewing Service Line Details (HTML)

Prerequisite: Open a contract containing service lines.

To view service line details:

1.  To drill down into the service line details, select the Lines tab and the service line
link that is associated with the service.

The secondary tabs for the selected line appear, with the Covered Levels secondary
tab selected:

e Covered Levels

1. Select Show from the Details column to expand the display.

2. To open the details for the service contract line, select the link
corresponding line.

The Service Contract Line Covered Level page appears. View the Covered
Level details for the selected line.

To view billing transactions for the line, select the Billing Transactions link
from the Additional Covered Level Details block.

3. If an associated item instance is entered in Oracle Installed Base, you can
click that link to view the Item Instance page. See Viewing Item Instance
Details, page 14-12.

e Contacts

e Billing

Note: Amounts in the Terminated and Billed regions are rolled
up from sublines.

e Sales Credits
¢ Related Documents
* History

You can also view additional pages by clicking the links within the Additional Line
Details block:

¢ Billing Transactions
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Note: You can view accounts receivables invoices and credit
memos for the line as Billing History and also future Billing
Schedules.

* Coverage Details

Note: Select Coverage Details to view the service level
agreements, such as coverage and response times.

e Notes

2. To return to the Contract, click the Service Contract link preceding the page title.

Related Topics
Viewing Usage Line Details (HTML), page 14-10
Viewing Subscription Line Details (HTML), page 14-11

Viewing Coverage Details (HTML)

Prerequisite: Open a contract containing service lines and select a service line.

To view coverage details:

1. From the Additional Line Details region, select Coverage Details. The Coverage
Details page appears.

2. Review the coverage entitlements associated with the service line:

e Review the Coverage Header.

* Select a business process, such as Customer Support. The following regions are
updated to correspond to the business process that you select.

* Coverage Times: You can change the view of the coverage times by
selecting one of the Display radio buttons, either By Interval or By Day.

* Response Times: You can change the response time view by selecting a
value from the View list, either Reaction Times or Resolution Times.

e Preferred Resources

¢ Billing Types
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Related Topics

For a description of defining coverage templates, see Defining a Coverage Template,
page 23-7

Viewing Covered Level Details (HTML)

Prerequisite: Open a contract containing service lines and select a service line.

To view covered level details:

1. Click the Line link for the covered level details that you want to view. The Line
Details page appears.

2. Review the Covered Level Details that are associated with the line:

e Covered Level Header

e Covered Level Details:

e Instance details: Appears only if the covered level is Product.
¢ Item details: Appears only if the covered level is Item.

* System details: Appears only if the covered level is System.

e Site details: Appears only if the covered level is Site.

® Account details: Appears only if the covered level is Account.
e Party details: Appears only if the covered level is Party.

¢ Pricing Calculation: Appears only if the covered level is Product or Item.

Note: You can drill down further into detail pages if a link
exists. For example, clicking the Item Instance link opens a
detail page for the item instance.

e Related Documents

3. Navigate to other pages with additional subline details, by clicking a link within the
Additional Covered Level details bin, for example, Billing Transactions.
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Related Topics

For a description of the various covered levels, see Levels of Coverage and Their Uses,
page 3-15.

Viewing Usage Line Details (HTML)

Prerequisite: Open a contract containing usage lines.

To view usage line details:

1. To drill down into the usage line details, select the Lines tab and the usage line link
that is associated with the service.

The secondary tabs for the selected line appear, with the Counters secondary tab
selected:

e Counters
e Contacts
¢ Billing

Note: Amounts in the Terminated and Billed regions are rolled
up from sublines for Negotiated Usage lines, or come from the
line itself for all other types of Usage lines.

e Sales Credits

e Renewals

e Related Documents
e History

You can also view additional pages by clicking the links within the Additional Line
Details block:

e Billing Transactions

e Notes

2. To return to the Contract, click the Service Contract link preceding the page title.
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Related Topics
Viewing Service Line Details (HTML), page 14-10

Viewing Subscription Line Details (HTML), page 14-11

Viewing Usage Counter Details

Prerequisite: Open a contract containing usage lines with a counter.

To view usage counter details:

1. From the Lines tab, click the Service link, such as QP-LPTR-U. The Usage Line page
appears with the Counters tab selected.

2. Click the Line Number link, such as 1.1. The Usage Counter page appears.

You can view the counter read history within the Counter Readings region and
Billing History in the Billing Transactions region. You can use the Transaction
Number link in the Billing Transactions region to drill down to the Oracle Bill
Presentment view of the invoice or credit memo.

You can reconcile quantity billed for a particular billing transaction with the default
or minimum, actual, estimate, or actual and estimate that is shown in the Usage
Pricing Details region. This depends on the usage type. You can also reconcile
amount billed for a particular billing transaction with the applied price breaks that
are shown in the child Usage Pricing Details region.

Viewing Subscription Line Details (HTML)

Prerequisite:Open a contract containing subscription lines.

To view subscription line details:
1. To drill down into the subscription line details, select the Lines tab and the
subscription line link that is associated with the service.

The secondary tabs for the selected line appear, with the Fulfillment Details
secondary tab selected:

¢ Fulfillment Details: Shows the subscription fulfillment schedules for a tangible
subscription.

Note: You can click the Order Number link to navigate to the
sales order view page and view the shipment dates and
delivery numbers.
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Related Topics

e Contacts

e Billing

Note: Amounts in the Terminated region and Billed regions
come from the line itself for Subscription lines.

e Sales Credits
e Related Documents
* History

You can also view additional pages by clicking the links within the Additional Line
Details block:

e Billing Transactions

e Notes

To return to the contract, click the Service Contract link preceding the page title.

Viewing Service Line Details (HTML), page 14-10

Viewing Usage Counter Details (HTML), page 14-11

Viewing Item Instance Details (HTML)

Prerequisite: Open a contract containing service lines.

To view item instance details:

1.

Select the Lines tab and the service line link that is associated with the Service.

Drill down into the service line by clicking the associated Service link. The
secondary tabs for the selected line appear, with the Covered Levels secondary tab
selected.

Select the instance number link in the Item Instance column.

The Item Instance Page appears with the General subtab selected. You can view the
installed base details by selecting the other subtabs.

e Location
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e Associations
e Configuration
e Counters

e Notes

Note: For more information, see the Oracle Installed Base User Guide.

3. Toreturn to the line, click the Service Contract: Line link preceding the page title.

Viewing Order Information for a Service Contract (HTML)

Prerequisite: Open a contract that is associated with an order.

To view order information for a service contract:
1.  Select the Related Documents subtab.

2. From the Document Reference column, click the Order Number link.

The Sales Order page appears with the Lines tab selected. You can view the sales
order details by selecting the other subtabs.

e Contract Terms

e (Contract Documents
e Invoices

e Deliveries

e Notes
Note: For more information, see the Oracle Order Management User's

Guide.

3. To return to the line, click the Service Contract: Line link preceding the page title.

4. Optionally, click the View Contract button to open the terms and conditions that
are attached to the sales order in a PDF format.
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Viewing Billing Transactions (HTML)

Prerequisite: Open a contract containing lines.

To view billing transactions:

1. Select the Lines tab and click the Service link. You can click this link for service
lines, usage lines, and subscription lines and covered level details. For more
information, refer to the following procedures:

¢ Viewing Service Line Details (HTML), page 14-7
¢ Viewing Usage Line Details (HTML), page 14-10
* Viewing Subscription Line Details (HTML), page 14-11

e Viewing Covered Level Details (HTML), page 14-9

2. From the Additional Details bin, click the Billing Transactions link. The Billing
Transactions Detail page appears. Use the following regions to view billing
transaction details:

e Billing Rules

¢ Billed (Amounts)

¢ Billed Amount equals rolled up invoice amounts.

¢ Unbilled Amount equals the contract amount not yet invoiced.

e Terminated (Amounts)

¢ Billing History

¢ Displays all invoices and credit memos that are linked to this contract.

e (lick the Transaction Number link to view invoice or credit memo in
Oracle Bill Presentment.

¢ Billing Schedule

Note: For more information about how billing works, see Overview
of Billing, page 10-1.
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Using the Customer Acceptance Portal

This chapter covers the following topics:

Overview of the Customer Acceptance Portal
Opening the Customer Acceptance Portal
Accepting a Contract

Adding an Attachment

Declining a Contract

Requesting Assistance

Overview of the Customer Acceptance Portal

The Customer Acceptance Portal lists newly authored contracts and renewal contracts
that require customer acceptance. Contracts appearing within the portal can be
manually submitted by the sales representative as well as generated with the Online
renewal process. After logging into the Customer Acceptance Portal, a customer can
accept, decline, or request additional information for each contract.

Customers can:

Specify payment methods that comply with regional requirements for their
international contracts. Acceptable payment methods are defined within Global
Contracts Defaults and include credit card, commitment, purchase order, check, or
wire. See Entering Contract Defaults, page 2-36.

Upload a payment document, such as the image of a PO or check.

Either log in directly to the Customer Acceptance Portal or access the page through
a link embedded within an e-mail notification.

Capture cancellation reasons and comments.

After a customer accepts or declines a contract, it is no longer available in the pending
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contracts region. Contracts for which customers request assistance remain available for
acceptance or declination.

Additionally, sales representatives can:
* Review request assistance messages and cancellation notes within the customer
interactions of the contract.

* Maintain customer account and password information.

The following table lists notifications that customers receive during the authoring and
renewal process that may require acceptance within the Customer Acceptance Portal:

Note: For each of these customer e-mails, the application provides a
link to the Customer Acceptance Portal if the cover letter template
includes a link. The seeded cover letter template has a link.

Check with your administrator to determine whether the seeded letter
has been modified.

E-Mail Template Method that customer receives e-mail

Quote Letter The application sends an e-mail notification at
renewal in the Online process or using the
Publish to Customer action.

You can also send this notification to a
customer using the Email Customer action
and selecting the Quote Letter notification for
the e-mail message body. See Sending an
E-Mail to a Customer (HTML), page 14-4.

Reminder Letter The application sends an e-mail notification
when a Reminder program identifies a target
contract

You can also send this notification to a
customer using the Email Customer action
and selecting the Reminder Letter notification
for the e-mail message body. See Sending an
E-Mail to a Customer (HTML), page 14-4.
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Acceptance Confirmation If a customer accepts a renewal, an acceptance
confirmation e-mail is generated.

If the sales representative accepts on behalf of
the customer, an activation confirmation is
sent at contract activation.

You can also send this notification to a
customer using the Email Customer action
and selecting the Acceptance Confirmation
notification for the e-mail message body. See
Sending an E-Mail to a Customer (HTML),
page 14-4.

Cancellation Letter If a customer declines a renewal, a
cancellation e-mail is sent.

This may also generate a cancellation letter if a
sales representative declines on behalf of the
customer by changing the contract status to
Canceled.

You can also send this notification to a
customer using the Email Customer action
and selecting the Cancellation Letter
notification for the e-mail message body. See
Sending an E-Mail to a Customer (HTML),
page 14-4.

Activation Confirmation If a customer accepts a renewal, an e-mail
notification is generated at the start date of the
contract.

You can also send this notification to a
customer using the Email Customer action
and selecting the Activation Confirmation
notification for the e-mail message body. See
Sending an E-Mail to a Customer (HTML),
page 14-4.

Related Topics
Opening the Customer Acceptance Portal, page 15-4

Accepting a Contract, page 15-4
Declining a Contract, page 15-6

Requesting Assistance, page 15-7

Using the Customer Acceptance Portal 15-3



Opening the Customer Acceptance Portal

Prerequisite: Your administrator must create a login. The application sends login
information in the initial quote letter.

To open the Customer Acceptance Portal:

1.

Related Topics

Log in to the Customer Acceptance Portal with your user name and password, such
asmarsha.able@vision.com/welcome. The Pending Service Contracts page
appears.

You can accept the contract, decline the contract, or request assistance. You can also
view a PDF version of the contract quote.

Review the list of contracts and identify the contract that you will work with.
Choose the Select radio button.

To view a contract quote, select the Quote icon for the contract. This opens a PDF
version of the quote in a separate window.

Accepting a Contract, page 15-4

Declining a Contract, page 15-6

Requesting Assistance, page 15-7

Accepting a Contract

Prerequisite: Access the Customer Acceptance Portal. You must have contracts that
require your action.

To accept a contract:

1.

Choose the Select radio button for the contract that you want to accept.

Click Accept.

The Accept contract detail page appears with an html view with key information of
the contract, such as contract amount and bill to information. Additional details will
be available in the quote letter pdf file. You can cancel the acceptance process,
request assistance, or continue to acceptance process.

Review the contract details.

15-4 Oracle Service Contracts User Guide



10.

11.

12,

13.

14,

15.

16.

Note: You can open a PDF view of the Quote by selecting the Quote
link.

Select a Payment Type in the Payment Details region. Depending on the type that
you select, you may need to enter additional information.

If you select Credit Card on File:

1. Select a credit card from the LOV.

2. Enter a security code.

If you select Check, enter the check number.
If you select Commitment, select a commitment number from the LOV.

If you select New Credit Card:

1. Enter a credit card.
2. Select an expiration date.

3. Enter a security code. This field may be required if the vendor requires a
security code for credit card transactions.

If you select Purchase Order, enter the PO number covering the contract.

If you select Wire Transfer, enter the account number from which the fund will be
wired.

To add a supporting payment document or other attachment, select Add
Attachment within the Attach Documents region. The Add Attachment page
appears. See Adding an Attachment, page 15-6.

Select Continue. The Accept Service Contract: Review and Confirm page appears.

Review the contract details.

In the Acceptance Clause region, select the check box indicating that you agree to
the contract terms and conditions.

Select Accept. A confirmation appears indicating that your acceptance has been
received.

To print a copy of your acceptance terms, select Printable Page
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17. Select Done.

Related Topics

Opening the Customer Acceptance Portal, page 15-4

Declining a Contract, page 15-6

Requesting Assistance, page 15-7

Adding an Attachment

Prerequisite: Open the Customer Acceptance Portal and accept a contract. From the
Accept detail page select Add Attachment.

To add an attachment:

1.

Name your attachment in the Title field.
Provide a summary of the attachment in the Description field.
Select a File Type radio button. You can choose File, URL, or Test.

If you select File, select Browse to select a file from your computer to attach. This
starts the File Upload box for your computer and enables you to navigate and select
a file.

If you select URL, enter a url to reference, such as http://www.oracle.com.

If you select Text, enter or paste the text that you want to reference within the Text
box.

Click Apply. The attachment appears in the Attach Documents region.

Note: After you apply your attachment, you can select Add
Another to add an additional attachment. If you select Add
Attachment, you will receive a message that the attachment has
been added successfully but not saved. You must select Apply to
continue.

After you add an attachment, you can update it by selecting the
Update icon. You can also delete it by selecting the Delete icon.

Declining a Contract

Prerequisite: Access the Customer Acceptance Portal. You must have contracts that
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require your action.

To decline a contract:

1.

Related Topics

Select the Select radio button for the contract that you want to decline.

Click Decline.

The Decline contract detail page appears with an html view with key information
about the contract. You can cancel the declination process, request assistance, or
decline the contract.

Select a reason from the LOV.

Select the check box that indicates that you agree to the terms of the Decline Clause.

Optionally, enter your comments.

Click Decline. A confirmation message appears indicating that your decline
instruction has been received.

Opening the Customer Acceptance Portal, page 15-4

Accepting a Contract, page 15-4

Requesting Assistance, page 15-7

Requesting Assistance

Prerequisite: Access the Customer Acceptance Portal. You must have contracts that
require your action.

To request assistance:

1.

Choose the Select radio button for the contract for which you need help.
Click Request Assistance.

The Request Assistance page appears with an e-mail form for you to complete. The
sales representative for the contract appears in the To field. Your e-mail ID appears
in the CC field. The Subject field is populated with the contract number, such as
Salesrep Assistance for Contract : 23126.You can send an e-mail or
cancel your request.

Enter a description of your issue in the Description block.
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5. Select Send.

6. A confirmation appears indicating that your request for assistance has been
forwarded to the sales representative who is responsible for your contract.

Related Topics
Opening the Customer Acceptance Portal, page 15-4

Accepting a Contract, page 15-4

Declining a Contract, page 15-6

15-8 Oracle Service Contracts User Guide



16

Managing the Contract Life Cycle

This chapter covers the following topics:

¢ Opverview of Managing the Contract Life Cycle

* Modifying Multiple Contracts at the Same Time (Mass Change)
¢ Handling Change Requests

¢ Entering Contract Changes

* Reviewing and Approving Changes

* Updating Contracts Online

¢ Creating Different Contract Versions for Your Customer

¢ Viewing Contract History

¢ Handling Returns and Granting Credit

¢ Changing Contract Status

Overview of Managing the Contract Life Cycle
This group of topics explains how you can manage the contract life cycle.

After the contract authoring process is complete, you must manage your contracts on an
ongoing basis. You may need to change coverages, durations, versions, and other
aspects your contracts.

You can streamline and control administrative processes, by leveraging functionality
that manages updates and changes.

For information on contract extensions and renewals, see Approving Contracts, page 9-
4.

Modifying Multiple Contracts at the Same Time (Mass Change)

You can change one attribute of multiple contracts with a single request using mass
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change functionality. Mass change is allowed for contracts that are in appropriate
status, where the operation update online is permitted.

Note: Canceled contracts and Entered contracts that contain no lines do
not appear in the Mass Change form. This form is designed for contract
administrators to centrally manage contracts, which are generally in the
Active status. Entered contracts, which may have lines and no sublines
are essentially acted upon by assigned sales representatives who do not
typically need to perform mass changes. Sales representatives are
usually managing a limited number of contracts with specific
requirements, rather than a large number of contracts that may require
mass changes.

Mass Change supports changes to a particular instance selected in the update level. For
example, if changes are to be made at the operating unit, it will update records
pertaining to that operating unit.

The Mass change window allows you to enter the scope of the mass change request and
selection criteria. It determines which contracts are to undergo a mass change. The
update level is seeded, but may also be restricted by use of the OKS: Mass Change
Security Level profile option. If the security of the profile option is turned on, the list
may contain only the Contract and Contract Group levels; otherwise, the following is
the list of update levels available:

e Category

¢ Contract Group

® Operating Unit

e Party

¢ Contract

Mass change permits the following attributes to be changed. Making change on a
contract has a subsequent cascading effect and therefore needs to be carefully

considered before allowing such a change. Following attributes are permitted for mass
change that can be selected from the Attribute's LOV in the Mass Change header:

* Accounting Rule

e Agreement

® Business Process Price List
e Contract End Date

¢ Contract Group
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Contract Line Ref
Contract Start Date
Contract Renewal Type
Coverage End Time
Coverage Start Time
Coverage Timezone
Coverage Type

Header Bill to Address
Header Ship to Address
Invoicing Rules

Known As

Party Billing Contact
Party Shipping Contact
Payment Term

PO Numbering for Billing
PO Required for Renewal
Preferred Engineer
Preferred Resource Group
Price List

Product Line Ref
Reaction Time
Resolution Time

Revenue Account

Salesperson
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Summary Print

Note: if the billing schedule is defined with Equal Amount or
Covered Level, you cannot use Mass Change to modify either the
contract start date or the contract end date, as the billing schedule
must be adjusted for each individual contract.

To modify multiple contracts at the same time:

16-4

1.

From the Navigator, navigate Contract Administration, and then select Mass
Change.

The Mass Change Operation window appears.

Mass Change 1
( Narne Dperation Statys [Entered
Mass Change Details ;—Request
Upda]g e | Value [ E Heque31 ld ‘ ........................................................ i
Adtribute Recuester
Old Va|ue ,— Maw Walue ,— i RQqUBGI Dizte ‘ -------------------------------------------------------- %
[ Clear [ sezrch
~— Results
Modifier Confract Status Process Status Check 34
Cantract Mumber E] [Oescrigtion Farty | Start Date  End Date  Old Value | Select |
I | i | | | | o o[
| [ | | I | 0
5 o o
O O
| o o
| [ [
[ = | [ [ B @ =
Cantract Dezeription |
o Tl S T T i e B

Enter the name of mass change.

From Mass Change Details select the value Update Level from the LOV, such as
Party.

Select Value from the LOV, such as Business World.

Select an appropriate attribute from the LOV, such as Price List

Attributes supported by mass change are listed in this list.

Select an old value, such as Corporate.
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1.

8.

Select a new value, such as Business World.

[ Mass Change
Mame [rllass Change Price List Operation Status Entered
r~ Mass Change Details ~ Reg 1

Updste Leve| [Party “alug |Business World Reguest Id

Atribute |Price Li

Requester [
old Value [Cnrpmale | Mewe Valug Business Weorld Request Date
( Clear | Search )
— Hesults
M odifier Cantract Status Process Status Check QA
Contract Murbar 'T Dascrigtion Party Start Date  End Data Old “alue | Salact |
| 15550 [ Service Contract |Business World[Expired [03-AUG 2001[02-AUG 2003 |Carporate  [Available for Proc [ -
| 13551 | Service Confract |Business World|Entered [03-AUG-2001)02-AUG 2003 |Carporate |available for Proc @ [
| (19588 | Contract |Busi World[Expired |03-AUG 200102 AUG-2003 | Corporat Available for Proc v [
15608 | SERVICE CONTRE|Business World|Expired |MAUG.2|]I]1|D’JAUG.2|]0‘3|Cnlpnraw Pvailable for Proc v [
15620 [ Service Agreeme [Business Word[Expired [01-AUG 200131 JUL-2002 [Corporate Available for Froc v |
| {15648 T Service Contract [Business World[Terminated [14.AUG 200113 AUG 2002 |Carporate |avaitable for Proc @ [
[ 15649 | ; Contract | World|T [14-AUG 200113 -AUG 2008 |Corporate |vaitable for Proc e O,

Cortract Dagcription |stlm Contract between Business World and Vision Operations

(G| [ S d ) R [ i ][ )

Click Search or click Cancel and start over.

If you click the Search button, all the contracts that meet the criteria appear in the
Result region. By default, all the records are selected.
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~ Mass Change

Mlame EMass Change Price List XX

Cparstion Stetus |Entered

~ Mass Change Details

Ugdarz Level Party

valug [Business Warld

Requesi Id
Requester

Ol Walue Corporate New valug Business World Remestoate
[ e ] [ .......... S — )
— Results

Madifier Cortract Status Process Status Check QA

Contezct Mumber T Diescription Party Start Date  End Date Old Value | Telect |
'OKSRT1110965960 [rest | Business World Entered M2-DCTZ004 11-DCT-2005 Corporate  |Svailable for Froc [0 [ =

[OKSRT'110966862 Test |Business World Terminated 112-0CT-2004 11-0CT-2005 Corporate Available for Proc [

(OKSRT1110967757 Test |Busin ess Woild Active 112.0CT 2004 11-0CT-2005 Corporate Available for Proc [ A2

EOKSRT1 110967014 Test {Business World Active [17-DCT 2004 16-0CT 2005 Corporate Auailahle for Proc | ke

[OKSRT1110967814 [R16-MAR-[Test |Business World Entered 7-DCT-2004 16-0CT-2006 Corporate Available for Proc @ [
I;OKSRT1 110968286 Test |Businass World Enterad 117-0CT-2004 16-0 CT-2005 Corporate Available for Proc @ [0
'OKSRT1110963080 Test |Business Woild Active 116-MAR 200 15-MAR 200¢ Corporate Avallable for Proc 0 &2

Contract Description ETzst

Deselect Al | | Selzct All )]

{ Cancel | |

“iew Reguest ( Preview

| | Subrt JI

9. To deselect a contract, check the Select check box.

Note: You can deselect all contracts by clicking Deselect All or you
can select all contracts by clicking Select All.

10. To run the quality assurance (QA) check first, select the Check QA check box.

1. To preview the request without submitting it, click Preview.

The Mass Change Submission window appears.

Because the Mass Change is a powerful process, you may preview a report. This
ensures that you do not unintentionally update any contracts. To do so, you can run
a preview, review the report, then submit it when you are confident the changes are

correct.
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: Change Submission

~ Run the jobh...

® Az Soon As Possible

2 0n Specific day

( )24 )] ( Cancel )l

12. To submit the request, click Submit the Request.
The Mass Change Submission window appears.

1. Select either As soon as possible or On Specific day.

2. Click OK.

A note appears, indicating that the Mass Change request was successfully
submitted.

You are returned to the Mass Change window. The Operation Status field
provides the status for the mass change.

The Request region is populated with details of the request.

Note: While submitting the mass change request, if one of the
requests has an error it will display an error message. In this
case, you can resubmit the request after making the changes to
that request. This can be done until all the contracts in the mass
change request are successfully processed.

13. To view the details for the request, select View Request.

The Requests window appears.
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O Requests

( Refresh Data | [ Find Requests ) ( Subrmit a Mew Request... J
~ Request D MName Parent Phase Status Parameters
J/2929639 | [Service Contracts concul | [Completed  [Normal (10828, SUBMIT, N (=]
I | | | | |

| | | | | |
I | | | | |
I | | | | |
U | | | | |
I | | | | |

| | | | | |

| | | | | |

| | | | | | &2
( Hold Reguest [ Wiew Details. .. ) ( Wiew Output )
( Cancel Request [ Diagnostics J ( Wiew Log... J

14. After the request is completed, requery the Mass Change request window to view
the updated operation status and request information in the Mass Change
Operation window.

Handling Change Requests

Your administrator can set a contract to a status that does not allow changes to be made
online through the authoring form, but does allow changes through a change request.
This provides more control over tracking the changes made to a contract through its life
cycle.

If the Active status does not allow online updates, then any changes to the contract
would have to go through the change request process. After a change request has been
approved, a notification is sent to the Contract Administrator. From the Inbox, you can
open the contract for update. In this situation the Open for Update button is not visible
in the contract itself.

After you complete the contract updates, you can run the contract through the QA
Check and if everything passes, the contract status is set back to Active.

Entering Contract Changes

Prerequisite

Confirm the status and operations setup allows changes for the category and status.
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To enter contract changes:

1.

From the Navigator, navigate to Contract Administration, and then select
Launchpad.

Select the Contract Navigator tab.
Highlight the contract you want to change.

Right-click the contract and select the Create Change Request option.

The Create Change Requests window appears.

e Change Reques sion Operations:

Contract Murnber |21315 Modifier ‘ersion Applied 0.1

Request Mame | Status  |Entered

Description | [|—]
Adrnin
Requested By |CONMGR Request Date  [29-APR-2005

Effective

Version Contract ™

Start Date  (29-APR-2005 End Date Signature Required v

— Changes
Line
| Description Change Text x

Enter the request name and a description.

Confirm the requester's name in the Request By field.

This person receives a workflow notification when changes are approved and can
be applied to the contract.

Enter the request date.
Enter the effective dates.

To version the changed contract, select the Version check box.

10. To require signature, select the Signature Required check box.
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1.

12.

13.

14.

15.

16.

Record the lines for which you are requesting a change and the exact nature of the
change. For example, apply an extra 10% discount.

Ca

ntract Nurmher |21315

hodifier

Request Marme |Change Price List - Line 1

Description |To change the price list for line 1 from Corporate to Business World.

‘arsion Applied 0.1
Status  |Entered

Admin

()

Reguested By |CONMGR

Request Date [29-APR-2005

Effective

Start Date |[29-APR-2005 End Date

v
o

Yersion Contract

Signature Required

—cl

[ ]

4

Line

Description

Change Text

l ,1_|Change Price List

To change the price list for line 1 from Corporate to Business

World.

|

1]

|»

Select the Admin tab.

In the Workflow Name field, select the approval workflow.

Select an administrator.

Select party approvals (optional).

Save.
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O Create Change Requ an Operations: USDY

Contract Murnber |21315 Modifier ‘ersion Applied 0.1
Request Name |Change Price List - Line 1 Statuz |Entered
Description |To change the price list for line 1 from Corporate to Business World. [|—]
Details
Appraval Date
Workflow Name |Change Approval Process Active Approved
Approval Process |CHK_APPROVAL_PROCES - Applied
- - Rejected
( fanitor [ Submit for Approval )]
Administrator [ABLE, MS. MARSHA ( Check Contract
— Party Approvals
~ Party Role Date Accepted
[Business World |Customer 29.APR2005  ~
| vision Operations [Vendor 29-APR-2005

4

17. Click Submit for Approval.
A note message appears, indicating that the change request has been Submitted for

approval

18. Click OK.

Reviewing and Approving Changes

The change request must first be approved before you can change the contract. After the
change request has been approved, you can open the contract and apply the changes as
described in the change request notification. After you start editing the contract, you
automatically lock the contract for other users with an approved change request.

Prerequisite

Open the change request notification in your Inbox and confirm no other change
requests are in process.

To review and approve changes:

1. From the Navigator, navigate to Contract Administration, and then select
Launchpad.

2. From the Launchpad, click Find.
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The Inbox Find window appears.
3. From Select Notification Type, select Change Request Approvals.

4. Click Find.

3 InBox Find

Select Status| '|

oselect Motification Tj,rpe| Change Request Approv... T|

( Find )l ( Cancel J

The contracts that have open change requests appear.
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Coniract Navigator

. Inbox

Status w Friorty  + Due Date = Bubject < Messays + User Comment « Caontract N

Open 5n} A0-APR-2005 13:10:56 - Change Request Price The following change 21515

List Change Line 1 for .. request requires your 3.
! 21515

[+ R »
(i . IEespond Qpen J]
Recent Documents Bookmarked Documents

Contracl Mumber 4 Wadifier  + Shot Description Contracl Mumber ¢ Wodifier  + Short Description

21254 Subscrigtion Contract it I |Masddas Bla -

R AP 10 test 0768 10 Sentingl Standard Desktops

|2‘1:249 - | Subscrintion Contract . = |2P:D?E o 10 Sentinel Standard Desktons’ =
| Open.. Open. . | I Remave. . |

Highlight a contract from the Inbox and click Respond.

The Notification Details window appears.

Click Approve.
The worklist window shows the change request has been approved.

Close the worklist.

From the Launchpad Inbox select Find:

® From the Select Notification Type list, select Change Requests Approved.

e C(Click Find.

The approved change requests appear.

¢ Highlight the change request and select Open.
The contract opens in status of QA Hold (or Open for Update).

After you make changes to the contract, you must submit the contract for a QA
check.

From the Actions menu, select Check QA.

The Quality Assurance Results window appears. If the contract passes QA, select
OK.

A new version of the contract will be created if that option was selected in the
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change request.

Note: To change a contract that has been submitted through the
change request process to Active status, you can open the change
request and click Check Contract on the Admin tab.

Updating Contracts Online

After the contract has gone through the approval process, you can update a contract
through the Update Online operation, as long as the status and operations definition
allows it.

Prerequisites

* Set the OKC: Global Update Privileges profile option to Yes.
¢ Grant the Update Online function to the user responsibility

* Confirm other users do not have the change request lock on the contract.

To update contracts online:

1. From the Service Contracts Authoring window, select the Summary tab and select
Open for Update .

The Contract Status should change from Active to QA Hold. This locks the contract.

Mumber Wersian (0.7 | [ Termplacz Status |04 Held Negotiation Status El:nmplsm

Orcer | Start Date [06.APR-2005 End Datz (15 JUL 2006 Subietal | 53918.00 [USD
b Az | | Duration | 5 Periad [Duarter | Tax| 000
Decchigtion (Service Confract for Busincas World | Catosory [Service Agreen Toal| 5301000 [[ ]

2. Make changes to the contract.

3. Save.

4.  From the Actions menu, select QA Check.
5. Review the QA results.

6. If the QA results are clean, click OK.

7. The Contract Status changes from QA Hold to Active.
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Creating Different Contract Versions for Your Customer

The contract version consists of a major version and a minor version. The major and
minor versions are separated by a period. When a contract is created, the version is set
to 0.0. The minor version increases incrementally each time that the contract is changed.
When you create a new version, the major version number of a contract is changed from
its most recent value to the next increment. The minor version changes each time that
the contract is changed, but the major version will not change again unless you create
another contract version.

For example:

Contract Changes Version
Initial creation 0.0
First save with changes 0.1
Second save with changes 0.2
Create new version 1.0
First save after new version 1.1
Second save after new version 1.2

To create different contract versions for your customer:

1. From the Service Contracts Authoring window, select the Tools menu and select
Create New Version.

A caution window appears indicating that the application will create a new version.

O Caution

& This will create wersion 1.0 for the current contract. Continue with
creation?

( ok | |cancel

2. Click OK.
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A note appears, indicating that a new version has been created successfully.

\'3 Mew version created successfully.
Ok

3. Click OK.

In the Version field, the digit that is in front of the period, or the major version
number, increases by one. The minor version is reset to zero.

Viewing Contract History

To view contract history:

1. In the Contract Navigator tab of the Oracle Contracts window, select a contract.

2. Double-click the contract.

The Contract Execution window appears.
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3.

Caontract Mumber |21B11

Muodifier

Short Description |Negutiated Renewal

Status |Active

Category |Sewice Agreement

Start Date
End Date

Terminate Date

12-JAN-2005
11-JAN-2006

Amount | 5,000.00 (USD Renew Date |12-JAN-2005
Description Comments
Line... + Status b... + Mame + Start Date © End Date - Line Style i

Uzage itern fo...

12-JAN-2005

11-JAN-2006

Ol rl e

Histary Schedule

Select the History tab.
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Select |Status Change e Fram Data
Date Changed 4 ‘“Yersion ¢ From Status © To Status + Wwho Changed - har
b 12-JAM-2005 1 : Entered CONMGR
12-JAN-2005 15:568:32 0.3 Entered Active CONMGR Mo
28-APR-2005 13:45:36 0.6 Active QA Hold CONMGR Mo
28-APR-2005 13:46:02/0.7 A Hold Active CONMGR Mo
29-APR-2005 13:48:24 0.7 Active QA Hold CONMGR Mo
29-APR-2005 13:48:43 0.8 QA Hold Active CONMGR Mo
L e »
( Dpen... ( Refresh ,J

Cverview Schedule Communications  Felated Ohjects

4. From the Select list choose an option:

e Status Change
* Contract Versions
¢ Change Requests

¢ Change Requests and Contract Versions

5. To open a contract version or change request, highlight the version and select Open

Depending on what you select, the Service Contracts Authoring window or the
Create Change Request window appears.

See also:

* Extending a Contract Line (Contract Execution window), page 17-6
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® Terminating a Contract Line (Contract Execution window), page 20-5

Handling Returns and Granting Credit

Credits are determined by the RMA line type in Oracle Order Management. When a
product is returned from Oracle Order Management, Oracle Installed Base makes a call
to Oracle Service Contracts with the parameter raise_credit, which determines if a full, a
partial, or no credit is to be issued.

e Full: Product line in Oracle Service Contracts is terminated as of the start date of the
product line and a full credit is issued.

e Calculated (Partial): Product line in Oracle Service Contracts is terminated as of the
return date of the product. A partial prorated credit is issued based on the return
date.

e None: Product line in Oracle Service Contracts is terminated as of return date and
no credit is issued.

If there is a null value and nothing is passed in the parameter raise_credit, then Oracle
Service Contracts uses the credit option rule set in the Credit Amount field of the Global
Contracts Defaults window. You can set the credit option to Full, Calculated, or None.
For more information on the Global Contracts Defaults window, see Entering Contract
Defaults, page 2-36.

If you define the credit option rule in Global Contracts Defaults, and your administrator
sets the OKS: Raise Credit Memo for IB Instance Termination option to Yes, the
application uses the values defined in the Global Contracts Defaults. If your
administrator sets the profile option to No, the application does not generate credits.

Changing Contract Status
To change a contract status:

1. In the Contract Navigator, right-click a contract and select Change Status.

The Contract Status window appears.
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O3 Contract Status

Current Status  |Active Current Status Type |Active
Mew Status MNew Status Type

Reason

-

Comrments

-

— Selected Contracts

~ Contract Number Maodifier Status Start Date End Date
Iz0164 [Rz006 |Active 06-APR2005  [05JUL-2006 | =

4

Termination Reason

( oK ) ( Cancel )

2. Select the new status from the LOV.

Note: The New Status LOV is dependent on the Current Status. For
example, the New Status LOV values for Terminated contract are
different from that of an Entered or Active Contract.

3. Select a reason from the LOV.

If you need to add more reasons for the status change, your system administrator
can add more options in the Lookup Codes.

4. Use the Comments field to enter any additional information.
5. Click OK.
6. A Status window appears indicating that the status change was successful.

7. Click OK.

Note: The Termination Reason field populates only for Terminated
Contracts. This feature allows you to know the termination reason
and segregate contracts with similar reasons under New Status.

8. In the Contract Navigator tab, right-click the contract and select Refresh.

The contract shows the new status.
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Note: Certain status transitions are made based upon the start date
or end date on a contract or on a contract line. There are two
concurrent programs used to automatically change the status of a
contract:

¢ Contract Status Change by Range
¢ Contract Status Change by Contract

These programs are used when the status transitions are not
manual.

For example, a contract:

® expires when an end date is reached.

¢ becomes active from the signed status at the start date.

Managing the Contract Life Cycle
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Extending and Renewing Contracts

This chapter covers the following topics:

About Contract Extensions and Renewals

Extending a Contract Without Repricing

Repricing an Extended Contract

Extending a Contract Line

How Billing Schedules Are Updated for Extended Contracts
Understanding Contract Renewals

Managing Manual Renewals

Managing Online Renewals

Managing Evergreen Renewals

Understanding Sales Credits During Contract Renewals
Explaining the Pricing of Renewed Contracts
Specifying How the Renewed Contract Will Be Priced
Renewing Contracts Manually

Managing the Event-Driven Renewal Process

Allowing a Grace Period for Renewals

About Grace Periods

Specifying a Grace Period for the Current Contract
Specifying a Grace Period for the Renewed Contract
Understanding Billing Schedules on Renewed Contracts
Consolidating Multiple Contracts for Renewal

Sending Quote Letters by E-mail

Understanding Line Level Cancellation and Termination Reasons
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* Canceling a Contract Line

e Canceling a Contract Subline

About Contract Extensions and Renewals

This group of topics explains how you can extend and renew contracts.

Contract Extensions

Oracle Service Contracts allows you to extend the duration of a contract or a contract
line without having to submit the contract to the approval workflow.

A contract must be in a status of Active, Signed, or Expired to be extended. Contracts in
a status of Entered, Canceled, or Terminated are examples of contracts that cannot be
extended.

When you extend the duration of a contract, the contract lines are automatically
extended, as long as the end date of the line is the same as the end date of the contract.
If the end date for the line is different from the end date for the contract, the line will
not change if the contract is extended. This functionality ensures that a service with a
duration that, is deliberately different from the contract duration, retains its intended
duration.

Either you can extend the contract without repricing it, or you can choose to reprice it.
For example, you may:

* Provide a customer with six months of additional coverage, because he is a good
customer and you want to show your appreciation. In this scenario, you choose not
to reprice the contract. See Extending a Contract without Repricing, page 17-4.

e Extend a contract by three months because of a customer request. Although you
agree to extend the contract, you advise the customer that he will be charged for the
extension. In this scenario, you choose to reprice the contract. See Repricing an
Extended Contract, page 17-5.

You can also extend the duration of a contract line manually. See Extending a Contract
Line, page 17-6.

After you have extended a contract, you should review any changes to the billing
schedules. See How Billing Schedules Are Updated for Extended Contracts, page 17-9

Note: You cannot extend the original contract if it has already been
renewed. However, you can extend the renewed contract, as long as
another contract does not follow it.

Contract Renewals

The process of renewing a contract involves making a copy of an existing, active
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contract at a point in time. The dates are changed to reflect a period similar to that of the
existing contract, beginning on the first day after the existing contract expires. Other
attributes of the new contract may also be changed, such as pricing.

Contracts can be renewed either manually or automatically. You can manually renew a
contract from the Contract Navigator, or your administrator can set up the application
to automatically submit a contract for renewal. Regardless of whether you plan to
renew contracts manually or automatically, you can:

® Define renewal rules within a contract. See Specifying How a Contract Will Be
Renewed, page 2-28.

* Create global defaults. See Setting Up Defaults for Contract Renewal, page 2-34.

After a contract has been renewed, changes to the existing contract will not update the
renewal contract. For example, if a contract is renewed 90 days before expiration and
the customer requests changes to their existing contract 15 days after the renewal
process has begun, the changes made to the existing contract will not be reflected on the
renewed agreement. If changes have not been made on the renewal contracts and it is
still in an Entered state, you can:

e Delete the renewal contract.
¢ Change to the original contract.

* Renew the contract again, so that the latest changes are incorporated on the renewal
contract.

Note: When renewing a Subscription contract:

* A new instance is not created in Oracle Installed Base and the new
contract continues to reference the same parent item. However, if
you use the Copy function to create a new Subscription contract, a
new instance is created in Oracle Installed Base.

® The Fulfillment schedule is copied to the new contract.

To upsell a contract by adding additional services or covered goods, you may do so at
renewal. To upsell a contract, you must work with a sales representative when an
opportunity to open and update the contract occurs.

You can cancel service lines or covered products during a renewal if you no longer
want to renew them. See Understanding Line Level Cancellation and Termination
Reasons, page 17-37.

For information about creating and enabling templates for e-mails to customers, see
About Templates for E-Mails to Customers, page 18-1.
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Extending a Contract Without Repricing

To extend a contract without repricing:

1.

From the Contract Navigator, highlight a contract and right-click.

Select Extend.

The Extend Contracts window appears.

Select a Duration and Period.

The End Date field is populated based on the duration and period.

O Extend Contracts (Vision Operations: LSO
End Date 02-NOV-2004 Mew End Date |
Duration |2 Period |Year
[l Perpetual
( Extend | | Cancel )l
Select Extend.

A decision message indicating that the contract was successfully extended appears.
Click Yes to save changes.

ODecision

@ oelected contractsflines successfully extended. Sawe the changes?

To verify if that the contract was extended, highlight the contract and right click.

Select Open.

The contract authoring window appears.

Check the duration of the header to verify whether the contract was extended.
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9. Select the Lines tab and Effectivities subtab to verify whether the lines were
extended.

Note: For the procedure about extending a contract line, see Extending
a Contract Line, page 17-6.

Repricing an Extended Contract

To reprice an extended contract:

1. From the Service Contracts Authoring window, select the Summary tab and Parties
subtab, and then select Open for Update.

Note: If you do not see the Open for Update button, your
administrator may not have set the status and operations to allow
online updates.

The status of the contract changes to QA hold.

2. To reprice the contract line by line, navigate to the Lines tab and Pricing/Products
subtab.

3. Select Reprice.

The Repricing Results window appears.

4. Click Apply.

Verify that the pricing was updated. You may also want to review the billing
streams. The application adds an additional stream level sequence to cover the
extended duration.

Note: Anytime the dates of a contract header, line, or subline are
changed, remember to verify that amounts and billing schedules
are updated or retained as appropriate for the situation.

5.  From the Actions menu, select Check QA to run the QA check.

The Quality Assurance Results window appears.
6. Click Continue.

7. The contract status updates to the original status.
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Note: You can reprice the entire contract, by navigating to the
Summary tab and Pricing/Billing subtab and selecting Reprice.

Extending a Contract Line

To extend a contract line:

1. From the Contract Navigator, select the contract that contains the line to extend.

2. Double-click the contract to open the Contract Execution window.
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Contract Mumber |21332 Modifier

Short Description |Eusinem World Agreement

Start Date |17-MAR2006
Status |Signed End Date |16-SEP-2006

Category |Sen.-'ice Agreement Terminate Date
Amount | 210.00 USD Renew Date
Description Comments

ry

| »

1]
1]

Line... » Status b - MName + Start Date - End Date ¢ Line Style 2
1 Signed Extended Mot... 17/-MAR-Z... 1B-5EP-20... Service
. Signed Usage item fo... (17-MAR-2. | 16-JUN-2006 | Lsage

LG b

Cverview Histary Schedule Communications  Helated Dbjects
Select the Overview tab. The lines of the contract appear in the lower portion of this
tab.

Highlight the line you want to extend, right-click and select Extend Line.

The Extend Contracts Line window appears.

Enter a duration and period.
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2 Extend Contract Lines (vision Operations: LISCH

End Date 16-JUN-2006 Mew End Date |
Duration |1 Period |Quarter
Ll Perpetual
( Extend | | Cancel )l

6. Click Extend.

7. A decision box appears, indicating that the line was successfully extended.

O Decision

@ oelected contracts/lines successfully extended. Save the changes?

8. Select Yes from the decision box.
9. Close the Contract Execution window and return to the Contract Navigator.

10. To verify that the contract line was extended, return to the Contract Execution
window.

1. Select the line, right-click, and select Refresh.
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Caontract Mumber |21BBZ hodifier

Short Description |Busine$ World Agreement

Start Date |17-MAR-2006
Status [Signed End Date |16-SEP-2006

Category |Sewice Agreement Tetminate Date
Amount | 210.00 USD Renew Date
Description Comments

I3
I3

1]
1]

Line... + Status M... » MName + Start Date © End Date - Line Style
1 Signed Extended Mot... 17-MAR-2... 16-5EP-20... Serice

G Signed Usage itern fo... [17-MAR-Z... |1B-5EP-20... | Usage

History Schedule Communications  Felated Objects

How Billing Schedules Are Updated for Extended Contracts

After the contract is extended, an additional billing stream sequence appears in the
billing schedule. This sequence covers the extended duration. Depending on the billing
schedule, the total amounts for any unbilled periods are updated to reflect the
remaining duration of the contract.

Billing Schedules for Extended Contracts Without Repricing
If you do not reprice the contract, the total amount of the contract remains unchanged.
However, for each line, a new billing stream sequence is added with the same billing
period as the preceding stream sequence. The number of periods for the new billing
stream sequence reflects the duration of the extension.

Although the total amount of the contract has not changed, the billing stream sequences
for any unbilled total amounts are also updated to reflect the remaining duration of the
contract. The billing schedule is also updated.

For example, if you have a one-year contract with a service line that is priced at 100
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USD and is scheduled to be billed one time during the one-year duration, and you
extend that contract without repricing it; a second billing stream sequence is added
with the same billing period as the previous billing stream sequence. Because the
contract has not been billed, the amount for each billing stream sequence is now 50
USD. However, the total amount of the service line remains 100 USD.

Billing Stream Before Contract Extension

Seq Number  Start End Date Duration Period Amount Total
of Date Amount
Periods
1 1 01-MAR- 28-FEB-2 1 Year 100
2005 006

Billing Stream After Contract Extension

Seq Number  Start End Date Duration Period Amount Total
of Date Amount
Periods
1 1 01-MAR- 28-FEB-2 1 Year 50
2005 006
2 1 01-MAR- 28-FEB-2 1 Year 50
2006 007

Billing Schedules for Extended Contracts with Repricing

If you reprice the contract, the total amount of the contract is updated to reflect the new
pricing. For each line, a new billing stream sequence is added with the same billing
period as the previous stream. The number of periods for the new billing stream reflects
the duration of the extension. Because the total amount of the contract has changed, the
billing streams for any unbilled amounts are updated to reflect the new amount and the
new billing stream. The billing schedule is also updated.

For example, you have a one-year contract with a service line that is priced at 100 USD,
and is scheduled to be billed one time during the one-year duration, and you then
extend the contract and reprice the service line to 200 USD, a second billing stream
sequence is added with the same billing period as the previous billing stream sequence.
Because the contract has not been billed, the amount for each billing stream is now 100
USD and the total amount of the service line is 200 USD.

Billing Stream Before Contract Extension
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Seq Number  Start End Date Duration Period Amount Total
of Date Amount
Periods
1 1 01-MAR- 28-FEB-2 1 Year 100
2005 006
Billing Stream After Contract Extension
Seq Number  Start End Date Duration Period Amount Total
of Date Amount
Periods
1 1 01-MAR- 28-FEB-2 1 Year 100
2005 006
2 1 01-MAR- 28-FEB-2 1 Year 100
2006 007

Understanding Contract Renewals

Contracts can be renewed manually or through an event-driven process.

The life cycle of a renewal contract is similar to a newly authored contract. See
Overview of Managing Contract Negotiation, page 11-1.

The key difference between a new contract and a renewal contract is the process
following contract creation. A new contract remains in a sales representative's queue
pending his action; whereas the application routes a renewal contract to the sales
representative, the customer, or bypasses both and activates the contract. Two
parameters determine the branching: the renewal rule and the threshold amounts
derived from the Global Contracts Defaults. See Entering Contract Defaults, page 2-36.

You can set up renewal rules that apply to both the manual renewals and the
event-driven renewals. See Specifying How a Contract Will Be Renewed, page 2-28
,Renewing Contracts Manually, page 17-27, and Managing the Event-Driven Renewal
Process, page 17-28.

Understanding Renewal Rules Setup and Renewal Contract Branching

To derive the renewal process, the application evaluates renewal rules using the
contract, party, organization, and global level hierarchy for the authored contract. At
each level, starting with the contract authoring level, the application evaluates renewal
rules according to a logic that first evaluates threshold conditions and determines the
validity of a threshold-driven process. If a threshold condition is not satisfied, the
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application uses the renewal process entered on the contract. If no renewal process is

entered on the contract, the logic is repeated at the next level of the hierarchy, such as
the organization level. The renewal process follows the following logic to determine the

renewal process for a contract:

1. Based on the setup of the contract and the Global Contracts Defaults, the renewal
process determines the effective renewal rule. This rule includes three values:

e Default Renewal Process: following the contract, party, organization, global

hierarchy

* Evergreen Threshold Amount: following the party, organization, global

hierarchy

¢ Online Threshold Amount: following the party, organization, global hierarchy

2. The application checks if the renewal process is Evergreen. If so, the application
renews the contract as an Evergreen contract.

3. The application then determines if the contract qualifies as Evergreen based on the

Evergreen threshold amount. If so, the application renews the contract as an

Evergreen contract.

4. If the contract fails the previous two Evergreen checks, the application determines if
the contract qualifies as an Online contract based on the Online threshold amount.
If so, the application renews the contract as an Online contract.

5. If the amount does not meet the Online threshold but renewal process is set to
Online, the application renews the contract as an Online contract.

6. If the contract does not qualify as Evergreen or Online based the previous steps, the
application uses the default renewal rule during renewal.

How the Application Derives the Effective Renewal Rule for a Contract

Level Renewal Process
Contract Null

Party Evergreen
Organization Null

Global Online

Evergreen Threshold Online Threshold

NA NA
Null 20,000
10,000 15,000
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Effective Renewal Evergreen 10,000 20,000
Rule Values

In the previous example, if the contract amount is equal to 15,000, the application uses
the default renewal process at the party level, which is Evergreen. This level is used
irrespective of the contract amount.

How the Application Derives the Effective Renewal Rule for a Contract

Level Renewal Process Evergreen Threshold Online Threshold
Contract Online NA NA

Party Manual Null 20,000
Organization Null 10,000 15,000

Global Online -- --

Effective Renewal Online 10,000 20,000

Rule Values

In the previous example, if the amount is 5,000, the Evergreen process holds. If the
contract amount is 15,000, the Online process holds. If the amount is 25,000, the Online
process holds. After the application derives the renewal process, workflow logic
determines contract routing and the process flow.

Understanding Renewal Rules Setup and the Approval Flag

Renewal types include the following:

e Manual

¢ Online

e Evergreen

¢ Do Not Renew

The Manual, Online, and Evergreen renewal types have subprocesses that you define
by selecting an Internal Approval method either within the contract itself or within the
Global Contracts Defaults. Internal approval method is a required field that needs to be
defined when a renewal process is defined at the contract, party, organization, or global
level. When the renewal process determines the renewal process type for a contract, the
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corresponding approval flag determines the internal approval method for that contract.

See Entering Contract Defaults, page 2-36.

The following table provides an overview of the combinations of renewals types and
internal approval methods. You can start renewals through an event-driven process or

manually:

Renewal Process Internal Approval
Method

Manual Required

Manual Not Required

Online Manual

Online Automatic

Description

This renewal type sends a notification to
the inbox of the sales representative
associated with your contract. See
Understanding Manual Renewals with the
Internal Approval Set to Required, page
17-15.

The Submit for Internal Approval action
associated with this renewal type results
in an automatic QA check and contract
activation.

A QA check failure results in a Failure
notification, and routes the contract back
to the negotiation stage of the process,
where you can update it. Activation takes
place with the Signature notification
directed to the sales representative. See
Understanding Manual Renewals with the
Internal Approval Set to Not Required,
page 17-16.

This renewal type sends an e-mail
notification to the customer to renew the
contract over the Web. See Understanding
Online Renewals with the Internal
Approval Set to Manual, page 17-16.

This renewal type enables a contract that
has been accepted online by the customer
to be automatically submitted for internal
approval without a sales representative's
intervention. See Understanding Online
Renewals with the Internal Approval Set
to Automatic, page 17-17.
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Online

Evergreen

Evergreen

Do Not Renew

Not Required

Required

Not Required

NA

This renewal type skips the internal
approval allowing a contract to be directly
submitted for activation as a result of
online customer acceptance. See
Understanding Online Renewals with the
Internal Approval Set to Not Required,
page 17-18.

This renewal type enables you to have the
application create a renewed contract and
submit it for approval to the sales
representative specified on the contract or
the help desk contact specified in the
Global Contracts Defaults. See
Understanding Evergreen Renewals with
Internal Approval Set to Required, page
17-18.

This renewal type enables the application
to renew the contract in Active status.

No approval or human intervention is
required. See Understanding Evergreen
Renewals with the Internal Approval Set
to Not Required, page 17-18.

This renewal type enables you to prevent
a contract from being renewed. See
Understanding How Do Not Renew
Works, page 17-19.

Understanding Manual Renewals with the Internal Approval Set to Required

By setting the renewal type of a contract to a Manual renewal with the Internal
Approval set to Required, the application sends a notification to the Inbox of the sales

representative associated with your contract.

The process works as follows:

¢ The application renews the contract in Entered status with a negotiation status of

Draft.

¢ The application sends a notification to the inbox of the sales representative.

® The sales representative reviews the contract and makes any necessary changes.
The application sets the negotiation status to Pending Approval.
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* The sales representative submits the contract for approval.

e After the contract is approved, the application changes the status to Active or
Signed and sets the negotiation status to Complete.

See Managing Manual Renewals, page 17-19.

Understanding Manual Renewals with the Internal Approval Set to Not Required

By setting the renewal type of a contract to Manual with the Internal Approval set to
Not Required, you can author a contract and have it activate after customer acceptance.

The following describes how the process works:
® The Submit for Internal Approval action results in an automatic QA Check and then

activation.

e A QA Check failure results in a Failure notification, and routes the contract back to
Negotiation stage of process where it may be updated and then activated.

e The application activates the contract by the Signature notification directed to the
sales representative.

See Managing Manual Renewals, page 17-19.

Understanding Online Renewals with the Internal Approval Set to Manual

By setting the renewal type of a contract to Online with the Internal Approval Set to
Manual, the application sends an e-mail notification to the customer to renew the
contract over the Web.

The following describes how the process works:

* The application renews the contract with a status of Entered.
¢ The application runs a QA Check against the contract.

¢ If the QA Check fails, the application sends a notification. The hierarchy for the
notification is:

® Sales representative, if defined on contract

¢ Helpdesk, set up in Global Contracts Defaults

e After the contract has been corrected, the contracts administrator can resubmit it, so
it will be picked up by the Autorenew workflow.

e The application sends an e-mail notification to the customer. This is the Quote To
contact on the contract. The e-mail contains the following:
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® An account and password that are required to log into the web page and view
quote. Account and Password are stored in FND USERS and associated with
the Quote To contact.

Note: The first e-mail sent to the Quote To user, contains a
password in a readable format. For security, the password will
be encrypted in the subsequent e-mails sent to the same user.

¢ Upon receipt of the e-mail, the customer may log into the web page to review the
quote and accept, reject, or request changes to the contract renewal. See Overview
of the Customer Acceptance Portal, page 15-1.

If the customer accepts the contract renewal, the following occurs:

¢ The application updates renewal status to Quote Accepted.
¢ The application updates contract with the payment details.
* The application sends notification depending on hierarchy.
e The application logs an interaction.

® The contract administrator must initiate the approval process by manually
submitting the contract for approval.

¢ The application sends a notification to the contract approver. If the QA Check fails,
the application sends a notification to the help desk e-mail account.

e If the customer rejects the quote, the application sends a notification and places the
contract in the Rejection negotiation status. The hierarchy for the notification is as
follows:

® Sales representative, if defined on contract

* Helpdesk setup in Global Contract Defaults

¢ The sales representative must resubmit rejected quotes for approval after making
required modifications. After the approval, the application updates the status to
Active or Signed.

See Managing Online Renewals, page 17-20.

Understanding Online Renewals with the Internal Approval Set to Automatic

By setting the renewal type of a contract to Online with the Internal Approval Set to
Automatic, the application submits contracts accepted Online by the customer for
internal approval without sales representative intervention.
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See Managing Online Renewals, page 17-20.

Understanding Online Renewals with the Internal Approval Set to Not Required

By setting the renewal type of a contract to Online with the Internal Approval Set to Not
Required, you are allowing the internal approval to be skipped during the Online
process. This allows the application to directly submit a contract for activation after
online customer acceptance.

The following describes how the process works:
®  Online customer acceptance results in an automated QA check and automatic

submission for contract activation.

* A QA Check failure after customer acceptance prompts a failure notification, and
routes the contract back to Negotiation stage of process, where it may be updated
and submitted for activation.

e Activation takes place by the Signature notification directed to the sales
representative.

See Managing Online Renewals, page 17-20.

Understanding Evergreen Renewals with Internal Approval Set to Required

By setting the renewal type of a contract to Evergreen with Internal Approval set to
Required, the application creates a renewed contract and submits it for approval.

The following describes how the process works:

e The application renews the contract in Entered status.
¢ The application automatically submits the contract for approval.

¢ The application sends a notification as follows:

® Sales representative, if defined on contract

* Helpdesk setup in Global Contract Defaults

Note: If you do not see the Submit button, your administrator may not
have set the status and operations to allow online updates.

See Managing Evergreen Renewals, page 17-22.

Understanding Evergreen Renewals with the Internal Approval Set to Not Required

By setting the renewal type of a contract to Evergreen Renewals with the Internal
Approval set to Not Required, the application renews the contract in a status of Active.
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Following is a description of how the process works:
® The application renews contract in Active status.

This renewal type does not require approval or human intervention.

See Managing Evergreen Renewals, page 17-22.

Understanding How Do Not Renew Works

By setting the renewal type of a contract to Do Not Renew, you can prevent a contract
from being renewed.

Managing Manual Renewals

Note: Setting the renewal type within does not necessarily mean the
contract will be renewed accordingly. The application may override
this option based on the Evergreen and Online renewal types as well as
thresholds specified in the Global Contracts Defaults.

To specify the contract should be renewed manually with the internal approval set to
required:

You can specify whether a contract should renewal manually on the contract. Upon
renewal, whether it is an event-driven or manual renewal, the application sends a
notification to the sales representative associated with the renewal. See Understanding
Sales Credits During Renewals, page 17-22.

Prerequisites

Confirm the setup of sales territories, or set OKS: Use Territories to Default Sales Person
to No and specify the sales representative who handles renewal requests in the profile
option OKS: Default Sales Person for Renewal.

1. From the Service Contracts Authoring window, select the Summary tab and the
Renewals subtab.

2. Select Manual from the Type LOV in the Renewal region.
3. Select Required from the Approval list.

4. To require the sales representative to enter a purchase order before the contract can
be renewed, select Yes from the PO Required list.
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To specify the contract should be renewed manually with the internal approval set to not
required:

You can allow a contract to automatically activate after customer acceptance.

1. From the Service Contracts Authoring window, select the Summary tab and
Renewals subtab.

2. Select Manual from the Type LOV in the Renewal region.

3. Select Not Required from the Approval list.

4. To require the contract author to enter a purchase order before the contract can be
renewed, select Yes from the PO Required list.

Managing Online Renewals
Prerequisite

Confirm the setup of online renewal.

To specify the contract should be renewed online with the internal approval set to
manual:

Online renewal is available for Warranty and Extended Warranty, Service Agreement,
and Subscription categories of contracts.

The e-mail the application sends includes a hyperlink the customer can use to access
your organization's web site and renew the contract. See Overview of the Customer
Acceptance Portal, page 15-1.

1. From the Service Contracts Authoring window, select the Summary tab and the
Renewals subtab.

2. Select Online from the Process LOV in the Renewal region.
3. Select Manual from the Approval list.

4. In the Quote to region, use the LOV to enter the contact, e-mail address, and phone.

Note: The contact must have an existing e-mail address. You cannot
add new addresses here.

5. Save.
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To specify the contract should be renewed online with the internal approval set to

automatic:

You can allow a contract to be automatically submitted for internal approval without
intervention by the sales representative after it is accepted online by a customer.

1.

From the Service Contracts Authoring window, select the Summary tab and the
Renewals subtab.

Select Online from the Process LOV in the Renewal region.
Select Automatic from the Approval list.

In the Quote to region, use the LOV to enter the contact, e-mail address, and phone.

Note: The contact must have an existing e-mail address. You cannot
add new addresses here.

Save.

To specify the contract should be renewed online with the internal approval set to not

required:

You can have online customer acceptance result in an automated QA check and
submission for contract activation.

1.

From the Service Contracts Authoring window, select the Summary tab and
Renewals subtab.

Select Online from the Process LOV in the Renewal region.
Select Not Required from the Approval list.

In the Quote to region, use the LOV to enter the contact, e-mail address, and phone.

Note: The contact must have an existing e-mail address. You cannot
add new addresses here.

Save.
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Managing Evergreen Renewals

To specify an evergreen renewal with the internal approval set to required:

You can have the application create a renewed contract and submit it for approval to
the sales representative specified on the contract or the help desk contact specified in
the Global Contracts Defaults.

1. From the Service Contracts Authoring window, select the Summary tab and
Renewals subtab.

2. Select Evergreen from the Type LOV in the Renewal region.
3. Select Required from the Approval list.

4. To require the entry of a purchase order before the contract can be approved, select
Yes from the PO Required list.

To specify an evergreen renewal with the internal approval set to not required:

You can have the application renew a contract upon expiration.

1. From the Service Contracts Authoring window, select the Summary tab and the
Renewals subtab.

2. Select Evergreen from the Process LOV in the Renewal region.
3. Select Not Required from the Approval list.

4. Specify a date in the Renew Up To field. The contract keeps renewing automatically
until this date.

5. Save.

Understanding Sales Credits During Contract Renewals

17-22

The following provides an overview of how Oracle Service Contracts determines which
sales representative receives sales credit for the renewal. The application uses OKS:
Enable Sales Credit profile to make this determination. This profile option has four
values:

OKS: Enable Sales Credit Profile Option Business Rule
Setup
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Derive for Revenue Type Drops both types of sales credits and derives
only the sales credit specified under the
OKS:Revenue Type profile option.

Derive for Revenue Type and Retain Other Drops and derives only the sales credit
specified under the OKS:Revenue Type profile
option; Retains the other sales credit.

Drop All Drops both sales credits; no derivation of
either.

Retain All Retains both sales credits; no derivation of
either.

Rules to Derive Sales Representative When the Profile Option OKS: Enable Sales
Credits is set to Derive:

The application uses the following profile options to derive a sales representative for
the renewal agreement:

e OKS: Use Territories to Default Sales Person

e If set to Yes, the sales representative uses Territory Setup.

e If set to No, then Service Contracts uses the value entered in OKS: Default Sales
Person for Renewal to derive the vendor contact and or sales representative.

e  OKS: Default Sales Person for Renewal

e If OKS: Use Territories to Default Sales Person is set to No, this profile
determines the sales representative for the Sales Credit form and for the vendor
contact on the contract summary.

e If OKS: Use Territories to Default Sales Person is set to No, and you do not set a
value for OKS: Default Sales Person for Renewal, the contract fails to renew and
produces an error message. You may manually add additional sales
representative to the Sales Credits form after the application creates the renewal
agreement

Other Profile Options Used for Sales Credits:

¢ OKS: Revenue Type Distribution for Sales Credit: Assigns the percentage of
revenue to the sales person whose name was determined by the OKS: Default Sales
Person for Renewal or OKS: Use Territories to Default Sales Person profile options.
Sales Credits must total 100% in order to pass the QA check.
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Note: If you add additional sales people to the Sales Credits form,
remember to distribute revenue to them until the total is 100%.

* OKS: Revenue Type for Sales Credits: Indicates whether the revenue is quota or
non-quota for the default sales representative.

Explaining the Pricing of Renewed Contracts

You can set up renewal rules that apply to both manual renewals and automatic
renewals. Pricing methods specify how the contract will be priced at renewal. There are
three pricing methods:

e Price List: Charges the customer based on the price list you enter in the Price List
field. The price charged is the current price listed in the price list at the time the
contract is renewed.

® Manual: The application retains the price of the original contract for the renewed
contract.

* Markup Percent: Automatically adjusts the price up or down by a percentage you
enter. (A positive number marks up the price; a negative number discounts it.)
Optionally, you can cap the maximum adjustment based on a price list.

For more information on defining pricing methods for renewals, see:

* Specifying How the Renewed Contract will Be Priced, page 17-26.

e Setting Up Defaults for Contract Renewal, page 2-34.

Understanding the Price List Pricing Method

The following is intended to help you understand how the Price List pricing method
works.

A contract using the Price List pricing method has the Corporate price list assigned. For
the original contract the list price of item X is $150. Before the contract is renewed, item
X on the corporate price list is changed to $200. Item X on the renewed contract will be
$200.

Understanding the Manual Pricing Method
The following is intended to help you understand how the Manual pricing method
works.

A contract using the Manual pricing method contains item X. For the original contract
the list price of item X is $150. Before the contract is renewed, item X on the price list is
changed to $200. When the contract is renewed, item X will be $150, not the increased
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price of $200.

Understanding Renewal Markup Pricing

The following is intended to provide some scenarios to help you understand how
renewal markup pricing works.

In calculating the amount of a contract for a renewal agreement using Renewal Markup
Pricing, begin with the original year contract Con03. This agreement has a final price
that is comprised of the year 2003 price list plus any discounts or surcharges that are
applied (modifiers).

The contract contains a renewal markup that indicates that the final price of the contract
should be increased or decreased by a certain percentage when that contract is renewed.
Also identified is a renewal price list Cap04. This price list is generally used to assure
that renewal customers are not being asked to pay more for their renewal agreements
after markups than new customers are paying for their original service contracts.

When renewing the contract, any modifiers carried over from Con03 to the renewal
agreement are applied to the Cap04 list price to calculate the final price. Service
Contracts compares this amount to value of Con03 plus the renewal markup
percentage. The renewal markup value is used unless it exceeds the cap pricing value.
The application, effectively, selects the lower of the two values and that amount
becomes the new contract final price for the renewal agreement.

Example 1: Markup pricing does not exceed cap (using surcharges)
Con03
List price of item X $1,000
Modifier: 10% surcharge
Contract Final price: $1,100
Renewal markup: 5%
Con03R04
Cap List price of item X $1,500
Modifier: 10% surcharge
¢ Comparison:
Markup Pricing: $1,155
Cap Pricing: $1,650
New Contract Final Price $1,155

Example 2: Markup up pricing exceeds cap (using surcharges)
Con03
List price of item X $1,000
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Modifier: 10% surcharge
Contract Final price: $1,100
Renewal markup: 5%
Con03R04
Cap List price of item X $1,000
Modifier: 10% surcharge
¢ Comparison:
Markup Pricing: $1,155
Cap Pricing: $1,100

New Contract Final Price $1,100
Example 3: Markup pricing does not exceed cap (using discounts)
Con03
List price of item X $1,000
Modifier: 10% discount
Contract Final price: $900
Renewal markup: 5%
Con03R04
Cap List price of item X $1,200
Modifier: 10% discount
¢ Comparison:

Markup Pricing: $945

Cap Pricing: $1,080

New Contract Final Price $945

Specifying How the Renewed Contract Will Be Priced

To specify how the renewed contract will be priced:

1. From the Service Contracts Authoring window, select the Summary tab and
Renewals subtab.

2. From the Pricing Method LOV, select a pricing method.

3. If you have selected Price List, then enter the price list to be used for the renewal in
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4.

the Price List field.

If you have selected Markup Percent, then:

1. Enter the percentage, which adjusts the price accordingly. Entering a positive
number marks up the price. A negative number discounts the contract renewal.

2. If you are marking up the contract price and wish to put a limit on the
maximum price the customer will pay, then enter a price list in the Price List
field. The price of the renewed contract cannot go over the price listed in the
price list.

For example, if you enter 20% as your markup and the current list price of the
service is $100, then the renewed contract is priced at $120. If you enter a price
list that lists the service at $110, however, then this price list caps the maximum
price for the service at $110. The customer pays a maximum of $110 for the
renewal.

Note: The price cap works only for (positive) markups and not
for discounts.

Renewing Contracts Manually

To renew contracts manually:

1.

From the Contract Navigator, highlight an active contract.

Right mouse click to select Renew.
The Renew Contract window appears with the following fields populated:

e New Number: new contract number.
e New Modifier: a modifier to differentiate the old and renewed contract.

e New Start date: new start date.
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3 Renew Contracts Qdision Operations; LSO

New Number [21279 Mo Modifiar |R15-APR05 08:59:
Mew Start Date |21-JUL-2008 Mew End Date [20-JUL-2009
Duration |1 Perind | fear
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Renew ‘ I Cancel J
[ Submit Request

3. Enter the Duration and Period.

The New End date field populates after you enter the duration and period.

Note: If your contract is a large contract, you may wish to process
the contract in the background. You can do this by selecting the
Submit Request check box.

4. Click Renew.
5. A decision message appears indicating that the contract successfully renewed. Click
Yes to save changes.

The Contract Navigator appears.

6. On the right hand side of the form, right mouse click to select Refresh.
You should be able to identify the contract with the new modifier.

7. On the right hand side of the form, highlight the contract with the New Modifier
and right mouse click to select Open.

8. Renewal of a contract without terminated lines or sublines should preserve order of
lines and sublines and also numbering of lines and sublines.

Managing the Event-Driven Renewal Process

There are a number of implementation setups that are required to define and trigger the
renewal process. For more information, see the Oracle Service Contracts Implementation
Guide.

Allowing a Grace Period for Renewals

By entering a grace period, you can extend the service a customer receives while a
renewed contract is in the process of being negotiated and approved. This group of
topics explains how grace periods work and how to set them up:
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* About Grace Periods, page 17-29
e Specifying a Grace Period for the Current Contract, page 17-30

* Specifying a Grace Period for the Renewed Contract, page 17-30

About Grace Periods

By specifying a grace period you grant the customer the services of a contract beyond
the expiration date at no extra charge. Grace periods ensure the customer does not
experience an interruption of service while a contract is being renegotiated, for
example.

The actual start and end dates of the contract and the billing schedule are unaffected by
the grace period.

If the renewal happens within the grace period, the new contract takes effect the day
after the original contract expired and the customer is billed accordingly.

Suppose, for example, that a customer calls on January 15 to renew a service contract
that expired on December 31. Because the contract had a one month grace period, the
customer did not experience any interruption of service, but the new contract goes into
effect and is billed from January 1 rather than from the date of the call or the end date of
the grace period.

You can specify a grace period both for the current contract and for the renewed
contract.

You can use the Global Contracts Defaults form to set up a standard grace period for
the contracts that are renewed.

The grace period affects only lines and sublines that expire on the same day as the
contract.

For example:

e (Contract start date: 01-JAN-2003 end date: 31-DEC-2003
e Service 1 start date 01-JAN-2003 end date 31-JAN-2003
e Service 2 start date 01-JAN-2003 end date 31-DEC-2003
e Service 3 start date 01-OCT-2003 end date 31-DEC-2003

If you add a 30 day grace period to this contract, services 2 and 3 are eligible for
entitlement until 30-JAN-2004. Service 1 is not.

The same logic applies to sublines and coverage terms. Only those items that end on the
same day as the contract end date are considered for coverage during the grace period.
As long as the business processes are eligible for entitlement, the original terms
associated with the business process (preferred engineer, coverage times, reaction times,
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resolution times, and billing types) will continue through the extended period.

You can delete the grace period from the contract at any time, either before the contract
expires, when the grace period goes into effect, or when the renewed contract becomes
active.

Specifying a Grace Period for the Current Contract

You can grant, modify, or deny a grace period for the current contract. During a grace
period, the customer continues the same level of service as under the old contract, at no
extra charge, if the contract expires.

Prerequisite

Set the profile option OKS: Enable Grace Period to Yes at the Site Level.

To specify a grace period for the current contract:

1. From the Service Contracts Authoring window, select the Summary tab and
Administration subtab.

2. To grant a grace period:

1. Enter a number in the Grace Duration field. (For example: 30)

2. Select the unit of measure from the Grace Period LOV. (For example: Days)

3. To adjust the grace period, make changes in these same fields.
4. To deny an existing grace period, delete the entry in the Grace Duration field.

5. Save.

Specifying a Grace Period for the Renewed Contract

A grace period becomes effective upon the expiration of the renewed contract.
Prerequisite

Set the profile option OKS: Enable Grace Period to Yes at the Site Level.

To specify a grace period for the renewed contract:

1. From the Service Contracts Authoring window, select the Summary tab and
Renewals subtab.

2. To grant a grace period, then:
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1. Enter a number in the Grace Duration field. (For example: 30)

2. Select the unit of measure from the Grace Period LOV. (For example: Days)

3. To adjust the grace period, then make changes in these same fields.
4. To deny an existing grace period, then delete the entry in the Grace Duration field.

5. Save.

Understanding Billing Schedules on Renewed Contracts

If the renewed contract has the same duration as the original contract, a copy is made of
the original contract, which also includes a copy of the billing schedule.

If the renewed contract has a duration that is different than the original contract, then
the billing schedule does not appear on the renewed contract. The renewed contract
fails the QA check because the billing schedule does not adjust itself to the new
duration. This also happens when you renew a one year contract for six months. Even if
the renewal type is Evergreen (Internal Approval is Not Required), the renewed
contract stays in Entered status because it fails the QA check.

If you are considering using the Evergreen (Internal Approval is Not Required) renewal
type, you should also consider using billing profiles. When a billing profile is defined in
the global defaults, the billing schedule for the renewed contract is created according to
that billing profile.

Consolidating Multiple Contracts for Renewal

Renewing service contracts can be complicated because some organizations will always
sell a full duration service contract the first time, resulting in a single customer having
numerous contracts expiring at different times over the course of a year. This requires
the customer be contacted multiple times per year for renewal confirmation and
perhaps renegotiation, which increases the workload for renewal.

Renewal Consolidation addresses the problem of multiple contracts expiring during a
year (or other given period) causing multiple renewals. With Renewal Consolidation,
all the contracts to be renewed over a given period are consolidated into a single
renewal contract.

Renewal Consolidation has several benefits:
® Decreases the number of renewal contracts, reducing workload and the difficulties

imposed by large numbers of contracts.

* Improves the customer relationship. All the customer's services may be included in
a single contract or several consolidated contracts based on how the contracts are to
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be billed.
e Reduces the number of customer invoices.

The renewal consolidation process is initiated after a contract has been renewed, which
may have been the result of the renewal event where contracts are renewed in mass or
manually renewed from the Contract Navigator using the right mouse click. In both
cases the contract is in the Entered status and is considered the Target contract.

If a contract is not valid for consolidation, you will see the error message Target contract
is invalid. If the target contract is eligible for renewal consolidation, the Renewal
Consolidation window is displayed and is used to facilitate the selection of all the
source contracts for consolidation. The upper half of the window displays all the details
of the target contract. The lower half displays all the eligible source contracts in a tree
structure.

The following lines are displayed:

e Service lines

® Sublines or covered levels, for example, Party, Customer, Site, Product, Item, and
System

A contract is eligible as a source contract if the following are true:

¢ Customer account is the same as the target
* Source contract end date +1 is within the effectivity of the target contract.
e Potential source contract must be in Active or Expired status

When submitting the renewal consolidation, a concurrent request consolidates all of the
selected source lines into the target contract. If the services are the same on the source
and target contracts, the covered levels of those services can be merged into one
contract line on the target contract.

Merging occurs if the following conditions are met:

e Target and source lines have the same:
¢ Service Item

¢ Organization ID

* Renewal Type

¢ Bill-Tosite

® Ship-Tosite

e Start and End Dates
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In addition, setting the profile option OKS: Check Coverage Match to Yes, forces the
renewal consolidation process to preserve differences in coverage.

The Check Coverage API compares each attribute of the coverage and stops as soon as
one difference is found. It returns the result to the renewal consolidation process. If the
coverage is the same, the sublines of the source contract are merged under the service of
the same name on the target contract. If the coverages are different, a new contract line
is created on the target contract for the service on the source contract.

The Check Coverage API checks the following attributes:

¢ Coverage Name

e Coverage Type

e  Business Processes
e Preferred Resources

The start dates of the consolidated lines begin one day after the expiration of the
original source line and all the end dates coterminate with the target contract. When the
operation instance is reviewed at a later date, that is, after the concurrent request has
processed normally, all the consolidated source lines are identified with ##.

When the renewal consolidation or operation instance is created, a source line is eligible
for consolidation at that point in time. However, between the time it is created and the
time it is submitted, a given source line may have been renewed, whether it be by
consolidation in another operation instance or renewed manually. Therefore, at the time
of submission, the application verifies that the source is still eligible for consolidation. If
not eligible, Oracle Service Contracts excludes the source line from the consolidation.

After consolidation has taken place, the target may be opened to verify that all the
source contracts have been consolidated successfully. The new terms and conditions
may then be reviewed with the customer. Once the customer agrees with its terms and
conditions, the contract may be submitted for approval and billed at the intervals
designated in the contract.

Note: An Extended Warranty line can be consolidated into a Service
line. However, a Service line cannot be consolidated into an Extended
Warranty line. This is because an Extended Warranty line supports
only a product while a Service line supports party, customer, site,
product, item, and system.

To consolidate multiple contracts for renewals:

1. From the Contract Navigator, select a target contract, right-click and select Renewal
Consolidation.

The Renewal Consolidation window appears.
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Note: The Renewal Rules region references the rules that will be
applied to all lines, which are consolidated into the target contract.

Cordract Murn (21279 Modiier [R15-APR05 08:59:13 Dezcription | Service Contract for By
Category ’W Status |Entered Armount ’mi
Start Date [21-JUL2008 End Date [20-JUL-2009
Renewal Rules
Renewal Type Notify Salesrep Pricing hethod ’m Price List li
Markup% I PO Mumber ‘ PO Required O
Revenue Estimation % [100 Estimation Duration |30 Period |Day

Guery Source

Source Contracts

'*' = Selacted ' = Processed 1?7 =Eror

[ Seleci Line J (Deselecl Lme) ( Submit J £ Sgve J ( Cancel J

2. Click Query Source.

If there are no contracts eligible as source contracts for the target contract, the lower
half of the window will remain empty.
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Contract Mum (21279 Modifier [R15~APR-“5 08:59:13 Description |Service Contract for Bu

Category [Service Ajreement Statug [Entered Amount (3000
Stad Date |21-JUL-2008 End Date 20-JUL-2009
R | Rules
Renewal Type [Notify Salesrep Pricing Method |Manual Price List
Matkup% | PO Muraber PO Ragquired O
Revenue Estimation % |100 Estimation Duration [30 Pericd [Day
| e )

Source Contracts

= Contract Mo (21278; 21/07/2003 - 20/07 /2006

oFService WR23I7E3: 210772003 - 200772008
é—Customer:Business World

'**'= Belected '#t' = Processad R =

| Select Line | [ Deselect Line ) [ Submit )l [ Save ) [ cancel J

To select a line, highlight the branch and click Select Line.

If selected the source line is identified with **.

To deselect a line, highlight the branch and click Deselect Line.
If a branch with child branches is cleared, all the child branches are also cleared.

A single child branch may be deselected, as required. If deselected, the source
line(s) are no longer identified with a **.

You can reselect the Source lines by highlighting the line and clicking the Select
Line button.

Note: If a source contract is deselected and the operation instance is
submitted for renewal consolidation, it may be selected at a later
time for consolidation in the same target contract as long as the
target is still in Entered status. If the target contract has already
been approved and activated, the contract may be consolidated as a
source in another target contract.

Verify source lines are valid for consolidation.

To save and retrieve the consolidation at a later review, click Save. You can leave
this window and when your changes are reflected in the Renewal Consolidation
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window.

7. To submit the Renewal Consolidation, click Submit.

A Note window with a concurrent request id appears.

8. Save.

You can refresh the window by clicking Refresh Source to monitor the processing.
After the line has been consolidated the ## appears next to the line, which indicates
Processed.

9. Open the target contract and verify all source contracts have been consolidated
successfully.

10. Submit contract for approval.

Sending Quote Letters by E-mail

You can generate quote letters and e-mail them to a customer as part of the renewal
process. The person who receives this e-mail quote is specifically identified on the
Summary Renewals tab.

Prerequisites

The following profile options must be set up in order to use the e-mail Quote
functionality:

e OKS SMTP Host

e (OKS: SMTP Port

To send quote letters by e-mail:
1. From the Service Contracts Authoring window, select the Tools menu and then
select Email Quote.

The Email Quote window appears.

The To field comes from the Quote To field in the Summary Renewals tab. Enter a
Reply To/Copy e-mail address of the sales representative or other individual who
should be copied or replied to about this e-mail. This field is free-format text.

You can use different From and Reply To e-mail addresses depending on which
address the e-mail should come from, and which address you wish to route the
e-mail replies.
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= Email Gluote

— Addresses

From |jrichard@uisinn.cum

Ta |andrehEaulie@husinemurld.cum
Cc |
Reply-Ta |

b

— Message

Subject |Quote Details For Contract Number: 21279-R15-APR-05 08:

Fs

Text Attached is the quote for the renewal. =

..,

— Attachment

Fepaort Mame |Semice Contracts Quote Printing Program For US

Type

( Send H Clear H Cancel )l

2. In the addresses region, add additional recipients as desired.

3. In the message region, enter any text that you wish to appear in the body of the
e-mail.

4. Inthe Attachments region, select the quote printing report.
The reports are specific to the environment.

This report summarizes the contents of the renewal contracts.

5. Click Send.

A Note window indicating a concurrent request has been submitted appears.

See also Creating and Enabling Templates for E-Mails to Customers, page 18-4.

Understanding Line Level Cancellation and Termination Reasons

You may elect not to maintain one or more services on the contract at the time of
renewal. Alternately, you may choose to discontinue service only for specific service
lines or covered products on a service contract at time of renewal.

You can:
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* Cancel individual services or covered lines on a contract.
* Flag service lines and covered products on renewed contracts as canceled.

* Provide a cancellation reason at both service lines and covered products. If a service
line is canceled, all child sublines are canceled as well. Similarly, canceling a
contract should result in all lines and sublines being canceled.

Note: Your administrator can define status and operations to prevent
canceled status lines from being deleted from contracts. Entered lines
can similarly be controlled.

You can terminate lines and sublines in contracts due to service transfer, product
return, product replacement, updates to instance quantity in installed base, instance
expiration/termination in installed base and manual service termination. When you
terminate lines and sublines, the termination reason and source appears in the
authoring form along with termination date and status.

Note: When services are transferred from Entered contracts, the
transferred service lines and sublines are automatically placed in
Canceled status with a cancellation reason of Service Transferred. Lines
canceled due to service transfer are not eligible for status change back
to Entered.

You cancel both lines and sublines for contracts with the Entered status; whether these
contracts were created as new contracts through authoring, or as renewal contracts
through the renewal event or the manual renewal process. You can also cancel both
lines and sublines for Manual and Online renewal contracts, provided they pass QA
successfully at time of renewal, Evergreen contracts go straight to Active status and are
not typically eligible for line level cancellations.

If you cancel a line or subline, the cancellation date stamp is today's date. You must also
enter a cancellation reason.

If you attempt to delete an Entered contract with lines that are canceled due to Transfer,
all canceled status lines are deleted on the contract except for the lines that are canceled
with a cancellation source of Service Transfer.

You cannot delete service lines or covered levels that were canceled as a result of a
service transfer:

Canceled lines are excluded from quotes, QA checks, and are not eligible for billing or
termination. Amounts for canceled lines are not rolled up to contract line/header.
Canceled lines are included in reports.

After you activate a contract, the canceled lines and sublines remain on the active
contract as Canceled. In subsequent renewals, the canceled lines drop from the renewed
contract. If all lines in Signed, Active, Expired status are terminated during the life of
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the contract and the only remaining lines on the contract are in Terminated or Canceled

status, the contract should not be selected for renewal by an automated renewal event.

Canceled lines or sublines cannot be made active on Active contracts.

You cannot perform the following actions on a canceled service line:

Enter revenue distribution.

Enter pricing adjustment.

Enter pricing qualifier.

Use as a target for copy

Use as a target for renewal consolidation.

Use as a source for renewal consolidation.
Revert update.

Cascade attributes as either a source or target.
Cascade service price.

Update service.

Use for pricing calls, such as reprice or currency change.

You cannot perform the following on a canceled service subline:

Enter pricing adjustment

Enter pricing qualifier

Use as a source for renewal consolidation
Revert update

Use as a source for cascade attributes
Cascade service price

Update service

Use for pricing calls, such as reprice or currency change.

Cancellation and Termination Reasons

When you cancel or terminate services and sublines, the reasons and source appears in
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the authoring form along with a date and status.

The following cancellation sources appear in the authoring form:

Cancellation Source Cancellation Reason
Manual you determine
Service Transfer Service Transferred

The following termination sources appear in the authoring form:

Termination Source Termination Reason

Manual you determine

Service Transfer you determine

Item Instance Return Covered Product Returned

Item Instance Replacement Covered Product Replaced

Item Instance Expiration Covered Product Expired

Item Instance Quantity Update Covered Product Quantity Updated

Canceling a Contract Line

Prerequisite: Open a contract with contract lines in Entered status.

To cancel a contract line:
1. Select Lines tab and Effectivities subtab.

2. Select the line to cancel.

3. From the Tools menu, select Change Status. The Service Line Status window
appears.
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Current Status  |Entered Current Status Type |Entered

Mew Status Mew Status Type

Reason |

|»

Comments

4] .

— Selected Service Line

Line Mumber |1 Caontract Number |221I]I]

Type |Service Modifier |
Senvice |[WR23765
Start Date |07-APR2005
End Date |06-JAN-2006

( Ok ) ( Cancel )

4. From the New Status LOV, select Canceled.
5. Select a reason from the LOV.

6. Select OK. A confirmation message appears. Click OK to continue.

The Status field within the service line is Canceled.

Surmmary .M

Accaunts -E Emm Pricing [ Products  Tax / Payment Options Courters Evants

) ) Rengwal
_Line Type Marnz Status Star Date End Date Durstion Period Cty UOM |
I [service w2376 Cancaled [I7APRZ005 [D5-JAN 2006 3 |ouaner [ |Full pur=

1 LSS L]

Descripti \I[ tended Notebook PC Service Program (Bronze)

Prica Lict Corporate Invoice Taxt |EHlondod Hotebook PC Service Program:07-APR05:06-JAN-06

t & P : Exception Coverage ;
Mame |Gold o Detals.. | Name § [Diztails
Description |Gnld Coverage [24x7) Decctiption |
M Standard (" Reaply Stendard |
Cotarminate Cotanminate Al

7. Scroll right to view the Cancellation fields, Amount, Date, and Reason.
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Surmnmnary .m

Accaunte .E Emu Fricing { Prociucts  Tax / Paymerit Options Countarg Events
) Cancellation Termination
Line  Type [ame Status ) Amount Date Reason Date Reason
I1 ([serice [wReates  [Cancaled 19,554 00[11-MAY-2006  [Customer Produ 1

1 e ¥
Deseription |Ex|ended Notebook PC Service Program (Bronze)

Price List |Corporate Invoice Texi |E |-. hook PC Service Program:07 -APR05:06-JAN-DE
Coverage verage —————————
hatre [Gold Details... | Name | Diet ajls
Description |Gold Coverage (24x7) Dagcrigtion
O standard [ Reagply Standzr

{ Coierrinata Coterminata A

8. Select the Pricing/Products subtab and Effectivities secondary tab. Cancelling the
line cancels the subline.

Canceling a Contract Subline

Prerequisite: Open a contract with contract lines in Entered status.

To cancel a contract subline:
1. Select Lines tab and Pricing subtab.

2. From the Effectivity secondary tab select the subline to cancel.

3. From the Tools menu, select Change Status. The Covered Level Status window
appears.
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1.

Current Status
Mew Status

Reason

Comments

— Selected Covered Level

Entered

Current Status Type |Entered

Mew Status Type

|»

4] .

Line Mumber |1.1 Contract Mumber |221I]I]
Cavered Level |Custumer tadifier |
Mame |Apex Systems Line Type |Senrice
Start Date |07-APR2005 Service [WR23765
End Date |06-JAN-2006
([ o« ) [ cancel
From the New Status LOV, select Canceled.
Select a reason from the LOV.
Select OK. A confirmation message appears. Click OK to continue.
The Status field within the service subline is Canceled.
F'HCIHQ Administration
Lire Level Name Serial Murn Status Line Ref Start Date End Date
J11 [Customer [Apex Systems | |Canceled [p7.2PR2005  |0G-1AN 2008 a
Description (2959 . : )
Irvoice Text |Exlended Notebook PC Service Program:1:2959:07-APRA [ Product Details G | Dew instance. .

Scroll right to view the Cancellation fields, Date and Reason.
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8.

Fricing

Administration

Cancellatiun Termminatio
~ Line Level Nzme Serial Mum Status Date Reason Date
|1.1 |Cus‘lnm2l |Apex Systems |Can|:eled |11.MBY.2|][I§ |Cus1nrner Prm:lul:tl|

Description 2999 1]
Invoice Text Extended Notebook PC Service Program:1:2939:07-APRA ( Froduci Details (5)

(

Mew Instance...

Select the Effectivities secondary tab. Cancelling the subline does not cancel the
line.
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18

Creating and Enabling Templates for E-Mails

to Customers

This chapter covers the following topics:

About Templates for E-Mails to Customers

Overview of Templates for E-Mails to Customers

Creating and Enabling Templates for E-Mail Attachments Sent by Agents
Enabling Templates for Communications Generated by the Negotiation Workflow
Contract-Specific Data Available for Inclusion in Template Documents

Viewing the Data Definition Structure

Uploading and Registering a Template in Oracle XML Publisher

Creating the Set of Templates Used for Customer Communications

Specifying How the Template Sets Are to Be Used

Viewing PDF Attachments

Viewing Sample Marked-Up Documents Provided with the Application

About Templates for E-Mails to Customers

This group of topics explains how application administrators can take advantage of the
Oracle Service Contracts integration with Oracle XML Publisher to create and enable
templates for personalized e-mail communications with customers.

Overview of Templates for E-Mails to Customers, page 18-2 describes the two types of
e-mail communications you can create. The topics that follow provide the general steps

for creating each:

Creating and Enabling Templates for E-Mail Attachments Sent by Agents, page 18-
4
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* Creating and Enabling Templates for Communications Generated by the
Negotiation Workflow , page 18-5

Overview of Templates for E-Mails to Customers
You can create templates for communications with customers that can be used by:

* Agents to send quotes and other communications as e-mail attachments for manual
renewal or initial contract negotiation.

* The negotiation workflow to send customer communications during the online
process for both new and renewal contracts.

About E-Mail Attachments Sent by Agents to Customers

Agents can send e-mails to contacts from different places within the application. From
the:

1. Service Contracts Authoring form: Select E-Mail Quote from the Tools menu. This
opens up the HTML e-mail page. You enter an e-mail address, the subject, and the
body, and can attach a cover letter and attachment PDF communication generated
from the template you create using the procedures in this section. This PDF can be
either a report about the current contract, or any other communication such as a
general announcement. See Sending Quote Letters by E-Mail, page 17-36.

2. Administrator Workbench: Select the Email Quote action of the My In Process bin.
See Sending an E-Mail to a Customer from the Administrator Workbench, page 13-
14.

About E-Mails Generated by Electronic Renewals

The negotiation workflow sends e-mail notifications to customers at various points
during the negotiation cycle. You can also have the negotiation workflow use the
template for one or more of the e-mail communications generated by the process. These
communications can be generated for renewal contracts or new contracts.

You can define document types. Available document types are extensible, allowing
user-defined document types to be added within the FND setup. The following
document types are seeded:

¢ Quote Document
* Cover Letter (Application attaches the Quote Document)
* Reminder Letter (Application attaches the Quote Document)

® Acceptance Confirmation
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e Activation Confirmation
e Cancellation Letter

For each e-mail communication, the application generates an HTML e-mail body from
the template and attaches the PDF attachment.

The subject line for each e-mail type is preset and cannot be modified. The following
table lists the subject lines for the three types of e-mail communications:

E-Mail Communication Type Automatically-generated Subject Line Text

Cover letters Contract <contract number and modifier>
requires your approval.

Reminder notices Reminder notice for contract <contract
number and modifier>.

Cancellation notices Cancellation notice for contract <contract
number and modifier>.

The application sends all communications to the e-mail address the agent enters into the
contract authoring window (the Quote To region of the Summary tab, Renewals
subtab).

You can create multiple sets of templates for use on different dates, by different internal
organizations, or targeted to different customers.

Process Overview

You must complete the following two steps to create both e-mail attachments and
electronic renewal communications:

1. Create the template documents, using Microsoft Word (or another application
capable of saving files in the RTF format), following the procedures described in the
Oracle XML Publisher User's Guide.

In the document you can embed codes (XML data elements) which the application
uses to supply contract-specific information including:

e Details about the contract

® The URL the customer can use to log into an application-generated Web page.
There they can review the quote, indicate their acceptance, or request changes.

e The user name and password for the login.

For a complete list of contract data you can include see Contract-Specific Data
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Available for Inclusion in Template Documents, page 18-5. You can view
sample documents provided with this application by following the instructions
described in Viewing Sample Marked-Up Documents Provided with the
Application, page 18-25.

2. Upload the document and register it as a template in Oracle XML Publisher. See
Uploading and Registering a Template in Oracle XML Publisher, page 18-19 for
details.

To create templates for e-mails sent automatically by the electronic renewals feature of
this application you must also complete these two additional steps:
1. Specify the set of templates that are going to be used for a specific renewal flow. See

Creating the Set of Templates Used for Customer Communications, page 18-21.

2. Specify how the template set is to be used. See Specifying How the Template Sets
Are to Be Used, page 18-23.

Creating and Enabling Templates for E-Mail Attachments Sent by Agents
Prerequisite

Confirm system profile OKS: Layout Template Source is set to XML Publisher at the
Site level.

To create and enable templates for e-mail attachments sent by agents:

1. Create the RTF document according to the procedures in the Oracle XML Publisher
User’s Guide.

2. Change responsibility to XML Publisher Administrator.

3. Upload and register the document as a template in Oracle XML Publisher. See
Uploading and Registering a Template in Oracle XML Publisher, page 18-19.

4. Change the responsibility back to Service Contracts Manger.

5. Group the templates into sets and specify when to send the notices. Creating the Set
of Templates Used for Customer Communications, page 18-21.

All templates defined in a template set are available for agents to send as a PDF
attachment when they send out an e-mail from the Oracle Service Contracts
Authoring window or Administrator Workbench. The application resolves the
correct template set for the selected contract based on party, organization, and
global hierarchy and displays all templates available for that contract.
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Enabling Templates for Communications Generated by the Negotiation

Workflow

You can create and enable the templates the electronic renewal process uses to generate
e-mail communications with the customer.

Note: Electronic renewals are available only for contracts of categories
Service and Warranty and Extended Warranty.

To create and enable templates for communications generated by the Negotiation

Workflow:

Create the RTF document according to the procedures in the Oracle XML Publisher
User’s Guide.

Change responsibility to XML Publisher Administrator.

Upload and register the document as a template in Oracle XML Publisher. See
Uploading and Registering a Template in Oracle XML Publisher, page 18-19.

Change responsibility back to Service Contracts Manger.

Group the templates into sets and specify when to send these notices.Creating the
Set of Templates Used Customer Communications, page 18-21.

Specify how you wish to use the template sets. See Specifying How the Template
Sets Are to Be Used, page 18-23.

Optionally, you can preview the communications generated by the template set for
a specific contract, for a party, or for an entire internal organization by running the
Generate Quotes concurrent program. See Viewing PDF Attachments, page 18-24.

Contract-Specific Data Available for Inclusion in Template Documents

The data definition supplied by Oracle, OKSCONDATA, makes it possible for you to
include information about the following aspects of the contract in the e-mail body or
PDF quote attachment:

Basic contract information from the contract header
Recipient of e-mails generated by the electronic renewal process

Sales agent on the contract
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* Customer name and number

e Default contract billing schedule

¢ Contract billing address

* Contract shipping address

¢ Contract taxes

e Contract line information

¢ Contract line taxes

¢ Contract line billing schedule

* Contract line billing contact

e Contract sublines (what the line covers)
* Login information for the URL for customer renewals
e Current date

¢ Contract payment terms

Note: For this release, you are restricted to the data definition
provided by Oracle. You can view the structure of the data
definition by following the procedure described in Viewing the
Data Definition Structure, page 18-18.

Contract Header

The following table lists XML data elements you can use to insert information from the
contract header (basic information about the contract the agent enters at the top of the
Service Contract Authoring window).

You must preface any of the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/

For example, to insert the contract number into your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/ContractNumber
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Contract Header Field XML Data Element

Contract Number ContractNumber
Contract Modifier ContractModifier
Start Date StartDate

End Date EndDate

Status Status

Short Description ShortDescription
Currency Currency
Contract Amount ContractAmount

Electronic Renewal Recipient Information

The following table lists the XML data elements for inserting information about the
recipient of electronic renewals communications.

Agents enter this information in the Quote To region of the contract. This region is
found either on the Summary tab, Renewals subtab of the Service Contracts Authoring
window or, if you are generating contracts automatically from Oracle Order
Management, in the Contract Details window.

Note: Some of the XML data elements are derived from information
entered by agents in applications other than Oracle Service Contracts.
For example, address details are entered in Oracle TeleService, Oracle
Receivables, Oracle TeleSales and other applications.

You must preface the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/QuoteToContDt1lsVO/QuoteToContDtlsV
ORow/

For example, to insert the full name of the recipient into your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/QuoteToContDt1sVO/QuoteToContDtlsV
ORow/FirstLast
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Quote to Contact Attributes

XML Data Element

First Name

Middle Name

Last Name

Full Name

Job Title

Phone Area Code

Phone Number

Email

Addressl

Address2

Address3

Address4

City

Postal Code

State

FirstName

MiddleName

LastName

FirstLast

JobTitle

PhoneAreaCode

PhoneNumber

EmailAddress

Addressl

Address2

Address3

Address4

City

PostalCode

State

Sales Agent Information

The following table lists the XML data elements for information you can insert in your
documents regarding the sales agent on the contract.

This sales agent can be:

* The vendor contact of role Salesperson entered on the Summary tab, Parties subtab
of the Service Contracts Authoring window.

e If you are using Oracle Order Management to create contracts, the sales agent in the
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Sales Order window.

* Assigned by the application automatically if your organization has implemented

territories.

You must preface the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/SalesRepV0O/SalesRepVORow/

For example, to insert the full name of the sales agent into your document you must

enter:

/ContractDetails/HeaderVO/HeaderVORow/SalesRepV0O/SalesRepVORow/FullName

Sales Representative Attributes

XML Data Element

First Name

Middle Name

Last Name

Full Name

Phone Area Code

Phone Number

Email

Job Title

Manager Name

Addressl

Address2

Address3

Address4

City

FirstName

MiddleName

LastName

FullName

PhoneAreaCode

PhoneNumber

EmailAddress

JobTitle

ManagerName

Addressl

Address2

Address3

Address4

City
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Sales Representative Attributes XML Data Element

Postal Code PostalCode

State State

Customer Name and Number

The following table lists the XML data elements for the customer name and number you
can insert in your documents. The customer for the contract is the party of role
customer.

You must preface the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/CustomerVO/CustomerVORow/

For example, to insert the customer name into your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/CustomerVO/CustomerVORow/PartyName

Customer Attributes XML Data Element
Party Number PartyNumber
Party Name PartyName

Default Contract Billing Schedule Information

The following table lists the XML data elements you can use to insert information on the
default billing schedule.

Agents set up the default billing schedule on the Summary tab, Pricing/Billing subtab of
the Service Contracts Authoring window. Agents use this contract-level billing schedule
to default schedules to contract lines, so entry is optional.

If you have only one billing period in the schedule, preface the XML data elements with
the following string:

/ContractDetails/HeaderVO/HeaderVORow/HdrBil1lSchdVO/HdrBillSchdVORow/

For example, to insert the date of start date of the billing period in your document you
must enter:
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/ContractDetails/HeaderVO/HeaderVORow/HdrBillSchdVO/HdrBillSchdVORow/Sta
rtDate

If your billing schedule has multiple billing periods, follow the instructions described in
the Oracle XML Publisher User’s Guide.

Header Billing Schedule Attributes XML Data Element
Start Date StartDate

End Date EndDate

Invoice Date TransactionDate
Interface Date DateTolInterface
Amount Amount

Contract Billing Address

The following table lists the XML data elements for contract billing address
information. Agents select the billing address in the Bill To region of the Summary tab,
Parties subtab. The address itself must be entered in other applications.

You must preface the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/HdrBillToAddrVO/HdrBillToAddrVORow
/

For example, to insert the city in your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/HdrBillToAddrVO/HdrBillToAddrVORow
/City

Header Bill To Address Attributes XML Data Element
Addressl Addressl
Address2 Address2
Address3 Address3
Address4 Address4
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Header Bill To Address Attributes

XML Data Element

City

Postal Code

State

Province

County

City

PostalCode

State

Province

County

Contract Billing Contact Information

The following table lists the XML data elements you can use to insert information about
the contract's billing contact. Agents enter the billing contact by entering a customer or
a third party contact with the role of Billing in the Contact region of the Summary tab,

Parties subtab.

You must preface the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/HdrBillToContDt1sVO/HdrBillToContD

t1sVORow/

For example, to insert the last name of the contact in your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/HdrBillToContDt1sVO/HdrBillToContD

t1sVORow/LastName

Header Billing Contact Attributes

XML Data Element

First Name

Last Name

Phone

Fax

Email

FirstName

LastName

BillToPhone

BillToFax

BillToEmail

18-12 Oracle Service Contracts User Guide



Contract Shipping Address

The following table lists the XML data elements for the contract shipping address
information. Agents select the shipping address in the Ship To region of the Summary
tab, Parties subtab. The address itself must be entered in other applications.

You must preface the XML data elements with the following string:

/ContractDetails/HeaderVO/HeaderVORow/HdrShipToAddrVO/HdrShipToAddrVORow
/

For example, to insert the city in your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/HdrShipToAddrVO/HdrShipToAddrVORow

/City
Header Ship to Address Attributes XML Data Element
Address1 Address1
Address2 Address2
Address3 Address3
Address4 Address4
City City
State State
Province Province
County County
Postal Code PostalCode
Contract Taxes

To enter the amount of taxes for the contract as a whole into your document, then enter
the following string:

/ContractDetails/HeaderVO/HeaderVORow/HdrTaxAmountVO/HdrTaxAmountVORow/ T
axAmount

The contract tax amount is calculated by the application and appears in the Tax field on
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the Service Contracts Authoring window header.

Contract Line Information

The following table lists the XML data elements you can use to insert information about
the lines in your contract.

If you have only one contract line, preface the XML data elements with the following
string:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/

For example, to insert the name of the service, usage, or subscription in your document
you must enter:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/Name

To insert information from multiple lines, follow the instructions described in the Oracle
XML Publisher User’s Guide.

Contract Line Attributes XML Data Element
Line Number LineNumber

Line Name Name

Start Date StartDate

End Date EndDate

Line Amount LineAmount

Contract Line Taxes

If you have only one line in your contract, you can display the tax for that line in your
document, by entering the following string and the XML data element:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/LineTaxAmountVO
/LineTaxAmountVORow/TaxAmount

To insert information from multiple lines, follow the instructions described in the Oracle
XML Publisher User's Guide.

Contract Line Billing Schedule

The following table lists the XML data elements you can use to enter information about
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billing schedules for individual contract lines into your document.
If you have only one line in your contract, preface the XML data elements with the
following string:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/LineBil1Schdv0O/
LineBillSchdVORow/

For example, to insert the date of the invoice in your document you must enter:

/ContractDetails/HeaderVO/HeaderVORow/LinesV0O/LinesVORow/LineBillSchdvo/
LineBillSchdVORow/TransactionDate

To insert information from multiple lines, follow the instructions described in the Oracle
XML Publisher User’s Guide.

Line Billing Schedule Attributes XML Data Element
Start Date StartDate

End Date EndDate

Invoice Date TransactionDate
Date To Interface DateTolnterface
Amount Amount

Line Billing Contact

The following table lists the XML data elements you can use to enter into your
document billing contact information for individual contract lines. Agents enter the
billing contact by entering a customer contact of role Billing Contact on the Lines Tab,
Accounts subtab of the Service Contracts Authoring window.

If you have only one contract line, then preface the XML data elements with the
following string:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/LineBillToContD
t1sVO/LineBillToContDt1lsVORow/

For example, to insert the name of the contact in your document you must enter:

/ContractDetails/HeaderV0O/HeaderVORow/LinesVO/LinesVORow/LineBillToContD
t1sVO/LineBillToContDt1lsVORow/Name

To insert information from multiple lines, follow the instructions described in the Oracle
XML Publisher User’s Guide.
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Sublines

Line Billing Contact Attributes XML Data Element

Name (first and last name) Name
Email Email
Addressl Addressl
Address2 Address2
Address3 Address3
Address4 Address4
City City
State State
Province Province
County County
Postal Code PostalCode

The following table lists the XML data elements you can use to enter information about
sublines. For service lines, this is what the service covers (for example, a product, or a
customer site). For usage lines, this is the individual counter used to track usage.

If you have only one subline in your contract, then preface the XML data elements with
the following string;:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/SubLinesVO/SublL
inesVORow/

For example, to insert the level of coverage for a service line in your document you
must enter:

/ContractDetails/HeaderVO/HeaderVORow/LinesVO/LinesVORow/SubLinesVO/SubL
inesVORow/CoveredLevel

To insert information from multiple sublines, follow the instructions described in the
Oracle XML Publisher User’s Guide.
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SubLine Attributes

XML Data Element

SubLine Number SubLineNumber
Name Name

Covered Level CoveredLevel
Start Date StartDate

End Date EndDate
Quantity Quantity

UOM Uom

SubLine Amount SubLineAmount

Login Information for Electronic Renewals

The following table lists the XML data elements you can use to include in your
document information users can use to log into an automatically generated HTML page
where they can review and renew their contract.

The URL for that page must be entered by the application administrator in the system
profile OKS: Electronic Renewals URL.

The application automatically creates a user name and password which you can insert
in the renewal e-mail by including the XML names tags listed in the following tables. If
you include the password tag name, the application sends the automatically generated
password with the first communication to the customer and encrypts the password as a
series of stars in all subsequent e-mails.

You must preface the XML data elements with the following string:

/ContractDetails/

For example, to insert the user name into your document you must enter:

/ContractDetails/UserName
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Web Ul Login Attributes XML Data Element

User Name UserName
Password Password
Web Ul Login URL WebUILoginURL

Current Date

To insert the current date (sysdate) into your document, then enter the following string
as the XML tag name:

/ContractDetails/HeaderVO/HeaderVORow/ReportGeneratedDate

Contract Payment Terms

To insert the contract payment terms into your document, then enter the following
string as the XML tag name:

/ContractDetails/HeaderVO/HeaderVORow/PayTermVO/PayTermVORow/PaymentTerm
s

Viewing the Data Definition Structure

You can display a sample document with all of the available data elements.

To view the data definition structure:

1. Loginto Oracle Applications under the XML Publisher Administrator
responsibility.

2. Click Data Definitions in the Navigator.

The Data Definitions search page appears in a new browser window.
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Create Data Dofintion

MNamme Application Start Date Eml Date Upad abe
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3. Enter Service Contracts inthe Application field.
4. (Click Go.

5. Select the Service Contract Data link.

The View Data Definition page appears.
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Templates | DataDefinitions | Administration

Cists Definflions =
View Data Definition: Service Contract Data

Update | | Edit Corfiguration |

Mame Service Contract Data Tocde  OKSCONDATA
foplication Service Contracts Start Date 28-DCL-2000
HML Schema End Date
Preview Data  OKSCONMDATA sml Diata Template

Descrition mple data of a Sorvice Contract.

Ratum to Data Dafinitions Update: Edit Configuration

08, Diracls. &l rights rassned

6. Click the OKSCONDATA.xml link in the Preview Data field to view or save the
file.

Uploading and Registering a Template in Oracle XML Publisher
This step is required to use your document for electronic renewals.
Prerequisite

Create the template as an RTF document.
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To upload and register a template in Oracle XML Publisher:

1.

10.

11.

Log into Oracle Applications under the XML Publisher Administrator
responsibility.
Click Templates in the Navigator.

The Templates search page appears in a new browser window.

Click Create Template.

The Create Template page appears.

Create Template

Start Cete znd End Date define when the Templats s active, The Mame can be translated while the Code is identical for al languages, Cancel Aply
General

Tam= | Code
arpleation | Q, Diata Diefriiton Q&

Tvp= I -/ StartDate  |L7Mav-2006 =

Enzi Cate =
Subternclate =

Description

Template File

Fil2 Brovwea...
Languags -
Terrtory A

T oreamrlntatain

In the Name field, enter a user-friendly name for your template.

In the Code field, enter a code (no longer than 10 characters) for the template. start
with this product's short code (OKS) and a descriptive ending. For example:
OKS_ cover.

Select Service Contracts from the Application LOV.

Select OKSCONDATA from the Data Definition LOV. This is the data definition
supplied by Oracle. In this release, you are restricted to using this data definition
only.

Select RTF from the Type LOV.

In Start Date, enter the date from which the template will be active.

In the End Date, enter the date when this template becomes inactive. This is
optional.

Sub-templates are not supported in this release.
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12. Optionally, enter a description in the Description field.
13. Click Browse and select the RTF template file.
14. Select the language of the template you have uploaded from the Language LOV.

15. Language territories are not supported in this release, so you can leave the Territory
field blank.

16. Click Apply.

17. You can preview a PDF of your template to validate your work by navigating to the
View Template page and selecting the Preview icon. See the Viewing and Updating
section of the Oracle XML Publisher User’s Guide for details.

Creating the Set of Templates Used for Customer Communications

In the template set, you specify which RTF template is used for which communication.
For reminder and cancellation notices, you also specify when they will be sent. For
example, send one renewal reminder 30 days before the contract expires and, if the
customer does not respond, send out another 15 days before expiration. If the customer
has not responded two weeks after the expiration date, you may send a reminder that
the contract is being canceled.

You can set up just one template set to be used for communications for all renewals. Or
you can set up different sets to go to different customers or to be used by different
organizations within your company.

This step is required to use your document for electronic renewals.
Prerequisites

Create and upload into Oracle XML Publisher RTF templates for communications you
wish to send the customer:

Note: Reminder and cancellation notices are optional.

To create the set of templates used for customer communications:
1. Navigate to Setup: Contract, then select Define Layout Template Set.

The Template Set window appears.
2. Enter a name for the template set in the Name field.

3. Optionally, enter a start and end date to restrict the availability of this template set.
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4. Optionally, enter a description.

5. From the Templates region:
1. Select the renewal process to associate with the template from the Process LOV:

¢ Manual: Identifies Print templates for the Print Document action during the
Manual process, and for attachments available with the Email Customer
action.

¢ Online: Identifies e-mail templates used in the Online process, including
e-mails used by the Reminder process, and e-mail body templates available
with the Email Customer action.

* Both online and manual: Identifies template for both manual and online
negotiation processes.

2. Select a Document Type from the LOV. The seeded document types are:
® Acceptance Confirmation
* Activation Confirmation
* Cancellation Confirmation
e  Quote
* Reminder Notice

You can also created user defined documents types. See About E-mails
Generated by Electronic Renewals, page 18-2.

3. From the Applies to LOV select whether the template applies to new contracts,
renewals, or both.

4. Select a Message Template from the LOV.
5. Select an Attachment Template from the LOV.
6. Optionally, enter an Attachment Name.

7. To restrict the use of this reminder to a specific time period, then enter a start
date, an end date, or both.

8. Specify when you wish the reminder to be sent in relationship to the start date
of the renewed contract. This is done by entering a negative number in the
Duration field and choosing the time unit of measure from the Period LOV. For
example, to send the reminder two weeks before the start date of the renewed
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contract, then enter -2 as the duration and select Week as the period.

9.  You can have the application reset the status of the contract after the notice is
sent. To do so, select a status from the Status LOV.

6. Save.

Specifying How the Template Sets Are to Be Used
You can:
® Specify a single template set for all negotiation workflow processes, the global level.

* Specify different template sets for use by different organizations within your
company.

* Specify different template sets to be used for different individual customers.

The application looks for an appropriate template set from the most specific to the
global. If the application does not find a template set specified at the customer level, it
looks at the organization level, if none is found at the organization level either, it uses
the template specified at the global level.

For example, if you specify Set 1 of renewal e-mail communications to be used at the
global level, and specify Set 2 to be used for customers A and B. Then any contract for
customers A and B will use Set 2, and contracts for all other customers will use Set 1.

Note: For electronic renewals to work, you must at least associate a
template set at the global level.

Prerequisite

Create the template sets used to generate the negotiation communications.

To specify how the template sets are to be used:
1. Navigate to Setup: Contract and then select Global Contracts Defaults.

The Global Contracts Defaults window appears.

2. Select a template for electronic renewals at the global level using the Template Set
LOV in the Global region at the top of the window.

3. Select a template set language. This attribute determines the language passed to the

XML publisher while looking up templates. XML Publisher returns the appropriate
template for the specified language.
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To specify different template sets for individual customers, then for each customer:

1. Select the Parties Tab and Electronic Renewal subtab.
2. Select the customer from the Party Name LOV.

3. Select the template set from the Template Set LOV.

To specify different template sets for organizations in your own company, then for
each organization:

1. Select the Organizations tab and Electronic Renewal subtab.
2. Select the organization from the Organization Name LOV.

3. Select the template set from the Template Set LOV.

Save.

Viewing PDF Attachments

The application automatically generates and e-mails the PDF attachment with every
electronic renewal communication. You can view the PDF to be sent for a contract.

To view PDF attachments:

1.

Navigate to Control: Requests, then select Run.

The Submit a New Request window appears.
Select the Single Request radio button.

Click OK.

The Submit Request window appears.

Enter Generate Quote in the Name field using the LOV.

The Parameters window appears.

Select the template set name from the Quote Template LOV.
Enter the contract number in the Contract Number field.
Click OK to exit the Parameters window.

Click Submit.

The Decision window appears with the identification number of the request you
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have submitted. Use this number to monitor the progress of your request.
9. Click No if you do not wish to submit another request.

10. Select Requests from the View menu.

The Find Requests window opens.

11. Click Find to find the requests you have submitted.
The Requests window appears showing the status of your concurrent requests.

The Generate Quotes process you have submitted automatically starts the Service
Contracts Quote request. Both have to complete successfully for the
communications to be generated successfully.

12. Place your cursor in the line displaying the Service Contracts Quote process status.

13. Click View Output to display the generated communications in a separate browser
window.

Viewing Sample Marked-Up Documents Provided with the Application

Oracle supplies sample templates in Oracle XML Publisher with XML name tags
already embedded.

To view the sample documents provided with the application:

1. Log into Oracle Applications under the XML Publisher Administrator
responsibility.

2. Click Templates in the Navigator.

The Templates search page appears in a new browser window.
3. Enter $sample% in the Name field.
4. Select Service Contracts from the Application LOV.

5. Click OK.
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6. The window displays the sample documents.

7. To download a document:
1. Select a link in the Name column.

The View Template page opens.

2. Click Download.
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19

Using Notes

This chapter covers the following topics:

Using Notes

Using Notes

How Notes Are Used in Oracle Service Contracts

Adding Service Contract Notes

Adding Service Coverage Notes to a Standard Coverage

Adding Service Coverage Notes to a Service Coverage (Instantiated Coverage)

Viewing Notes

This group of topics explains how you can use notes to add additional information to a
contract.

For detailed information about using notes, refer to the Oracle Common Application
Components User Guide.

You can use notes to communicate with other contract administrators, service agents,
and sales representatives regarding the details of a contract. For example, you can
include notes for contract administrators regarding the management of the contract, or
to service agents regarding the services provided under the contract.

A note can contain any free format text and can be attached to either a:

Service contract, see Adding Service Contract Notes, page 19-3.

Coverage template, see Adding Service Coverage Notes to a Standard Coverage,
page 19-6.

Service coverage (which is the instantiated coverage of a particular service line), see

Adding Service Coverage Notes to a Service Coverage (Instantiated Coverage),
page 19-8.
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Note: Because Notes is a context based menu, Service Contract
notes or Service Coverage notes are invoked based on where you
place your cursor within the application.

You can define a note status so that:

e All users can view it.
¢ You and other users can read and write to it.

®  Only you can view it.

Note Types Used in Oracle Service Contracts

Oracle Service Contracts uses two types of seeded notes:

Note: Although there are two seeded note types, note types are user
extensible. You can add your own note type to the contract note source.

For detailed information about using notes, refer to the Oracle Common
Application Components User Guide.

1. Contracts Admin: allows you to add further information to the contract at the
contract header level, to the coverage template, or at the service level.

Contracts Admin notes indicate how to manage the contract itself and are useful for
the sales representative or contract administrator.

You can view Contracts Admin notes at the header level and at the line level
2. Contract Coverage: allows you to add further information to the coverage template
or the service coverage.

Contract Coverage notes generally relate to a specific service and explain any
relevant details of how the service is to be carried out. These notes are most useful
to the users who review entitlements.

You can also add Contract Coverage notes to a coverage template, which will be
copied over to the actual instantiated coverage that is tied to the contract line. These
notes can be viewed from the service coverage on the contract.

You can see Contract Coverage notes only at the line level.

How Notes Are Used in Oracle Service Contracts

The following examples show how notes are used within Oracle Service Contracts.

Contracts Admin Notes Added to a Service Contract
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Include Jane Smith in renewal discussions on this contract, as well as other designated resources.

Spoke to Harry Jones 24 June 2006, confirmed that products A, B and C require upgraded
coverage next year.

See Adding Service Contract Notes, page 19-3.

Contracts Coverage Note Added to a Coverage Template

Perform inspection 3 times per month for this particular service on these products.
See Adding Service Coverage Notes to a Standard Coverage, page 19-6.
Contracts Coverage Notes Added to a Service Coverage

Every time service is performed at site A, the engineer must contact the Security Patrol to obtain
a key.

Ensure that John Doe signs the work orders when performing any work against under this
service.

See Adding Service Coverage Notes to a Service Coverage (Instantiated Coverage),

page 19-8.

Note: Notes are part of the Oracle Common Application Components
that are leveraged by applications across the Oracle E-Business Suite.
For more information on Notes, refer to the Oracle Common Application
Components User Guide.

Adding Service Contract Notes

To add a service contract note:

1. From the Service Contracts Authoring window, select the Summary tab. From the
Tools menu select Notes.
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The Notes window appears. The application populates the note with:

e Source: Service Contract Header
e Number: The contract number
¢ Entered By: The user entering the note

e Date: A time stamp of when the note was created

Note: If a note exists, click New to add a new note.

Enter the note text in the Notes field.
Select Contracts Admin from the Type LOV.

Select one of these statuses:

e Publish: All users can view it.
e Public: The creator and other users can read and write to it.

e Private: Only the creator can view it.

Save.
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View By

Service Contract |

Hurrber (21638

4

The customer is happ:

The note appears in the Notes tab.

® Source " 'Holated To Sclice .
Enterad By |Able, Ms. Marsha| Date |DG-APR-20035 1320
Summary Mates
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The Related To field is populated with the Service Contract Header value from the
Source field.

The Value field is populated with the contract number.

To enter additional information, click More.

The Detailed Note window appears.

Enter text in the Detailed Note field.

Using Notes 19-5



3 Dietailed Mote

Motes

| ¥

The customer is happy with this agreement.

1]

[Detailed Mote

The customer indicated that the Account Manager is doing a fantastic job. She has =
also indicated there is a high prohability the contract will be renewed.

8. Click OK.

Note: You can view a summary listing of all notes by selecting the
Summary tab.

Note: Only Oracle Service Contracts users can view notes of
Contracts Admin type.

Adding Service Coverage Notes to a Standard Coverage

Prerequisite: Open a Standard Coverage.

To add service coverage notes to a standard coverage:

1. From the Standard Coverage window, select Notes.

The Notes window appears. The application populates the note with:
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* Source: Coverage Template
* Number: The coverage name, such as Gold
e Entered By: The user entering the note

¢ Date: A time stamp of when the note was created

Note: If a note exists, click New to add a new note.

Enter the note text in the Notes field.

Source |Service Coverage Mumber |Geld
Enterad By |Able, Ms. Marsha( Date |22-MAY-2006 14:5:

Please inspect the product guarterly. =

® Source  Related To

’ View By

Mare ¢ Notes Ell

Type 'm Status [|—]
Ralatad Tao “alug
I | =
I | 1
| | -

3 ' [ More. |[ New(®) |

Select Contracts Coverage from the Type LOV.

Select one of these statuses:

e Publish: All users can view it.

e Public: The creator and other users can read and write to it.
* Private: Only the creator can view it.

Save.

The note appears in the Notes tab.

The Related To field is automatically populated with the Coverage Template value
and the Value field indicates the coverage template.
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6. To enter additional information, click More.

The Detailed Note window appears.
7. Enter text in the Detailed Note field.

8. Click OK.

Note: With the exception of Private notes, if you add a service
coverage note to the coverage template, the note appears whenever
the coverage template is instantiated to a service line.

Note: Service coverage notes added to a service coverage template
can be viewed by Service Contracts application users as well as
Service application users

Adding Service Coverage Notes to a Service Coverage (Instantiated
Coverage)

To add a service coverage note to a service coverage:

1. From the Service Contracts Authoring window, select the Lines tab. From the Tools
menu, select Notes.
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’ Y Source |Service Coverage Mumber |Gold
Enterad By |Able, Ms. Marsha( Date |Z2-MAY-2006 14:5:
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Please inspect the product guarterky. =~ |
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® Source  Related To

Type |Contract Coverd Status [|—]
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| Yy
| | =

T ' [ e | [ New@m

The Notes window appears. The application populates the note with:

* Source: Service Coverage
¢ Number: The coverage name, such as Gold
¢ Entered By: The user entering the note

¢ Date: A time stamp of when the note was created

Note: If a note exists, click New to add a new note.

Enter the note text in the Notes field.
Select Contracts Coverage from the Type LOV.

Select one of these statuses:

e  Publish: All users can view it.
e Public: The creator and other users can read and write to it.

® Private: Only the creator can view it.

Save.

The note appears in the Notes tab.
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The Related To field is automatically populated with the Service Coverage value
and the Value field indicates the coverage template.
6. To enter additional information, click More.

The Detailed Note window appears.
7. Enter text in the Detailed Note field.

8. Click OK.

Note: If you enter a service coverage note for an instantiated
coverage of a service line, the note is attached to that specific
coverage.

If your contract has more than one service line, then the note is
added only to the instantiated coverage for the selected service line,
not to all service lines.

Note: Service coverage notes added to a service line can be viewed
by Service Contracts application users as well as Service application
users

Viewing Notes
Prerequisites

Notes for the contract and coverage notes for a service line are managed and viewed
separately. You access these notes from different points within the application.

e To view notes for a contract, select the Summary tab.

* To view notes for a service coverage, select the Lines tab, and then select a service
line.

To view notes:

1. From the Service Contracts Authoring window, select the Tools menu, and then
select Notes.

The Notes window appears. On the Notes tab, you will see a listing of the available
notes.

2. Highlight the note you wish to view.

The note details appear in the right-hand side of the window.
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3. To verify if additional details are included on the note, select More.

Note: To view the notes that are attached to a coverage template,
navigate to the Service Contracts Coverage Template form, and
click the Notes button.
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Terminating Contracts

This chapter covers the following topics:

Overview of Terminating Contracts

About Terminating Contracts

How Termination Works

Terminating a Contract

Restrictions for Terminating a Contract
Terminating a Contract Line

Terminating a Contract Subline

Terminating Multiple Contracts at the Same Time
Viewing the True Value of a Contract

Understanding Termination and Credit Generation with Partial Periods

Overview of Terminating Contracts

This group of topics explains how you can terminate contracts, contract lines, and
contract sublines.

About Terminating Contracts

You can terminate a contract, a contract line, or a contract subline. The termination date
must fall between the start date and end date of the service or services being
terminated. You cannot terminate a service or contract that has already been
terminated. For example, if you have a future date terminated, you cannot change it to
an earlier date.

You can terminate multiple contracts and contract lines at one time.

During the termination process the application calculates a credit amount. You can:
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e  QOverride the credit
e Provide a full credit

* Suppress the credit

How Termination Works

The following describes various termination scenarios. These scenarios will help you
understand the termination methods that you can use and their impact on the true
value of the contract. See Viewing the True Value of a Contract, page 20-12.

Assumptions for all examples: Your customer has a one-year contract that is valued at
$1,200. The contract start date is December 1 and the termination date is March 1. The
contract has two billing periods, which bill in advance. Billing period 1 has been billed;
billing period 2 has not.

Override the credit example: The customer is due a credit of $300, which is for the
unused portion of the billed amount. However, you and the customer have mutually
agreed to deduct $100 from the credit.

An override amount of $200 is entered during the termination. The customer is issued a
credit of $200.

The contract total is updated to $400 and the terminated amount is updated to $800. The
terminated amount is equal to the override amount plus the unbilled amount in billing
period 2.

Provide a full credit example: The customer is due a credit of $300, which is for the
unused portion of the billed amount. Because this is a very good customer, you allow a
credit for the full amount, not just the unused portion.

The full amount is $600 for the billed amount. The customer is issued a credit of $600.
The contract total is updated to $0 and the terminated amount is updated to $1,200. The
terminated amount is equal to the full credit amount plus the unbilled amount in billing
period 2.

Suppress the credit example: The customer is due a credit of $300. However, the
contract is being terminated for a breach and your company policy is that credit is not
issued when a contract is breached.

You can suppress the credit so that the customer receives no credit, which ensures that
the credit is not processed by Accounts Receivable. The contract total is updated to $300
and the terminated amount is updated to $900. The terminated amount is equal to the
amount suppressed plus the unbilled amount in billing period 2.
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Terminating a Contract

To terminate a contract:

1.

From the Contract Navigator, highlight the contract that you want to terminate.

Launchpad

G@Cuntract Groups Contr... = Modifier - Calegory = Sho Cescription - Status - Siart Dstz -
g Comporata Contracts 21814 Senice Agreement lacking Active 16-MAR-2005 =
—f:@ Kk 21611 Senice Agreement  Megotizted Renawal | Active 12 AN-2005
I KIRT-1111 142094 21811 RIZJAN-..  Senice Agieement Neyatisted Renzwal  Ertersd | 12-JAN-2006
B 21810 Senice Agreement Megotisted Ranawal | Active T2-JaN-2008
ietvork License 21810 R1ZJAN-... Senice Agreemeni Megotisted Henawal  Ertered  12-JAN-2006
E EEE:EHHE;:;; 21805 Senice Agreement Senice and Usage Ertersd 01-AFR-2004
—@Pr@v@rﬁwa Maintenance 21711 e-Renewa . Senice Ageemeni eRenewal Sewice C. . Signed  19-N0N-2004
B Salas Comracts 21710 E-REME.. | Senice Ageement eRenewal Senica C. Signed [ 19-hI0%.2004
r).f’@ 21708 RIZ-MAR... Waranty and Ex... CUSTOMER: Hilm... Erterad  19-MO%-2004
—f@suhscr\pﬁnn 21684 Senice Agreement Business Warld's e Active 1202003
@ Telecommunications 21684 R1Z-MCY.. Senice Agreemeni Business World's e Entersd  12-MO0NW-2004
g URP Giraup 216 RI1-MCN. Wamranty and Ex. e-Renewal of Warra . | Ertered  11-NONW-2004
21641 Senice Agreement  Support Contract - . @A Hold - 03-hO0W-2003
- Senica Agreement |Senica Contract on. . M_
21635 Senice Agreemeni  Serice Contract on . Ertered  03-MOW-2003
21638 Senice Agreement Senice Cantract on... Ertered  |03-MONW-2002
21637 Senice Agreement Senice Contract on . Active 03-h 0= 2005
-

1 I o [2

From the Tools menu, select Terminate.

The Terminate Contracts window appears.

Select the following;:

Date: The termination date, which must be within the contract start and end
dates.

Reason: The reason for terminating the contract.

Your administrator can define reasons by navigating to Setup: Contract and
then Termination Reasons.

Date [14-APR2005 Armount |
Reason |Mutua| Agreement Cweriide Amount |
Deescription |I.llutuaIAgreemem CFull Credit 1 Suppress Credit

' Heview Terminate Cancel
(_Reiev | | Gl )
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4. Select Review.

If the customer is due a credit for amounts that were paid prior to the termination
date, then the credit amount, which is prorated based on the date terminated and
the amount billed, appears in the Amount field.

5. Optionally, you can use the Override Amount field to override the calculated
amount.

The amount that is entered for override cannot be negative or more than the
original credit. Entering zero in the Override field will not prevent a credit memo
from being generated; it will generate a credit memo for zero dollars.

6. Toissue a full credit during termination, select the Full Credit check box.

The Amount field displays the total amount that was billed for the contract at the
time of termination.

Note: The Full Credit check box gives you greater flexibility to
control the credit amount. You can also use this check box in
situations where you wish to credit more than the prorated amount
but not the full credit amount, by selecting the Full Credit check
box and then entering a value in the Override Amount field.

For example, if the prorated amount is $500 and the Full Amount is
$1,000 and you want to credit $800, you can select the Full Credit
check box and enter $800 in the Override Amount field.

7. If you do not want to generate a credit memo, select the Suppress Credit check box.

Note: If credits are suppressed in error, you can run the Service
Contracts Program to Process Suppress Credits. This program
enables users to generate credits for contract terminations for which
credits have been suppressed. See About Concurrent Programs,
page 21-8.

8. Click Terminate.

Date |14-APR2005 Amoun; 000
Rezson |Mutual Agreement Owverride Amount |
Description [Muwal Agreement [TFull Cradt [ Suppress Cradit

( Review | |Terminare - Lancel )

9. A Decision window appears, indicating that the contract was successfully
terminated. Click Yes to save your changes.
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Note: After you terminate the contract, you can run the Main
Billing program to generate the necessary billing transactions as a
result of the termination.

Restrictions for Terminating a Contract

Be aware of the following restrictions relating to the contract status. If the contract
status is:

* QA Hold: You cannot perform a termination.

e Hold: You can perform a termination irrespective of the status and operation
setting, Eligible for Invoicing.

e All Other Statuses: You cannot perform a termination if the status and operation
setting, Eligible for Invoicing, is not enabled.

Terminating a Contract Line
To terminate a contract line:

1. From the Contract Navigator, double-click the contract.

The Contract Execution window appears.
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Contract Mumber

Short Description

21635

Modifier

|Sewice Contract on Covered Product Level

Start Date

Status |ﬂctive

End Date

Category |Sewice Agreement

Terminate Date

03-NOV-2003
02-NOY-2006

Amaunt | 400.00 [USD Renew Date
Description Comments
Line... + Status M... + Mame - Start Date © End Date - Line Style i

Extended Des...

03-MoN-2.

Overiew

Histary Schedule

Communications

Felated Ghjects

2. From the Overview tab, highlight the contract line you want to terminate. You can

select multiple lines.

3. Right-click the mouse, and select Terminate Line.

The Terminate Contract Lines window appears

4. Select the following;:

e Date: The termination date, which must be within the contract start and end

dates.

* Reason: The reason for terminating the contract line.
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Dae H-APR2005 Amount |

Reazon Hun-compliance Dugrmde Arnount |

Descripiion énnn.cnmpllanm LIFull Credit T Supprass Credit

| Review ;Tzlmma:c I Cancel

Select Review.
If the customer is due a credit for amounts that were paid prior to the termination

date, the credit amount appears in the Amount field.

Optionally, you can use the Override Amount field to override the calculated
amount.

To issue a full credit during termination, select the Full Credit check box.

The Amount field displays the total amount that was billed for the line at the time

of termination.

If you do not want to generate a credit memo, select the Suppress Credit check box.

Note: If credits are suppressed in error, you can run the Service
Contracts Program to Process Suppress Credits. This program
enables users to generate credits for contract terminations for which
credits have been suppressed.

Click Terminate.

O Terminate

Date |14-APRZ00S Amount 400,00
Rezson [Mon-compliance Chernide Amount
Description |Non-compliance MFUl Credit [ Suppress Cradit
{ Review | Terminate ‘ I Cancel )

A Decision window appears, indicating that the contract line was successfully
terminated. Click Yes to save your changes.

The Status Meaning for the line shows as Terminated.
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Contract Number |21ﬁ35 Modifier

Short Description |Senrice Contract on Covered Product Level

Start Date |03-NOV-2003
Status Active End Date [02-MOV-2006

Category |Senrit:e Agreement Terminate Date
Amaunt | 400.00 USD Fenew Date
Description Comments

-

| ®

4]
4 .

Line... + Status hl... - Mame < Start Date - End Date - Line Style

' Terminated Extended Des. . |03-MOW-2. ..

History Schedule Communications — Belated Objects

Note: After you terminate the contract line, you can run the Main
Billing program to generate the necessary billing transactions as a
result of the termination.

Terminating a Contract Subline

To terminate a contract subline:

1. From the Service Contracts Authoring window, select the Line tab,
Pricing/Products subtab, and the Effectivity secondary tab, and then select the
subline to terminate.
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2.

Sumnmary .m

Accaunts Effactivities Tax f Paymerit Options Countarg Events
Duiation Perind  Phce ~ Last Contract - Print Inagice
Line  Line Type  Mame Line Hef | | Uom Frice Curr Subtotal Tax Tatal |
It serwice  |wR2zzes | \ 5fear | 0o | 2000000180000 2180000 W -
[
O
-
{ S
( Show Al Products | Frice Break. | Price Calculation... I Reprize Eilling... i
Piicing Admini i
Line Level hame Senzl Mum Status Line Ref Stan Date End Date
l11 [customer Business World | Active 25 JUNZ03 24 JUN 2008 2
Descrplion 1608 | v
P . T
Imuice Text |Extended Hotebuook PC Service Program:1608:25-JUN-200 | - ioduct Detals () | Hewlnatance. .

From the Tools menu, select Terminate Subline.

The Terminate Sublines window appears.

Date |14-APR-2005 Amount |
Resson |Mutual Agreement Override Amount |
Description |Mutual Agreement O Full Credit Suppress Credit

( Review [Tc-rlinic Cancel

Select the following:
¢ Date: The termination date, which must be within the contract start and end

dates.

* Reason: The reason for terminating the contract subline.

Select Review.

If the customer is due a credit for amounts that were paid prior to the termination
date, the credit amount appears in the Amount field.

Optionally, you can use the Override Amount field to override the calculated
amount.

The amount that is entered for override cannot be negative or more than the
original credit. Entering zero in the Override field will not prevent a credit memo
from being generated; it will generate a credit memo for zero dollars.

To issue a full credit during termination, select the Full Credit check box.

The Amount field displays the total amount that was billed for the covered level or
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usage at the time of termination.

7. If you do not want to generate a credit memo, select the Suppress Credit check box.

8. Click Terminate.

Terminating Multiple Contracts at the Same Time

To terminate multiple contracts at the same time:

1. From the Contracts Navigator, highlight the contracts to terminate.

20-10

To select multiple contracts, hold down the Control key and select the contracts that
you want to delete. To select a block of rows, select the first contract row, hold
down the Shift key, and then select the last contract row.

___llemipe
GHIg Contract Groups Caontr. W Muodifier  « Category < Shot Description + Siatus - Start Date - .
S5 Comperate Contracts 21604 Serice Ageement | Business Warlds e | Acie  12-NO-2000 =
i 216G RIZ-ROW.. Senice Agreement Business YWorld's e Entered  12-MON2004
B KHRT- 11171146234 21681 RIT-MOW... Warranty and Ex... o-Renewsl of Wara.. Entered  11-MOW-2004
KPZ ) 21641 Serdce Agreamant  Support Contract - .. G Hold  C3-MON-2003
Hetwork Licanse 21640 Sendce Agrzement  Serice Contract on... Termina. . C3-MCW-2003
.d DKEGRPITTIS 422 21639 Senice Agreement | Senice Contract on . Entered  C3-MOW-2003
(8 DKEGRP1111051428
Preventie Mantenance 21638 Sendce bgreerment | Sendce Contract on . Entared  |C3-NOW-2003
_)_@ Salos Contracts 21637 Senice Agreement Senice CONTFAct on.. ACThe O3-pOh-2003
:]_ A : 3y Contract on...
Subseription 21635 Senice Contract an [3-MOK-2003
=@ Telecommunications 2 = Contract on... | m
WURP Group 21633 Senice Agreement Senice Contract on CG-NCV-2003
21632 Sendce Sgreement | Sendce Contract on... O3-MCK-2003
21413 Serdce Agraameant | Senice and Usage .. 21-AUG-2003 4
: Contract far... 21-JUL-2003
21278 Senice Agreement | Senice Contract for..  Active 21-JUL-2003
21276 Serdce Agreement | Serdce Contract for . Actie 21-UL-2003 -
] | 3

2. From the Tools menu, select Terminate.

The Terminate Contracts window appears.

3. Select the following:

e Date: The termination date, which must be within the contract start and end

dates.

* Reason: The reason for terminating the contract.
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pate [14-APR-2005 Description Mutual Agreement

Resson |Mutial Agreement

| Proviaw

Select Preview.

The Selected Contracts for Termination region appears with a listing of the
contracts that you have selected to be terminated.

Confirm whether the customer is due a credit for amounts that were paid prior to
the termination dates. The amount is indicated in the Amount field for each
associated contract number.

Optionally, you can use the Override Amount field to override the calculated
amount.

The amount that is entered for override cannot be negative or more than the
original credit. Entering zero in the Override field will not prevent a credit memo
from being generated; it will generate a credit memo for zero dollars.

For each contract, you can enter a different:

e Termination Date

e Reason

To issue a full credit during termination, select the Full Credit check box for the
associated contract number.

The Amount fields display the total amount that was billed for the associated
contract number at the time of termination.

If you do not want to generate a credit memo, select the Suppress Credit check box
for the associated contract number.

Note: If credits are suppressed in error, you can run the Service
Contracts Program to Process Suppress Credits. This program
enables users to generate credits for contract terminations for which
credits have been suppressed. See About Concurrent Programs,
page 21-8.

10. Click Terminate.
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‘O Terminate Contracts (vision Operatio

Date |14-APR-2005 Description |Mutual Agreement

Reason |Mutua| Agreement

Preview

—Selected Contracts for Termination

Contract — Termination Full Credit
Murnber Modifier Yersion End date Date Reason Amount Owerride Amount | Suppress
| (21635 [ 9 02-.NOV 2004 [14-APR.Z005 [Mutual Agreeme|0 [ O O[]
| (21634 [ (9 |oznHOvzona  [14.APR2005  |Mutual Agreeme 0 | [
21270 | (9 [20uL-2000 [14APRZ005  [Mutual Agreeme 1342.47 | 0. 0

\ | [l | | \ | 0. O

\ | [ | | \ | 0.0

\ | [ | | \ | 0.0

\ | Ll | | \ | 0.0

Reason Description |Mutua| Agreement

( Rewview J (Termmatej ( Cancel )

A Decision window appears, indicating that the contracts were successfully
terminated. Click Yes to save your changes.

Note: After you terminate the contracts, you can run the Main
Billing program to generate the necessary billing transactions as a
result of the terminations.

Viewing the True Value of a Contract

When you terminate a contract, a contract line, or a subline, the contract total in the
header is automatically adjusted to reflect the terminated amount.

To view the true value of a contract:

1. From the Service Contracts Authoring window, review the following in the header:

e Total: Reflects the true value of the contract incorporating any price
adjustments or credits that have been applied to the contract.

¢ Terminated: Reflects a sum of the following after a termination is submitted:

® The unbilled amount for the original contract
e The termination credit that was issued

* Any termination amounts that were suppressed

2. Alternatively, navigate to the Summary tab and Pricing/Billing subtab.
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3. Select Billing.

The Billing window appears.

T

: Unbilled |
Invaicing Rule [Advance Invoice Statt Date [17-MAR2005 :

Digcourt | (]
o — | Credited & Surcharge | 0.00
Accounting Rule Immediate End Date [16-MAR-2006 | e
il 4 Tatal | 000
Level Anount | 339
i Tatal
Cherndden | 0.00 Billad 35.00

4. Review the following:

e Amount: Reflects the true value of the contract.

e Total field in the terminated region: Reflects the amount that was credited
after the termination was submitted.

e Billed: Reflects the amount that was originally billed.

Understanding Termination and Credit Generation with Partial Periods

Service Lines

If a contract is terminated during a billing period, credits are prorated by the
application. The calculation of the prorated amount varies among line types. Following
are descriptions of how the prorated amount is handled for each line type.

You can request service line termination at different levels, such as contract level, line
level, and subline level. Regardless of the termination level, the new extended price,
termination amount, credit, or unbilled amounts are calculated at sub line level and
then rolled up to the higher levels.

The following list describes how the application calculates terminations and generates
credits using partial periods for service lines:

Note: You define Partial Period attributes in the Global Contracts
Defaults window. See Entering Contract Defaults, page 2-36.

® Determines a start date and an end date of termination period.

e Termination Period Start Date: Termination date

¢ Termination Period End Date: Original Service End of sub line

¢ Calculates Termination period duration in terms of price unit of measure (UOM)
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using Partial Period Method as described in pricing section.

* Calculates termination amount by multiplying termination period duration with
unit price.

® Calculates new extended price of subline by subtracting termination amount from
original extended price.

e Compares new extended price and already billed amount.

® Calculates unbilled amount, credit amount, suppressed credit amount and
overridden amount based on suppressed credit flag, full credit flag, and override
amount (as is).

Note: Credit amount is not generated for imported contracts that
are billed at source.

e If termination action is requested at service line level or contract level, then repeats
the preceding for all sublines that are affected and rolls up amounts to higher levels.

The application processes partial periods differently for contracts that are generated
from Oracle Order Management. The following table describes some of the variations

within the termination logic.

Type
Oracle Service Contracts Generated Contracts

Oracle Order Management originated contract
with dates and Partial Periods attributes
defined.

Fixed logic

Oracle Order Management originated contract
with dates and Partial Periods attributes
defined.

Actual logic

Oracle Order Management originated contract
with dates and no Partial Periods attributes
defined.

Partial Period Impact on Termination Logic

As described in the preceding list.

As described in the preceding list.

Period Start: Period Start

Period Type passes from Global Contracts
Defaults

As described in the preceding list.

Period Start: Period Start

Period Type passes from Global Contracts
Defaults

Application bases termination on Daily Rates.

Application does not stamp contract with
Partial Period values.
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Usage Lines

Oracle Order Management originated contract
with no dates defined on the contract and
Partial Periods attributes defined.

Fixed logic

Oracle Order Management originated contract
with no dates defined on the contract and
Partial Periods attributes defined.

Actual logic

Oracle Order Management originated contract
with no dates defined on the contract and no
Partial Periods attributes defined.

As described in the preceding list.
Application does not calculate Partial Period.
Fixed Rate UOM conversion as follows: 1
Month equals 30 days.

As described in the preceding list.
Application does not calculate Partial Period.
Fixed Rate UOM conversion as follows: 1
Month equals 30 days.

As described in the preceding list.
Application does not calculate Partial Period.

Fixed Rate UOM conversion as follows: 1
Month equals 30 days.

For information about service lines, see About Service Lines, page 3-3.

For usage lines, you must define the termination method that the application will use to
calculate the usage and to credit the customer upon termination. You can choose

between the Amount Based Termination and Counter Based Termination method.

Amount Based Termination

Charges the customer based on the amount of usage that is recorded when the contract
is terminated. The customer is charged based on the actual usage. This is the default

method for all usage types.

Counter Based Termination

The application credits the unused portion of the service based on the price that the
customer would pay if they continued consumption at the same rate for the rest of the
period. This means that the customer receives any price break based on the estimated

usage.

For information about usage lines, see About Crediting a Customer in Terminations,

page 4-17.

Partial Periods Effect on Usage Line Terminations

Partial periods affects only estimation and termination of usage. Price UOM and Period
Start (Service or Calendar) do not drive pricing or billing of usage lines. The period that
you define for the Usage Type in the Lines tab and Effectivities subtab drives usage
pricing. The billing schedule is manually entered.
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When the application is calculating estimated fill for partially billed periods or
termination amounts, usage lines use the Period Type setting for partial period
calculations. Estimated fill involves calculating a partial period amount for the rest of
the billing period. Termination amounts can be calculated by determining the amount
per day in a billing period to determine the termination amount (Amount Based) or can
be calculated by determining the consumption per day to determine the estimated
consumption as of the termination date (Counter Based). Whether determining amount
per day or consumption per day within a billing period, the application bases the
calculation on actual days or fixed days according to the Period Type setting.

The following table summarizes the how Partial Period setup impacts different usage
types:

Usage Types Partial Period Impact on Termination

Negotiated Price Partial Period termination calculation uses the
Period Type settings.

Fixed per Period Partial Period termination calculation uses the
Period Type settings.

Actual per Period Partial Period termination calculation uses the

Period Type setting. Volume based
terminations call Oracle Installed Base for
estimated consumption.

Actual by Quantity Partial Period termination calculation uses the
Period Type setting.

Subscription Lines

For subscription lines, how the terminated contract is prorated depends on whether it is
for a tangible or an intangible subscription.

Tangible Subscription Termination

Termination for tangible subscriptions can be done only for quantities (or fulfillment
periods), that have not been passed to Oracle Order Management. The termination
amount correlates to the quantity that is terminated. For example, if 12 fulfillment
periods exist for the subscription line, then the line can be terminated only in 1/12th
increments of the total line value. If the end date of the latest fulfilled period is greater
than the termination date, the termination date for the subscription line will be moved
forward to be equal to the end date of the latest fulfilled period.

Suppose that you have a 12-month subscription with a start date of January 1. The
billing amount for each month is $10. The months of January, February, and March
have passed to Oracle Order Management. If a termination date of February 15 is
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entered, the termination date is moved to March 31 because this is the end date of the
latest fulfilled period. The months of April through December are included in the
terminated amount, which is $90.

Intangible Subscription Termination

Termination for intangible subscriptions can be either fulfillment based or effectivity
based, depending on whether the system profile, OKS: Intangible Subscription Pricing
Method is set to Effectivity Based or Subscription Based. Effectivity Based is the same as
the termination functionality for terminations that are performed against Service Lines.
Subscription Based, is the same as the termination of tangible subscriptions.

For information about subscription lines, see About Subscriptions, page 5-1.

Partial Periods Effect on Subscription Line Terminations

The application does not calculate partial periods for tangible subscription lines because
pricing, billing, and termination amounts are strictly tied to whole-number fulfillment
quantities for the subscription line.

If profile OKS: Intangible Subscription Pricing Method is set to Subscription Base, the
application does not calculate partial periods for Intangible. This profile setting causes
the intangible subscription lines to price, bill, and terminate in the same fashion as
tangible subscriptions.

If profile OKS: Intangible Subscription Pricing Method is set to Effectivity Based, the
application calculates partial periods for pricing, billing, and termination amounts on
intangible subscription lines as follows:

* Because Price UOM is not available for subscription lines, the fulfillment frequency
(weekly, monthly, quarterly, and so on) acts as the Price UOM in the partial period
calculation

® Regardless of Period Start value on the contract, the application always uses Period
Start as Service Start when billing subscription lines. This is due to the relationship

between fulfillment quantity, pricing, and billing on subscription offerings.

® The application uses the Period Type setting.
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Running Reports and Programs

This chapter covers the following topics:

¢ Opverview of Running Reports and Concurrent Programs
* About Reports

e About Concurrent Programs

¢ Running Reports and Programs

Overview of Running Reports and Concurrent Programs
This group of topics explains the reports available in Oracle Service Contracts.

Oracle Service Contracts provides several reports and concurrent programs designed to
help you analyze information and manage the application.

About Reports

This section provides a high-level description of various reports that are available in
Oracle Service Contracts and describes the parameters that are available for each. Some
parameters are required, while other parameters are optional and can be used to
narrow the scope of the information that is included in the report.

Reports also create output information, that can be used to analyze your contracts.

The following reports are listed in the order in which they appear in the Reports list of
values (LOV) for the Service Contracts Manager responsibility. The Reports LOV
includes reports and concurrent programs. For information on how to submit a report,
see Running Reports and Programs, page 21-15.

Contracts QA Report

This report enables you to run a quality assurance (QA) check on multiple contracts. A
QA check is particularly useful when run immediately before the billing process to help
identify contract issues on before the contracts are submitted to Accounts Receivable.
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You can define the following parameters for this report:

From Contract Number (required)
To Contract Number

From Start Date (required)

Note: When running this report, the defaults From Start Date and
To Start Date are the current date. If your contracts start before this
date, you will not see a report. Be sure to check your start dates.

To Start Date
Contract Status

Level of Details (required)

You can choose a report that details all contracts selected, all contracts that pass the
QA check, or all contracts that fail the QA check.

Submit for Approval: If this parameter is set to Yes, the contract is automatically
submitted for approval if it passes QA.

Ignore QA Warning: If this parameter is set to Yes, QA warnings are ignored

The report output includes details of the data checked including whether the checked
data had warnings and errors and if so, what results were found.

List of Contracts By Contract Group

This report provides a list of contracts by contract group. You can define the following
parameters:

Group

Role (required)
Category

Start Date From
Start Date To
Status

Currency
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® Order By Amount

The report output lists the contract number, modifier, short description, date signed
currency code, estimated amount and the status. The output is sorted by the contract
group and the role, such as customer.

Contracts QA Report for List of Contracts

Generate Quote

This report allows you to run a QA check for multiple contracts.

You can enter multiple contract numbers within the Contract IDs separated by comma
parameter.

The report output includes details of the data checked including whether the checked
data had warnings and errors and, if so, what results were found.

This report integrates with XML Publisher, to generate a PDF file using the quote
template that you specify in the parameters.

You can define the following parameters:
* Quote Template (required)

* Acceptance Confirmation - Sample
* Activation Confirmation - Sample

¢ Cancellation Confirmation - Sample
* Cancellation Notice - Sample

e Cover Letter - Sample

* Quote Letter - Sample

* Reminder Notice - Sample

e Contract Number

The report output provides a PDF file based on the quote template that you select.

OKS Products Not Renewed Report

This report helps the sales representative identify customer products that have
extended warranties in an Expired or Terminated status. The extended warranty must
have a valid customer and vendor, and must include a vendor contact role of sales
person or support sales. In addition, the product must not have been renewed to any
other extended warranty with in a Signed or Active status.
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You can define the following parameters:

¢ Contract Group
¢ Operating Unit
* Sales Rep

e Customer

e From End Date
e To End Date

The report output includes a listing the part number, product description and serial
number, along with details of the line amount and the installed base start and end
dates.

Service Contract Forecast Management Report

This report allows the sales representative and management to track the anticipated
close of contract renewals. It checks service agreements, warranties, or extended
warranties in an Entered status with a valid and customer role specified. To be
included, contracts must also have a valid vendor contact role of sales person or
support sales.

Note: To get results for Booking Forecast, Revenue Recognition Value,
and Forecast Value, you must enter values for Revenue Estimation Date
and Percentage.

You can define the following parameters:

¢ Contract Group

¢ Operating Unit

* Sales Rep

e Status Code

e Currency Code

e  Minimum Contract Value
¢ Maximum Contract Value

e Forecast Start Period
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e Forecast End Period
* Revenue Recognized Date

The report output provides a listing of forecast information by sales representative. This
includes customer, contract number, modifier, status, start and end date, forecast
percentage, forecast date, last update date, contract value, contract forecast, revenue to
be recognized, and currency code.

Service Contracts Bookings Report

This report lists the value of all service agreements, warranties and extended
warranties, in an Active, Approved, or Signed status with a valid customer or vendor
role specified. To be included, contracts must also have a valid vendor contact role of
sales person or support sales.

Contracts are grouped by the sales representative assigned to the contract.
You can define the following parameters:

¢ Contract Group

* Operating Unit

* Sales Rep

e Start Date From (required)

e Start Date To (required)

¢ Approved Date From

¢ Approved Date To

¢ Value Exceeding

e Sort By

You can sort the report output by any of the preceding parameters or by contract
number, contract value, currency, customer name, date approved, invoice date,
invoice number, invoice value, modifier, sales representative, or start date.

Service Contracts Detail Report

This report displays key details of the contract headers, contract lines, and covered
products for contracts in the warranty and extended warranty categories. The report
does not extract all Service Agreement information. The report focuses on covered
products.

You can define the following parameters:
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¢ Contract Group
¢ Contract #

e Customer

e Status Type

e Status Code

e Start Date From
¢ End Date From
e Start Date To

¢ End Date To

* Operating Unit

The report output provides a listing of:
e Header level details, such as the contract number, modifier, vendor, start and end

dates, customer, status, total value, currency code.

e Service level details for each line, such as the line number, the service, start and end
dates, and total value.

e Product level details for each line, such as line number, product name, start and end
dates, installed base number, serial number, reference number, quantity, pricing
attributes, and final price.

Service Contracts Forecast Summary Report

This report lists the contracts eligible for renewal for a given period as well as the
recognized revenue date. It checks service agreements, warranties and extended
warranties in an Entered status with a valid customer and vendor role specified. To be
included, contracts must also have a valid vendor contact role of sales person or
support sales.

You can define the following parameters:

¢ Contract Group
® Operating Unit
® Currency Code

e  Start Date
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e End date

¢  Minimum Contract Value
e Maximum Contract Value
¢ Recognized Revenue Date

The report output provides a listing of the following information by status type and
status code; currency code, number of contracts, contract value, booking forecast,
revenue recognized value, and forecast value.

Note: To get results for Booking Forecast, Revenue Recognition Value,
and Forecast Value, you must enter values for Revenue Estimation Date
and Percentage.

Service Contracts Summary Report

This report allows the sales representative to track all contracts by customer. It includes
service agreements, warranties and extended warranties with a valid customer and
vendor role specified. To be included, contracts must also have a valid vendor contact
role of sales person or support sales.

You can define the following parameters:

¢ Contract Group

* Operating Unit

¢ Rep Name

¢ Customer Number

¢ Customer Name

¢ Form Date

e ToDate

® Currency Code

The report output provides a summary listing of contracts for each customer, sorted by
sales representative. The report includes customer number, customer name, contract

number, modifier, status type, start and end dates, total value, currency code, and when
the contract was last updated.
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Service Contracts by Status Report

This report allows sales representatives to track contracts by status. It includes service
agreements, warranties and extended warranties with a valid customer and vendor role
specified. To be included, contracts must also have a valid vendor contact role of sales
person or support sales.

You can define the following parameters:

¢ Contract Group

* Operating Unit

e Sales Rep Name

e Customer Number

e Customer Name

e From Start Date (required)
e To Start Date (required)
¢ From End Date

¢ To End Date

e Status Code

e Status Type

e Currency Code

¢ Detail Report

The report output provides a listing of service contracts by status. It is sorted by sales
representative and provides status, customer, and start and end dates as well as the
contract value, selected status product value, and the annual rate.

About Concurrent Programs

The section provides a high-level description of concurrent programs that are available
in Oracle Service Contracts and describes the parameters that are available for each.
Some parameters are required, while other parameters can be used to narrow the scope
of the information processed. These programs are used to initiate processes that enable
particular functionality in the application.

The following programs are listed in the order in which they appear in the Reports LOV
for the Service Contracts Manager responsibility. The Reports LOV includes reports and
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concurrent programs. For information on how to submit a report, see Running Reports
and Programs, page 21-15.

Contracts Status Change by Contract

This program enables you to execute contract status change programs for a given
contract. This process changes the contract status if the selected contract qualifies for a
status change.

You can define the following parameters:

e Contract Number (required)

e Contract Number Modifier

Contracts Status Change by Range

This program enables you to execute contract status change programs for a range of
contracts. This process changes the contract status if the selected contracts qualify for a
status change.

You can define the following parameters:

e Category

¢  From Number
e To Number

e From modifier
e To modifier

e Last Run Date

Autolnvoice Import Program

This program is owned by Oracle Receivables. It imports the billing transactions from
the Service Contracts Main Billing Program into Oracle Receivables.

You can define the following parameters:

e Transaction Source (required)
* Default Date (required)
¢ Transaction Type

¢ (Low) Bill To Customer Number
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* (High) Bill to Customer Number
¢ (Low) Bill to Customer Name

* (High) Bill to Customer Name

¢ (Low) GL Date

* (High) GL Date

e (Low) Ship Date

® (High) Ship Date

¢ (Low) Transaction Number

* (High) Transaction Number

e (Low) Sales Order Number

* (High) Sales Order Number

* (Low) Invoice Date

* (High) Invoice Date

* (Low) Ship To Customer Number
* (High) Ship To Customer Number
e (Low) Ship To Customer Name

* (High) Ship To Customer Name

¢ Base Due Date on Trx Date

® Due Date Adjustment Days

For more information about this program, refer to the Oracle Receivables User Guide.

OKS Update Sales Group

This program updates a sales group for a particular contract. You run this program
before any updates to the sales group can be performed.

You can define the following parameters:

e Contract Number
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¢ Contract Group

Service Contracts AutoReminder Program

This program automates the process of reminding customers to renew their contracts by
sending a notification for both manual and online renewals.

For online renewals the program sends reminders for all contracts for which a quote has
been published online.

For manual renewals the program sends reminders for all contracts that have the
contract status specified in the parameters when you run the program. After the
reminder is sent, the program marks the contract with a flag indicating that a reminder
has been sent. Subsequent runs of the program will look at this flag to determine
whether to send a reminder.

Example
The following scenario helps describe which contracts are selected when you run the
Service Contracts AutoReminder Program.

Contract Type Contract Status Negotiation Status
Contract X Manual Quote Sent Draft

Contract Y Manual Entered Draft

Contract Z Online Entered Quote Published

Based on the preceding table, if you set the Service Contracts AutoReminder Program to
select all contracts where the contract status is to Quote Sent, then reminders are sent
for Contracts X and Z.

The following prerequisite steps must be performed before scheduling auto reminder
notices:

* Create templates for a quote letter and cover letter in the Template Set. Navigate to
Service Contracts, select Setup, select Service Contracts, and select Communication
Templates.

® Define a Template Set using the Define Electronic Renewal Template.

You can define the Contract Status parameter.

Note: You can set up statuses from the Duration field of the Template
Set form. When you add reminder notices to a template set, you can
indicate how many days lead time the application uses for reminder
notices. For example, if you have a reminder notice set at -90, the
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concurrent program finds eligible contracts and sends out a 90 day
notice reminder for any contract with a start date 90 days in the future.

Service Contracts Concurrent Program for Reassigning Resources

This program ensures that contract assignments are correct and that no contract is
assigned to an inactive contact.

Service contracts are generally assigned to a resource who is responsible for following
through on inquiries from the customer through the life of the contract, from the initial
sale through the renewal process. If that person moves to another department or leaves
the company, the contract may not receive appropriate level of attention.

This concurrent process can be scheduled to run as often as necessary, for example,
nightly. The process will check all contracts in an Entered status type. It will compare
the Vendor Contact resource who is assigned to the contract with the resource assigned
to the territory that the contract maps to in JTF territory management. If the resources
are different, the resource associated to the territory will overwrite the resource who
was assigned to the contract. The resource to which the contract is being assigned will
receive a workflow notification.

The following prerequisites are required to run this program:

¢ JTF Territory assignments must be set up.

¢ Profile option OKS: Use Territories to Default Sales Person should be set to Yes to
use this process.

e Profile option OKS: Enable Sales Credits should be set to Derive.

® Resource must be assigned to the contract on the Summary Parties tab in the
Contacts region for the vendor.

You can define the following parameters:

e  Contract Number
e Contract Status
¢ Operating Unit

e Sales Person

Service Contracts Fetch Receivables Info for Billing

This program fetches the invoice number and tax from Oracle Receivables and updates
the contract billing history. There are no parameters to define for this report.
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Service Contracts Instance Relationship Program

This program associates the parent instance created for a subscription line with any
child instances that are created when a tangible subscription ships.

You can define the Contract Number parameter.

Service Contracts Main Billing

This program generates a log file of the total value processed, total value successful, and
total value rejected for billing. For all unsuccessful transactions, further contract
information appears and you can pinpoint the contract, the line, or the contract and line,
that caused the issue.

You can define the following parameters:

e Contract Number
e Default Date

* Operating Unit

¢ Customer Name
e Category

¢ Group

e Preview

Service Contracts Order Processing Program

This program processes order lines from Oracle Order Management and creates
contracts in Oracle Service Contracts.

When ordering a serviceable product in Oracle Order Management, if an application
has an associated warranty, the application automatically creates a contract when the
product ships. When a serviceable product is placed on a sales order, associated
services may also be sold; these pass to Oracle Service Contracts as extended
warranties.

You can define the followings parameters:

e Status

e Source

Service Contracts Program to Process Suppress Credits

This program sends credits to Oracle Receivables if the suppress credit check box was
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selected during termination.
You can define the following parameters:

e Contract Number
* Operating Unit

e Category

Service Contracts Usage Averaging

This program calculates usage averaging based upon the averaging interval defined for
each usage line in a contract.

Usage averaging allows you to give price benefits to customers for higher consumption,
by allowing you to average invoices over multiple periods. Usage averaging ensures
that consumption is evenly distributed, which allows customers to take advantage of
price breaks.

See Charging for Reported or Estimated Usage Per Period, page 4-11.

You can define the Contract Number parameter.

Service Contracts Usage Settlement

This program calculates usage settlement based upon the settlement frequency defined
for each usage line in a contract. It calculates the settlement of any customer
undercharges or overcharges using the value defined in the Settlement Interval LOV.

Usage settlement reconciles discrepancies between actual consumption and estimated
billed quantity. Discrepancies may arise if consumption is not captured before you run
the Service Contracts Main Billing program. When the consumption is not captured
before the billing program runs, the billing program estimates the consumption for the
period. Because the consumption captured for the billing period after running the
billing program may be greater than or less than the actual billed quantity, you can use
this program to settle the discrepancies.

Your administrator should determine how frequently to run this program: monthly,
quarterly, or at the end of the contract.

See Charging for Reported or Estimated Usage Per Period, page 4-11.

You can define the Contract Number parameter.

Service Contracts Import

2114

This program imports records from Service Contracts interface tables and creates
contracts in Oracle Service Contracts.

You can define the following parameters for this program:

e  Mode
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e Batch Number
e  Number of Workers

e  Commit size

Service Contracts Import Purge

This program purges the records corresponding to the successfully imported contracts
from the interface tables.

You can define the following parameters for this program:

e Batch Number
e  Number of Workers

e  Commit size

Running Reports and Programs

To run reports and programs
1. From the View menu, select Requests.

The Find Request window appears.

2. Select Submit a New Request.

The Submit a New Request window appears.

2 Submit a Mew Reguest

What type of request do you want to run?

® Single Request

This allows you to submit an individual request.

' Request Set

This allows you to subrmit a pre-defined set of
reflests

( 8] Cancel ,-I
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3. Select the Single Request option and click OK.

The Submit Request window appears.

4. From the Name LOV, select the report you want to submit, for example (Contracts
QA Report) and click OK.

The parameters window appears.

5. Define all mandatory parameters.

O Submit Regquest

— Run this Request...

Copy...
Mame |
Cperating Lnit |
FParameters |
Language |
( Language Settings... [ Debuy Options
— At these Times...
Run the Job |As Soon as Possible ( Schedule
— Upon Completion...
W Save all Output Files
Layout |
Notify | Diptions. ..
Print ta |
Help (C) ( Submit [ | cancel J

6. Click OK.

The Submit Request window appears with a concatenated listing of the parameters.

7. Select Submit.

A Decision window appears with the request id. You should make a note of this id.
The application asks if you want to submit another request.
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O Decision

@ Request submitted.
(Reguest |D = 28352984)

subrnit another request?

Click No.

The Find Request window appears. You can use this window to track your request.

Verify that the View All My Request option is selected, and click Find.

The Request window appears.
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Creating Contract Iltems in Oracle Inventory

This chapter covers the following topics:
* About Contract Item Types

* Creating Service Items

* Creating Warranty Items

* Creating Subscription Items

* Creating Usage Items

¢ Defining Serviceable Products

¢ Restricting How Items Are Used

About Contract Item Types
This group of topics explains how setup items in Oracle Inventory for use in contracts.

Whether a contract is authored in Oracle Service Contracts or created automatically
from Oracle Order Management or Oracle Installed Base, a contract must include lines.

The line types used in a contract are items that are created in Oracle Inventory. For
example, a computer manufacturer could set up an service item WR23763, to cover the
Extended Notebook PC Service Plan.

Items are classified into four contract item types: service, subscription, usage, and
warranty. How you classify these items restricts which contract categories can use
them. See Restricting How Items Can be Used, page 22-22.

Because an item must be defined as a serviceable item to be covered on a contract, you
must also ensure that the Item Master contains serviceable items. See Defining
Serviceable Products, page 22-20.

Creating Service ltems

Services are items that you define in the item master. They include the coverage terms
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that are given or sold to a customer.

You must define service items in the item master.

This procedure highlights an example of how a service item can be set up. For
additional information about setting up product items in Oracle Inventory, refer to the

Oracle Inventory User's Guide.

For information about entering service lines, see About Service Lines, page 3-3.

Prerequisite

Confirm that a Coverage Template is defined. See Defining a Coverage Template, page
23-7.

To create a service item:

1.

Open Oracle Inventory and navigate to Inventory. Select Items, and then select
Master Items.

If prompted, enter an Organization.

The Master Items window appears.
Enter an item.
Enter a description.

From the Main tab:
1. Select the User Item Type, Service Pgm / Warranty.
2. Select a unit of measure (UOM), from the Primary LOV.

Note: You set up a service using a time UOM, such as Year, not
a quantity UOM, such as Each.
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ter Iterm (1)

Qrganization (V1 Vislon Operations Display Attributes
ltern [WR23763  Master “Qny Al

[
[ Description |Extendad Notabook PC Service Pragram (Gol [L ]
i

[¥]

Imventory  Bils of Material  Asset Management  Costing  Purchasing  Receiving  Physical Attibutes

[

Unit of Measure

...... — — Conversions

User ltem Type  Service Pgm / Wa
= © Standard

Tracking |Primary b

Prcing WI © Item specific lem Status Active |
1 & Both
Secondary
Defaulting Q
Desiation Factor+ | 0 %
Deviation Factor - lill %

Long Description

Gold Extended Hotebook PC Service Program =

6. Select the Order Management tab:

h
E Organization W1 Vision Operations - Display Attribut
— herm |[WR23763  Master Oy @ all
| Description |Extendad Notebaok PC Service Pragram (Gal [[- |
]
4 MPSIMRP Planning  Lead Times  Work In Process Invoicing  Process Manufacturing  Service EI
(E I Customer Ordared [ Customer Drders Enablad _Shippahle
W Intarnal Ordered W Internal Orders Enabled (3] W OF Tranzactable (J)
[/ Pick Components Check ATP |Nnne '|
[ sssermble to Order ATP Rule
ATP Components |Mene v|
[7 Ship Modal Cormplate (1) Ficking Rule
Diefzuli Shipping Organization |
Default S0 Source Type |Intema| v|
Shipping Sublnventary |
Charge Pariodicity |
[ Retumahla Tol
[/ RM& Inspection Required Cwer Shipment ’7 Dwer Return ’7
[T Financing Allowed Under Shipmeant '7 Under Return ’7

1. Select the Customer Ordered check box.

The Customer Orders Enabled check box is automatically selected.

2. Select the OE Transactable check box.
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3. Select the Internal Ordered check box.

The Internal Ordered Enabled check box is selected automatically.

7. Select the Invoicing tab:

aster [term (1)
:ﬁ Organization W1 |Vlslnn Operations Display Attributes
iem WR23763 T Master  Qrg L]
Daceription |Extended Notehook PC Service Program (Gol [’,— ]
&

MPSMREF Flanning  Lead Times  Work In Process  Order Manapement NOEEENIBE Process Manufacturing Senice EI

[

¥ Invoicaable lkem [
¥ lrwnice Enabled (¥)

Accounting Rule

Invoicing Rule

Output Tax Classification Code
Sales Account ||]1.51|]411|].I]][I]J]I]I]

Payment Terms

e Select the Invoiceable Item and Invoice Enabled check boxes

8. Select the Service tab.
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1 ltem 13

[ Enatle Contract Coverage (Z)
" Enzhle Defact Tracking

| Enatle Provisioning

—1 lled Basa

[ Track in Installed Base

[7 Create Fired Assel

Instance Class ™

= Organization W1 |Vlslnn Operations Display Attributes
f— lem [WR23763 © Master “ Org -l
l Description |Exhem:|ed Notehook PC Service Pragram (Gol [‘.. ]
i . : . :
[§ MPSMRF Planning  Lead Times  Work In Process  Order Management  Invoicing  Process Manufacturing EI
—
[?E — Service Service Contracts
= Senice Regues Inactive - Cantract ftermn Type 'Sarvice -
Duration 1

Duration Period Year

Template |Gold
Starting Delay (Days) 0

Debrief and Charges
] —
Dizposition
|Enable Senice Billing

BilingType [ 7]

1. In the Contract Item Type, select Service from the LOV.

2. Select a Duration and Duration Period.
The duration and duration period are used for passing the service duration for

the service item, when it is selected in the Oracle Quoting application.

3. From the Template LOV, select a coverage template.

9. Save.

Creating Warranty ltems

Warranties are services that are given to the customer free of charge. The price is
assumed to be included in the price of the associated product.

You must define warranty items in the item master.

This procedure highlights an example of how a warranty item can be set up, for
additional information on setting up product items in Oracle Inventory refer to the
Oracle Inventory User’s Guide.

For information about warranties, see About Ordering Service in Oracle Order
Management, page 6-2.

This table distinguishes between warranties and services. Extended warranties are
considered services:
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Warranties

Services

Non-orderable and managed automatically

Cannot be authored, can only be created when
products under warranty are sold from Oracle
Order Management or are manually created in
the Install Base

Do not have a price

Associated with serviceable items in Bill of
Materials (BOM)

Have warranty inheritance rules

Cannot be renewed, can be extended or
terminated

Can be sold on a quote, order, or service
contract.

Can be authored or created through the Order
Management interface.

Has unit or percentage based pricing.

Not included in a bills of material (BOM).

Do not have warranty inheritance rules.

Can be renewed, extended, or terminated.

Prerequisite

Confirm that a Coverage Template is defined. See Defining a Service Coverage, page 23-

7.

To create a warranty item:

1. Open Oracle Inventory and navigate to Inventory. Select Items, and then select

Master Items.

2. If prompted, enter an organization.

The Master Items window appears.
3. Enter an item.

4. Enter a description.

5. On the Main tab, select the User Item Type, Service Pgm/Warranty.
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6.

Organization W1 |\ﬂsion Operations Display Attributes
ftem “NR11531 (H Master ' Qry Ll

o
—
{ Description [Des‘klnp PC Warranty ”.. 1
[Lﬁfl
ﬁ -

[

Inventary  Bills of Waterial ~ Asset Management  Costing  Purchasing Receiving  Physical Attributes

¢~ Unit of M
Primary Year

TR T
rimal -

rac. i = N e specific ltem Status |Active

Piicing | Primary -

= 5oth

Conversions » .
Uzer ltemn Typa [SGMCO Pgm / Wa

Secondary |
Defaulting 7

Diavistion Factor + 0 2
Deviation Factor - 0 %

Lang Description

|+

4

Select the Order Management tab:
e Select the OE Transactable check box.
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lterm [WR11531

]|

r"

WPSMRP Planning  Lead Times

Wark In Process

i

" Customer Orderad

"lntemal Orderad
Pick Components

“Asserrhle to Order

TIShip Model Camplete ()

" Returnable
TIRMA Inspection Reguired
Financing Allowsd

Crganization (W1 |‘n‘ls\un Operations Display Attributes
’/h Masier © Qrg L]
Dascrigtion IDssk(up PC Warranty | -

Inwicing  Process Manufacturing — Service

=

[ Zustorner Orders Enabled
[irternal Ordars Enabled ()

[ Shippable
[ OE Transactable (J)

Check ATP | None

ATP Rule

ATF Carnponents | None

Picking Rulz
Default Shipping Organization

Default S0 Source Typa ‘Internal

Shipping Sublnventory

Charge Periodicity |

Tolerances

COiver Shipment
Under Shipment

Civer Retum
Under Retum

7. Select the Invoicing tab:
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8.

Organization W1 Vision Operations

kem [WR11531
Description [Deskmp PC Warranty

el

Order Management

F

isplay Attribut

Master ~ Ory -

Process Manufacturing  Service

&

1

RIS
(8
i
4  MPSMRP Planning  Lead Timas  Work In Process

Accounting Rule

Invoicing Rule

Output Tax Classification Code

Sales Account

Payment Terms

W Iwvaiceabla fam ()
¥ Irwnice Enabled (1)

F]1-51I]411I]-[I][I]J]I][I

e nams

e Select the Invoiceable Item and Invoice Enabled check boxes.

Select the Service tab.
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[ 8 v e

ster ltem (1)

MESMREP Planning

— Service

[" Enable Contract Coverage (@)
[T Enable Defact Tracking

[~ Enahble Provisioning

—1 lled Basa

[ Track in Installed Sase

["'Create Ficed Asset

Instance Class i

Organization V1 Vision Operations — Display Attribut
lterm ‘WR11531  Master ' Ory A
Descripticn ‘Deskmp PC Warranty [|_—]
Lead Times “Work In Process  Oirder Management Invoicing Frocess Manufacturing =1 E‘
Service Contracts
Sanica Reguest |Inactive - Contract ltem Type | Warranty A
Duration 3

Duration Period | Year
Template 100% Coverage

Starting Delay (Days] 0

Dehrief and Charges
Recovered Part
Dizposition

"IEnable Senice Billing

Biling Ty [~

Select a Duration and Duration Period.

In the Contract Item Type, select Warranty from the LOV.

From the Template LOV, select a coverage template.

You may enter Starting Delay (Days) for the Serviceable items.

For serviceable items that are covered by Warranty, you can enter Starting

Delay (Days), which will affect the start date for the contract. The start date for
the contract is equal to the ship date plus the value entered in the Starting Delay
(Days) field. The same date is also used by Oracle Installed Base as the installed

date of the product.

For information on modifying warranty dates, see Modifying the Dates a

Warranty Is Effective, page 6-18.
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3 Maczter ke (1)

) fe]

[

9. Save.

Organization W1 |Visinn Operations Display Autrit
[tem |ASS4888 O Master 'Oy - A
Description |Sentinel Standard Desktop TPD [F 1
MPS/MRP Planning  Lead Times  “Waork In Process  Order Management  Invoicing  Procass Manufacturing w il
~ Service ~ Service Contracts
Semwvice Request |Enabled - Contract ftem Twpe :I
[+ Enable Contract Coversge (Z) Duration
| Duration Period
W Enable Defact Tracking | Template
|| Enahle Provisianing Blatnylbelal e
— Installed Base - — Dehrief and Charg "
Recovared Part
v i Fast Retu v
Track in Installed Base DXk ast Return
[ Create Fixed Asset W Enable Serice Billing

Note: After a warranty is defined, it must be associated with a
serviceable product in the Bill of Materials for a warranty contract
to be automatically created. Refer to the Oracle Bills of Material
User’s Guide for further information.

When a product is shipped or manually created in the installed
base, the warranty is automatically created in Oracle Service
Contracts. Warranties allow a support service to be associated with
a product automatically. The warranty is automatically associated
with the customer product in the installed base upon ordering and
fulfillment of the product to the customer.

Each serviceable product can be fulfilled with one or more base
warranties defined as components in the BOM for the product.

10. Select the Enable Contract Coverage check box.

This makes the product serviceable. The Track in Installed Base check box is
automatically selected.

1. If defects for this item are to be tracked, then select the Enable Defect Tracking
check box.

12. Select the Enable Service Billing check box.
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13. Select the Billing Type field. For example, Material, Labor, or Expense.

14. Select the Recovered Part Disposition speed.

This indicates if replaced parts are to be recovered and how quickly.

15. Save.

Creating Subscription ltems

For subscription items to be priced and sold on a contract, they must be defined in the
item master.

A Subscription Item Type can either be selected as a contract line item on subscription
agreement, or as a subline to a service line.

*  When a subscription is on a line, you are selling that subscription. An example is a

magazine subscription, delivered once per month for a year.

¢ If you want to sell service that provides coverage on a subscription, an example is a
subscription used to track the duration that a user has access to a web based service.
The service coverage on that subscription would be used to provide support if the
customer has problems with the service, such as a login issue.

This procedure highlights an example of how a subscription item can be set up, for
additional information on setting up product items in Oracle Inventory refer to the
Oracle Inventory User's Guide.

For information on entering subscription lines, see About Subscriptions, page 5-1.
Prerequisite

Confirm that a Subscription Template is defined. See Setting Up a Subscription
Template, page 23-14.

To create a subscription item:

1. Open Oracle Inventory and navigate to Inventory. Select Items, and then select
Master Items.

2. If prompted, enter an Organization.

The Master Items window appears.
3. Enter an Item.
4. Enter a Description.

5. From the Main tab, select the User Item Type.
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T Organization V1 Vision Operations

—1 ltem |Annual Vision

Display A

( g Description  |Annual Vision Subscription

" Master © Ory - A

ilalz]
Ei WETN Irwentory  Bills of Material — Asset Management  Costing

Receiving  Physical Attributes

B

—
{i: ¢~ Unit of M
= Conversions

Primary |Each
' Standard
Tracking

. = T ltem specific
Prcing |Primany -

® Hoth
Secondary

Defaulting -
Deviation Factor + 0 %
Deviation Factor - 0 2%

Long Description

User lter Type  Purchased item

ltern Status  Active

6. Select the Order Management tab:

1. Select the Customer Ordered check box.

Creating Contract Items in Oracle Inventory 22-13



O Master arr

Organization V1 |Vision Operations i~ Display Auributes
Item |[Annual Yision  Master < Ory - A

Description  Annual Vision Subscription

fimi

| ﬁ MPEMRP Planning  Lead Times  Woilk In Procece MRIGEE (LN Inynicing  Process Manufactuning Sewice "—_’I
@ W Cusiomer Ordered W Customer Orders Enabled [+ =hippahle
Clintemnal Ordered Clntemal Orders Enabled (G} I OE Trans=ctable (J]
[T Pick Componerts Check ATP ‘NDHB '|
[ Azcamble to Oider ATP Rule ‘
ATF Components ‘NDI‘IE v|
I Ship Model Complete (K] Ficking Rule ‘

Default Shipping Jrganization Seattle Manufacturing
Default S0 Source Type | Internal v|

Shipping Sublnventory
Charge Perindiciy

¥ Returnakle Tolerances
[ RMA Inspection Required Dwr Shipmert Cver Return
[ Financing Allowed Under Shigment Under Return

The Customer Orders Enabled check box is automatically selected.
2. For tangible subscriptions, select the Shippable check box.
3. Select the OE Transactable check box.
4. From the Contract Item Type LOV, select Subscription.

5. Select the Subscription Template that should be associated with this item.

This defines the fulfillment schedule defaults.

Note: You must select a Subscription template. If you do not
select a template, the subscription cannot be used on the
authoring form, it will display an error.

7. Select the Invoicing tab.
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Organizstion W1 Vision Operations

Display Attributes

LR
( Description |Annual Vision Subscription [F 1

—] ftern |Annual Vision T haster “ drg - A
&
Ei MPSMRP Planning  Lead Times  Work In Process  Order Management Process Manufacturing  Semice EI

Accounting Rule

Invoicing Rule

Qutput Tax Classification Code
Ssles Account

Payment Temns

[ lrvaiceahls ltem ()
W lnwoice Enabled (¥)

Immediate

Advance Invoice

[I]i 410-4110.0000-000

e

Select the Invoiceable Item and Invoice Enabled check boxes.

8. Select the Service tab:

1.

To enable the ability to file service requests against this item, select Enabled

from the Service Request list.

Select the Enable Contract Coverage check box to identify this product as being

serviceable.

The Track in Installed Base check box is automatically selected.
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O Waster am (¥1)

il ﬁm@f

Crganization |1 |Vlslnn Operations

term |Annual Vision

Description  |Annual Vision Subscription

IAPSMMEP Planning

Lead Times  Work In Process  Order Management  Invoicing  Process Manufacturing B

Display Attributes

T Master © Qry - A

ar

&

— Service

Service Request -

[ Ensble Contract Coverage (Z)
O Ensble Defact Tracking

| Enshle Pravisioning

i~ Service Contracts

Contract ltem Type |Subscription -
Duration
Duration Period

Template |Annual Wision

Starting Delay (Days)

-~ Installed Base

& Track in Installed Base

I Creste Fixed Asset

htanca Class [ ]

Debrief and Charges

Recovered Part l—_|
Dizposition

[/ Enahla Service Eilling

BilngTyoe [ -]

3. From the Contract Item Type LOV, select Subscription.

4. Select the Subscription Template that should be associated with this item.

This value defines the fulfillment schedule defaults.

9. Save.

The subscription item is now an inventory part as well as a serviceable product.

Creating Usage Items

For usage items to be priced and sold on a contract, they must be defined in the item
master. Usage includes things such as the number of copies made on a printer or the

Note: You must select a Subscription template. If you do not
select a template, the subscription cannot be used on the
authoring form, and an error appears.

number of calls made to Support.

This procedure highlights an example of how a usage item can be set up, for additional
information on setting up product items in Oracle Inventory refer to the Oracle Inventory

User's Guide.

For information about entering usage lines, see About Charging a Customer for Usage,

page 4-2.
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To create a usage item:

1.

Open Oracle Inventory and navigate to Inventory. Select Items, and then select
Master Items.

If prompted, enter an Organization.

The Master Items window appears.
Enter an Item.
Enter a Description.

From the Main tab, select a User Item Type.

O Master liem /1

Organization V1 |\Flslon Operations i~ Display Atributes
ltem |QP-LPTR-U © Master Qg & A

Description |UsagB item for laser printers [|_ 1

[ &
B

ot o

mwentory Billz of Mataial Asset Management Costing  Purchasing  Recewing  Fhysical Aftributes

— Unit of Measure

] Conversions
Primary |Each User ltern Type |Finished good

" Standard

Tracking | Prima A
2 o O ltem specific ltern Gtatus |ch1iw
,7 ® Binth

Secondary

Defaulting ~
Dreviation Factar + 0 %
Dewviation Factor - 0 %

Long Description

Select the Order Management tab.
1. Select the Customer Ordered check box.

The Customer Orders Enabled check box is automatically selected.
2. Select the Internal Ordered check box.

3. The Internal Orders Enabled check box is automatically selected.
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Organization ,F |\!ision Operations Display Awibutes
ltem |(QP-LPTR-U (" Master < QOry - A
Description |Usage item for laser printers -
MPS/MMRP Planning Lead Timas Wik I Procacs Irinicing  Proress Manufaciuing  Sewice /‘—_’I
« Customer Ordered W Cysiomer Orders Enabled [~ Shippahle
“Intemal Ordered “Iniemal Orders Enabled (G) [ CE Transactable (J)
"IRick Componerts Check ATF |Nnne ‘|
" Aszzemhbla to Order ATP Rule I
ATP Componerts |Nnne v|
“IShip Model Complete (k) Ficking Rule |
Default Shipping Crganization
Default SC Source Type |Internal v|
Shipping Sublnventory
Charge Periodicity |
+ Returnable Tolerances
“IRMA Inspection Reguired Owar Shipmant l— Qver Return ’—
T Financing Allowed Under Shipmant l— Under Return ’—
~_,

7. Select the Invoicing tab.
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8.

astar ltam

Organization V1 Vision Operations Display Attributes

kem |QP-LPTRU

I
gr_

Dascription ‘Usaga item for laser printers

MPSMRP Planning  Lead Times  Waork In Pracess

" Master © Ory - A

Process Manufacturing  Service EI

[ I ) ]

Accounting Rule

Invoicing Rule

Output Tax Classification Code
Sales Account

Payment Terms

¥ Invnice Enabled (Y)

—
——

F]1-51I]411I][I][I]J]I][I

P n T

e Select the Invoiceable Item and Invoice Enabled check boxes.

Select the Service tab.
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3 hlaster fem (413

:9 Orgarization 61 |Vision Operations i~ Display Auributes
—1 [tem |[@P-LPTR-U < Waster “0ry Ll
[ Description |Usage item for laser printers [r 1
B
[ ‘ﬁ MPE/MRP Planning  Lead Times  Work In Pracess Order Management  Invoicing  Process Manufacturing m [LI
= | [~ Service Service Contracts
iz
Service Request |Inactive 5 Contract ltern Type
[ Enable Contract Coverage () UGG g
Duration Period
[1Enable Defect Tracking Termplats
[ Enable Provisioning Sl eleyy (Pe) g
el | lled Base Dehrief and Charges
R d Fart
7 Track in Installed Base ecgere 02 v
isposition
[ Create Fixed Assat [ Enahle Servics Billing
mstenceClss [ ] BingType [ -]

1. In the Contract Item Type, select Usage from the LOV.

9. Save.

Defining Serviceable Products

To be covered by a service item, subscription item, warranty item, or extended
warranty item, a product item must be classified as a serviceable product.

Prerequisites
Confirm that the product items exist in Oracle Inventory.

For additional information on setting up product items in Oracle Inventory, refer to the
Oracle Inventory User's Guide.

To define a serviceable product:

1. Open Oracle Inventory and navigate to Inventory. Select Items, and then select
Master Items.

The Master Items window appears.

2.  Query an item.

1. From the View menu, select Query By Example and then Enter.
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3.

2. Enter a value in the Item field, for example %AS5%.

3. From the View menu, select Query By Example and thenRun.

The queried item appears in the form. Click the arrow to see additional items
that match your query.

Select the Service tab.

3 Master lbem 1)
& Organization W1 |Visinn Operations Display Autrit
p— [tem |ASS4888 o Master Oy - A
[ Description |Sentinel Standard Desktop TPD [F 1
o
L -
( ﬁi MPS/MRP Planning  Lead Times  “Waork In Process  Order Management  Invoicing  Procass Manufacturing w ZLI
?'.: [ Serwvice — Service Contracts
L=
Service Request |Enabled - Contract ftem Type l:l
[+ Enable Contract Coverage (Z) Duration
Duration Period
W Enahle Defect Tracking Template
| Enable Provisioning Starting Delay (Days)
— Installed Base + i~ Debrief and Cl !
Recovered Part
v Track in Installed Base Dlvashig Fast Return
[ Create Fixed Asset W Enable Serice Biling

To enable the ability to file service requests against this item, select Enabled from
the Service Request list.

Select the Enable Contract Coverage check box.

This selection makes the product serviceable. The Track in Installed Base check box
is automatically selected.

If defects for this item are to be tracked, then select the Enable Defect Tracking
check box.

Select the Enable Service Billing check box.
Select the Billing Type field. For example, Material, Labor, or Expense.

Select the Recovered Part Disposition speed.

This value indicates if replaced parts are to be recovered and how quickly.
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10. Save.

The product item is now a serviceable product.

Restricting How Items Are Used

Contract categories restrict the line types that can be added to a contract. Accordingly,
how you classify an item in Oracle Inventory impacts which contract categories can use

the item.

This table shows the contract line items that can be used by each of the contract

categories.

Contract Line Service Subscription Warranty and Warranty
Item Agreement Agreement Extend
Warranty (automatically
generated from
Oracle Order
Management)
Service contract  Yes Yes Yes. No
item type
P Line Type
indicates
Extended
Warranty rather
than Service.
Subscription Cannot be used Yes Cannot be used No
contract item as a contract line, as a contract line,
type but can be used but can be used
as a subline as a subline
Usage contract Yes Yes No No
item type
Warranty No No No Yes

contract item
type
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Setting Up Standard Coverage and
Subscription Templates

This chapter covers the following topics:

* Overview of Standard Coverage and Subscription Templates
® Specifying Standard Coverage

* Defining Standard Coverage

¢ Setting Up a Subscription Template

* Copying Standard Coverage into a New Coverage

* Modifying Standard Coverage for Existing Contracts

* Modifying Standard Coverage for New Contracts

Overview of Standard Coverage and Subscription Templates

This group of topics explains how can set up coverage and subscription templates.

Oracle Service Contracts enables you to define a standard set of templates, to create
offerings for a common set of agreements used by your organization, and modify them
to meet your customers' requirements.

In order to create a:
® Service item in Oracle Inventory, you must first define a Standard Coverage.

® Subscription item in Oracle Inventory, you must first define a Subscription
Template.

Standard Coverage

A Standard Coverage contains attributes that are associated to a Service Item in Oracle
Inventory. It provides key information on how service should be carried out on
products covered under the contract. For each business process covered, it defines the
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times of coverage, days of coverage, reaction and resolution times for a service request,
preferred resources, and the discounted rates that would be applied when work is
performed on covered products, see Specifying Standard Coverage, page 23-3.

You can use Standard Coverage to define warranty inheritance rules and transfer rules.

You can also link a Preventive Maintenance (PM) program to standard coverage, which
includes the schedule to perform a particular set of activities, such as changing toner in
a copy machine.

Note: The preventive maintenance schedule is created in a manner
similar to the billing schedule. Multiple maintenance streams can be
defined for a preventive maintenance program. Preventive
Maintenance programs are defined in Oracle Complex Maintenance,
Repair, and Overhaul. For more information, see the Oracle Complex
Maintenance, Repair, and Overhaul User’s Guide.

The following topics and procedures define and describe how to set up standard
coverage:

* Specifying Standard Coverage, page 23-3

* Defining Standard Coverage, page 23-7

e Copying Standard Coverage into a New Coverage, page 23-16

* Modifying Standard Coverage for Existing Contracts, page 23-16

* Modifying Standard Coverage for New Contracts, page 23-17

Subscription Template

A subscription template contains attributes, that are associated to a subscription item in
Oracle Inventory. The attributes include Subscription type, Media and Property type,
Fulfillment Channel, and Frequency.

A subscription item can be a tangible item like a magazine, or an intangible item like a
membership.

Currently Oracle Order Management is supported as the fulfillment channel. If no
fulfillment channel is specified, it is considered an intangible item, and no delivery
schedule is created for that item. Subscription Frequency such as Yearly, Monthly,
Weekly, and Daily identifies how often an item should be delivered.

The following procedure describes setting up a subscription template, Setting Up a
Subscription Template, page 23-14.
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Specifying Standard Coverage

Service coverage describes the situations under which the customer is covered for
service. Services are broken down into business processes, which are related the service,
such as Depot Repair. Coverage Terms are then defined for these business processes.

Creating a Standard Coverage

Define
Coverage

Define
Respl ution | »
Times

Define D efine
----- | Business - Coverage

Processas Times

Define Reaction
----- - Times — -

Define Define Billing
Resources [ Types

| Defire Warrarty
 S— Inheritance
| Rules (ootional)

i Define Transfer
» -------- Rules

(optioral)

Aftach
| Prevertive
 I— hairtensnce
Programs

(optioreal)

The preceding diagram shows the steps necessary to complete standard coverage. A
description of the steps and an example follow:

Define Coverage: Specify coverage name, type, importance level, effective dates,
warranty inheritance, transfer rules, or attach a preventative maintenance program.

Define Business Process: Specify the business processes that the Standard
Coverage will use.

For example, select the Field Service business process. You will need to define
coverage times, reaction times, resources, and billing types for each business
process that you add.

Define Coverage Times: Specify the days of the week and hours used to calculate
reaction and resolution times. A customer can request service anytime. If they call
up support, the service agent will not turn down the call if the call is beyond the
coverage times. The coverage times simply determine the starting point from where
you start counting reaction and resolution times. For example, if coverage ends at 5
p-m. on a Monday and starts again at 9 a.m. on a Tuesday, with a two-hour
response time, then a call received at 4 p.m. on Monday, will have a respond time of
10 a.m. Tuesday (assuming that work through is not selected). If the coverage is 24
hours per day, seven days a week, then the respond by time would be 6 p.m.
Coverage times are defined for each business process as part of coverage terms, and
they are applicable to one time zone.
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* Define Reaction Times: Specify the allowed amount of time by which action must
be initiated for a requested process.

For example, set up reaction times of two hours on Monday through Sunday,
Therefore, you must respond within two hours of being notified by the customer.

Reaction times are tied to severity.

* Define Resolution Times: Specify a fixed time per contract by which a normal
operation should be restored. The Resolution Times will be made available to other
functions, such as Service Request.

For example, you could set up resolution times of eight hours Monday through
Friday, which means if the customer calls Monday through Friday you must resolve
the issue within eight hours.

Resolution times are tied to severity.

Note: When checking entitlements in Oracle TeleService, the
application uses the best customer time zone to calculate reaction
and resolution times. For example, in the preceding scenario, if the
best customer time zone is EST.

Service request determines the best customer time zone for service
entitlement in the following order:

¢ Incident time zone: The time zone of the incident. It can be
derived from the incident address on a service request.

* Primary contact time zone: The time zone of the primary
contact

* Customer time zone: The time zone derived from the Service
Request Customer's identifying address or phone number.

* Server time zone: The time zone of the server. By convention,
all date and time information in the E-Business Suite is stored
according to this time zone. In many cases, this time zone is
also referred to as the corporate time zone.

Other rules that help determine the best customer time zone,
include:

e If the best customer time zone matches a coverage time zone,
the application converts the service request reported time to the
best customer time zone and uses the coverage times setup for
the best customer time zone. The application returns respond
by and resolve by times by adding the applicable response time
and resolution time to the passed service request reported time
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in server time zone.

e If the best customer time zone does not match any coverage
time zone but the default coverage is defined applicable to all
time zones, the application converts the service request
reported time to the best customer time zone and uses the
coverage times setup for the default coverage time zone. The
application returns respond by and resolve by times by adding
the applicable response time and resolution time to the passed
service request reported time in server time zone.

e If the best customer time zone does not match any coverage
time zone and default coverage is not applicable to all time
zones, the application converts the service request reported
time to the default coverage time zone and compares it with the
coverage time defined for the default coverage time zone. The
application returns respond by and resolve by times by adding
the applicable response time and resolution time to the passed
service request reported time in server time zone.

Example

Scenario Result

Best customer time zone: EST Respond By: 10AM, EST
Reported Time: 9AM, EST Resolve By: 2PM, EST

Coverage (not default) defined for
time zone EST:

Coverage Time: 9AM to 6PM,
Monday through Friday

Response Time: 1 Hour

Resolution Time: 5 Hour

Setting Up Standard Coverage and Subscription Templates

23-5



Best customer time zone: EST Respond By: 10AM, EST
Reported Time: 9AM, EST Resolve By: 2PM, EST

Coverage defined for time zone
EST:

Coverage Time: 9AM to 6PM,
Monday through Friday

Response Time: 1 Hour

Resolution Time: 5 Hour

Best customer time zone: EST Respond By: 10AM, EST
Reported Time: 9AM, EST Resolve By: 2PM, EST

No Coverage defined for time zone
EST

Default Coverage and applicable to
all time zones:

° Coverage Time: 9AM to 6PM,
Monday through Friday

®  Response Time: 1 Hour

Resolution Time: 5 Hour

Best customer time zone: EST Respond By: 1PM, EST
Reported Time: 9AM, EST Resolve By: 5PM, EST

No Coverage defined for time zone
EST

Default Coverage but not
applicable to all time zones:

Coverage Time: 9AM to 6PM,
Monday through Friday

Response Time: 1 Hour

®  Resolution Time: 5 Hour
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Define Resources: Specify the list of resources that are eligible to work on a specific
task when a service request is created. Resources can be classified as Primary,
Preferred, or Excluded.

For example, identify a primary service engineer that responds to service calls.
This information is used by Assignment Manager to assign a service engineer.
Define Billing Types: Specify for each Business Process, what type of work is

covered, to what limit, and at what rate. The billing types and rates are used when
calculating the amount to charge a customer when work has been performed.

For example, define a replacement transaction type where the customer is charged
for material and labor.

Defining Standard Coverage

Prerequisites

The following must be defined as part of your implementation:

Coverage Type Lookup Code (Oracle Service Contracts)
Business Processes (Oracle TeleService)

Price List (Oracle Order Management)

Time Zone

Service Request Severity (Oracle TeleService)

Resource Types (Oracle TeleService)

Resources (Oracle TeleService)

Billing Types (Oracle TeleService)

Billing Rates (Oracle TeleService)

Preventive Maintenance Program (Oracle Complex Maintenance, Repair and
Overhaul)

To define standard coverage:

1.

From the Navigator, navigate to Service Offerings, and then select Standard
Coverage.

The Standard Coverage window appears.
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2. In the Coverage region, enter the following:

Coverage [
Mame |Guld Type |Gold Coverag Importance Leval | 1 Effzctive Dates IZSJUL-ZI]IJI] -| | Unz Oetails
Diescription |Guld Coverage 24x7) Euception | [ Buitable 25 Excaption ( Motes
I 1 aranty Inhertance [ Synchronize Date Installed |( Free Upgrade Transfer Transfer I
= ive Maint -
[ Pragram Mame |PM Maintenance for Fragram Deserption | . Schedulz \ [|—]
i Offeel —— i
l Business Process Curation  Periad  Start Date End Date Frice List Dizcount [1
Regction Times  Regolution Times Besources Eilling Types
Tirne Zone Diefault
rl = [ Apply Defaull to other Time Zones
\ O
‘ 0I5
7 Covered Times
Start Time  End Time Mlanday Tussday Wezdness day Thurscay Friday Saturday Sunday
| [ [m [ O [ i m O (%
O O O O O O O
[ [ I I I I
’— ’— [ C | [ O O [ B .
[ [ [ [ + | &bweays Coverod

Name: Enter the name of the coverage.
Type: Select the type of coverage such as Gold, Silver, or Bronze from the LOV.

After you select a coverage type, the Importance Level field and start dates for the
Effective Dates fields are populated with values.

The effective Start Date is required and the End date is optional.

Note: When reviewing a service request, a service agent can click
the Line Details button to open the Line Details form, which
enables the service agent to view the covered level details and
compare the products covered under the contract with those that
are related to the service call.

The Line Details button is active only when the contract coverage is
viewed from the Service Request form. It is disabled when you
create or update standard coverage.

Access to the Line Details option is controlled by application
function security so that only authorized users are able to see the
contract line details. You must ensure that your administrator has
added the Service Contracts function named Covered Level Details
to the appropriate user menus.

Description: Enter a brief description for the coverage.

Exception: Optionally, enter an exception coverage for the standard coverage
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definition.

Note: Although there is no support for exception coverage during
entitlement calls, the ability to define exception coverage does
facilitate extensions to the entitlement process.

For example, you may wish to extend exception coverage to all
customers with the Gold coverage plan in order to ensure a
minimum level of support for these customers even if their
contracts expire; or an exception coverage may be referenced for
entitlement calls to a contract under a grace period.

Suitable as Exception check box: Select this check box if you want to use this
standard coverage as an exception coverage for other standard coverages.

Note: You can add a note the standard coverage by clicking the
Notes button. This opens the Notes window.

For information on notes, see Communicating Using Notes, page
19-1.

1. Define warranty inheritance rules as follows:

Warranty check box: Select this check box to define warranty inheritance, which
allows the warranty to continue if the product is replaced. This check box controls
whether or not this coverage can be selected against a warranty item in the item
master.

Inheritance: Select value if the warranty should continue when the product is
replaced.

Remaining Duration: Replacement product's warranty is the remaining duration of
the original warranty.

Full New Duration: Replacement product's warranty is a new warranty duration.

Note: The Warranty check box can be updated. However, if an
Inheritance has been entered in conjunction with the Warranty
check box, the Inheritance must be set to NULL before the
Warranty check box can be unchecked.

Billing Types may be set up for warranties as for any other type of
coverage.

Synchronize date installed check box: Select this check box, if you
want to set the warranty start date to be the same as the installation
date.

When a product installation date is changed, Service Contracts
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checks for contracts that cover that product. For every service that
covers the product, the coverage definition is checked for warranty
coverage that has the attribute set to allow the installation date
synchronization.

If this option is selected, Service Contracts checks whether any
service request has been logged on dates that would be outside the
warranty period if it were changed to start on the new installation
date. If no service request exists, the warranty start date is changed
to the installation date. To preserve the original duration of the
warranty, the end date is also changed. The effect of the change is
automatically cascaded to the coverage definition.

In order for this feature to work you must confirm that within the
Status and Operation setup, the Active status is checked for Update
Online within the Warranties/Extended Warranties category.

Define other standard coverage rules as follows:

Free upgrade check box: Select this check box if you want to track this coverage as
having a free upgrade.

This flag does not provide any automated functionality at this time.

Transfer: Determine the status of the contract in case a customer product is
transferred from one owner to another. This is a required field.

No Change: There would not be any changes in the existing owners contract. No
new contract is created for the new owner.

Terminate: The current contract subline is terminated. The termination date would
be the transfer date. No new contract is created for the new owner.

Terminate ifNot Related: If the new owner is related to the current owner, no
changes are made to the contract. If the parties are not related, the current contract
is terminated. The termination date would be the Transfer date.

Transfer: The current contract subline is terminated with the Termination date set
to Transfer date. If the Contract Transferred is a Warranty Contract, then a Contract
for the new Owner is created in Active Status. If the Contract transferred is an
Extended Warranty or Service Contract, a contract is created for the new owner in
the status defined by the profile option OKS: Transfer Status. The contract will have
a one-time billing schedule and advance billing.

Transfer if Not Related: If the new owner is related to the current owner, this
option keeps the current owners contract in force. If the owners are not related, the
current contract is terminated and a contract for the new owner is created. If the
contract transferred is a Warranty contract, then the new contract is created in the
Active status. If the contract transferred is an Extended Warranty or Service type
contract, the contract will have an advance one-time billing schedule and the status
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of the contract would be defined by the profile option OKS: Transfer Status.
Define Preventive Maintenance programs as follows:

Program Name: Select a Preventive Maintenance Program.

The program description displays after you select a program name.

Preventive Maintenance programs are set up in Oracle Complex Maintenance,
Repair, and Overhaul.

Note: You can open the Preventive Maintenance Schedule form and
view or modify the information related to the selected Preventive
Maintenance program, by clicking the Schedule button.

For more information on setting up Preventive Maintenance
programs, see the Oracle Complex Maintenance, Repair, and Overhaul
User's Guide.

In the Business Process region, enter the following;:
Business Process: Select a Business Process from the LOV, such as Depot Repair.

Offset Duration: Enter the offset duration or amount of time you would like the
service to be offset from the authored contract's start date.

For example, set onsite support to start one month after the contract comes into
effect and set hotline support to be available immediately.

Offset Period: Specify the unit of measure for the offset duration, such as hour or
day.

If the Offset Duration is modified, the Start and End dates are automatically
adjusted as long as they're within the range of the service coverage dates, and
conversely, if the Start and End dates are modified, the Offset Duration is
automatically adjusted.

Price List: Select the default price list that should be used when billing service
charges.

Discount: Select the percentage of discount allowed for the transaction group, for
example 10%, from the LOV.

From the Coverage Times tab, enter the following;:

Timezone: Select a Time zone from the LOV.

You can define more than one time zone for each business line. However, you must
define at least one time zone for every business process line.

Default check box: Select a time zone as the default for the selected business
process.

Apply Default to Other Time Zones check box: To have the Default coverage
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times applied to any other time zone for which you have not entered any coverage
times, select the Apply Default to Other Time Zones check box

In the Covered Times region: Enter a Start Time, End Time, and select the check
boxes for the applicable days for each time zone.

For a given business process, the coverage time for at least one day must be entered.
You can enter multiple coverage times for a specific time zone.

You can also define multiple coverage times for the same day, as long as the
coverage time records do not overlap.

Note: You can click the Always Covered button, to set to set the
Start Time and End Time for all days to 00:00 and 23:59
respectively.

5. From the Reaction Times tab, enter the following;:

Coverage TIMes l@mm Resalution Times Hesources Eilling Types
Work Through — Monday Wednesday Friday Sunday
) Seventy Mame Severiy | Aclive | Tuesday | Thursday | Saturday | _]
Highest High v v |10 [1:00 [1:00 1:00 [1:00 [1:00 [100 =
| [Average Modium v [z00 [z:00 [3:00 300 [3:00 [ [ [
l Lowest Low CJ 3:00 8:00 00 &:00 8:00

Workflow

Severity Name: Enter a name for the severity definition, for example, Level 1 or
Important.

Severity: Select the level of severity, for example High, from a LOV.

Workthrough check box: If selected, this check box overrides the normal coverage
times for that transaction.

For example, suppose you have support between 9 a.m. and 5 p.m. from Monday
through Friday with a two-hour reaction time. If a customer calls at 4:45 p.m. in the
middle of the week and Work Through is selected, then the customer is entitled to
receive support by 6:45 p.m. that evening. If the Work Through option is not
selected, then the support representative has until 10:45 a.m. the next morning to
respond to the call.

Active check box: If selected, this check box indicates this severity level is active
and makes the reaction times available through an entitlements call.

Reaction Times for days of the week: Enter specific reaction times, in hours, for
each applicable day.

For example, if 2:00 is entered in the Monday field, then a service call must be made
within two hours if the call occurs on Monday.
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Workflow: Select the applicable workflow for each reaction time name specified.

6. From the Resolution Times tab, enter the following:

Coverage Times  Regction Times  WREEMM I RITHEE Besources Billing Types
otk Through Monday Wacne sy Friday Sunday
 Sevsrity Mame Severity | Actine | Tuesday | Thursday | Saturd=y |
Highest High It I 400 4400 1:00 lz00 1:00 |6:00 600 =
|tverage [Medium 0 W 800 800 fo:00 B:00 fB:00 [ [
J [Lowest [Lowr I [ 15:00 1600  [16:00 heoo  feo | [
I | ' ' | | | | |
| | O D | | | | |
| | O = | | | | |

Severity Name: Comes from the Severity Name on the Reaction Times tab.
Severity: Comes from the Severity on the Reaction Times tab.

Workthrough check box: If selected, this check box overrides the normal coverage
times for that transaction.

Active check box: If selected, this check box indicates this severity level is active
and makes the resolution times available through an entitlements call.

Resolution Times for days of the week: Enter specific resolution times, in hours,
for each applicable day.

For example, if 4:00 is entered in the Monday field, then the issue must be resolved
within four hours if a call occurs on Monday.

7. From the Resources tab, enter the following:

Coverags Timas Reaction Tirmes  Ragolwlion Times Fesources Billing Types

Type Name Clagzification

IlPre[ened Engineer Abbott, Ms. Rhonda Preferred '| =
[l |

i —
[ e
[ |

[l

Il :

Type: Select a resource type from the LOV. For example, Engineer.

Name: Select the resource by name.

Classification: Select the proper classification for the resource from the LOV.
You can classify a resource as Preferred, Primary or Excluded.

If you classify a resource as Excluded, the Assignment Manager removes the

resource from the list of available resources.

8. From the Billing Types tab, enter the following:
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Coverags Times Reaction Times  Regolution Times Resources Eilling Types

Allave Full Digcaurt

Senvice Acthity Biling Type Up To Amaunt % Covered []
[[Per Call Charge-Labor-Labor [ 250.000,00 2000 |~

[News Material Material [ 250.000,00 60.00 |

| | \

| | \

| | [ =

[ Biling Rates

Service Activity Billing Type: Select the billing type from the LOV.
Duplicates are not allowed.

If the billing type is Labor, then the Billing Rates button is enabled.
Up To Amount: Enter the maximum allowed amount.

If you leave this field blank, the upper limit is restricted by the percentage covered
or discount you enter in the % Covered field.

% Covered: Enter the percentage covered or discount.

For example, if new parts have been installed to fix a problem at a customer site, the
bill for the work needs to be calculated, taking the coverage on the service contract
into account. If parts are covered 50% up to a maximum of $300, and the charge for
parts was $800, after applying the rates agreed on the contract, the charge would be
calculated as $500, after the maximum discount of $300 has been applied. For the
same contract rates, if the charge for parts came to $500, the customer would receive
the full 50% discount ($250) because the discount is below the $300 maximum.

Allow Full Discount check box: If selected, this check box provides 100% coverage
for warranties without requiring setup of billing types. If unchecked on the
template, the box will be grayed out on the contract. Any bill types data populated
on the template will override the use of this check box.

Billing Rates: Check this button to open the Billing Rates form.

9. Save.

Setting Up a Subscription Template

To set up a subscription template:

1. From the Navigator, navigate to Service Offerings, and then select Subscription
Template.

The Subscription Template window appears.
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scription Template

Subscription T te

Marne | Description |
Subscription Type | Media Type |
Fulfillment Channel | Frequency |I'l|'|unth|y v|
Comments | I Active

( Ok | [ Cancel J

In the Name field, enter a name for the template.

Examples of names include Monthly or Yearly.

In the Description field, enter a description for the template.

Examples of descriptions include Monthly Subscription and Yearly Subscription.

In the Subscription Type field, select the type of subscription from the LOV.

Examples of subscription types include journals, magazines, and newsletters.

In the Media Type field, select the type of medium from the LOV.

Examples of medium include document, image, and audio.

In the Fulfillment Channel field, select of one the following options:

¢ Order Management: for tangible items that need to shipped

¢ None: for intangible items

In the Frequency field, select a subscription frequency:

e Daily

e  Weekly
e Monthly
* Yearly

Enter any additional information in the Comments field.

Verify that the Active check box is selected to ensure that the subscription template
is active.
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© Subscription Template

Subscription Template

Mame |Monthly Vision Description |Munthly\r‘isiun Subscription
Subscription Type |Magazines tedia Type |Document
Fulfillment Channel (Order Management Frequency |Monthly v|

Comments |M0nthly Wision Subscription W Active

( Ok | [ Cancel J

10. Select OK.

Copying Standard Coverage into a New Coverage

You can provide a new service offering by making copy of the existing standard
coverage and incorporating required changes to it. For example, you can copy a
coverage and add additional business processes and change response times.

To copy standard coverage into a new coverage:

1. From the Navigator, navigate to Service Offerings, and then select Standard
Coverage.

The Standard Coverage window appears.

2. Click the flashlight icon in the toolbar. The Coverage Template window appears
with a list of the standard coverages. Select a standard coverage.

3. From the Tools menu, select Copy Coverage. The Copy Coverage window appears.
4. Enter a name for the new coverage.

5. Click OK.

Modifying Standard Coverage for Existing Contracts

To modify standard coverage for existing contracts:

1. From the Navigator, navigate to Service Offerings, and then select Standard
Coverage.

The Standard Coverage window appears.
2. Search for the coverage name that to modify.

3. Make updates as desired.
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4, Save.

Modifying Standard Coverage for New Contracts

Prerequisite: Create a copy of the coverage name you wish to modify. See Copying
Standard Coverage into a New Coverage, page 23-16.

To modify standard coverage for new contracts:
1. Make updates as desired.

2. Save.

3. Assign the new coverage to the service item in the Item Master. See Creating
Service Items, page 22-1.

Moving forward, the application applies the new coverage when the service is
ordered in a contract or order.

Setting Up Standard Coverage and Subscription Templates 23-17






Index

charging a customer, 4-2
A charging the customer, 4-6
communications
enabling templates, 18-5
concurrent programs, 6-14
about, 21-8
overview, 21-1

about
service lines, 3-3
about concurrent programs, 21-8
additional access privileges, 2-33
administrator workbench
overview, 13-1
applying default values, 3-60
assigning
sales credits, 2-26

contingencies, 6-22
contract
accepting, 15-4
declining, 15-6
extending without repricing, 17-4

B publishing, 13-6
specifying grace period, 17-30
billing submitting for approval, 13-7
overview, 10-1 updating, 13-11
billing and shipping contracts, 3-10 Contract
bill%ng level's, 10-4 creating, 1-4
billing profiles creating a template, 1-13
creating, 10-7 effectivity and maximum duration, 2-2
billing schedule entering parties, 2-3
specifying, 3-38, 4-31, 5-12 renewing, 2-28
billing schedules contract approval workflow, 2-30
updating, 17-9 contract extensions, 17-2
billing schedules on renewed contracts, 17-31 contract history
viewing, 16-16
C contract item types
cascading service price, 7-9 about, 22-1
changing contract status, 16-19 contract life cycle
charging managing, 16-1
flat fee, 4-9 contract line
on fixed quantity, 4-7 canceling, 17-40
reported or estimated usage, 4-11 extending, 17-6

Index-1



renewal, 3-12
terminating, 20-5
contract line entry, 2-44
contract renewals, 17-2, 17-11
contract revenue, 2-31
contracts
approving, 9-1, 9-4
bookmarking, 12-4
renewing manually, 17-27
searching, 12-12
signing, 9-6
tracking, 9-3
Contracts
copying information, 1-8
entering defaults, 2-2
contract-specific data, 18-5
contract subline
canceling, 17-42
terminating, 20-8
cotermination, 3-56
cotermination date
applying, 3-57
counter
entering, 4-21
covering
customer accounts, 3-28
inventory items, 3-34
parties, 3-27
party sites, 3-30
systems with a service, 3-32
created contacts
viewing, 6-16
creating
contract line contact, 3-10
customer contact record, 2-5
Creating
Billing Schedule, 2-12
creating groups, 12-5
credit generation, 20-13
customer acceptance portal
opening, 15-4
overview, 15-1
customer e-mail templates
about, 18-1
customer product
covering, 3-21
entering, 3-26

Index-2

D

data definition structure
viewing, 18-18

defining
grace period, 2-30

defining standard coverage, 23-7

E

E-mail attachments
creating templates, 18-4
enabling templates, 18-4
entering
billing account and address, 2-7
billing schedules, 2-11
contract defaults, 2-36
price list, 2-9
service line, 3-3
service lines, 3-3
shipping account and address, 2-8
Entering
Billing Stream, 2-13
tax exemptions, 2-21
entering party contacts, 2-4
entering subscription line
overview, 5-1
entering usage lines
overview, 4-1
event driven renewal process, 17-28
evergreen renewals, 17-22
extended contract
repricing, 17-5
extending
contract line, 17-6

F

finding contracts
bookmarked, 12-4
by status, 12-2
recently accessed, 12-3

G

grace periods
about, 17-29



H

holding credits, 2-20
how termination works, 20-2

Import

Service Contracts, 1-14
individual activities

scheduling, 3-51
Invoice

omitting a line, 3-36
invoice details

viewing, 10-16
invoice history

viewing, 10-17
invoice text

specifying, 3-37

L

line level cancellation, 17-37

maintaining pricing attributes, 3-35
maintenance program
viewing, 3-54
managing contract negotiation, 11-1
manual renewals, 17-19
modifying
customer contact record, 2-5
modifying multiple contracts, 16-1
multiple activities
scheduling, 3-50
multiple contracts
consolidating for renewal, 17-31
terminating, 20-10

N

negotiation
phases, 11-3
workflow, 11-1
notes
how to use, 19-2
using, 19-1
viewing, 19-10

(0

online renewals, 17-20
Oracle Service Contracts
overview, 1-1

Ordering service in Order Management, 6-1

organizing contracts, 2-30
original price list

reverting, 7-8
overview

default levels, 2-34
Overview

Billing Schedules, 2-11

P

Party Sites, 3-30
browsing, 3-30
payment by credit card, 2-23
specifying, 3-45
payment method, 2-23
specifying, 3-45
PDF attachments
viewing, 18-24
preventive maintenance
scheduling, 3-48
price
manually adjusting, 3-42
price adjustments
entering, 7-3
overview, 7-1
price breaks
point
range, 4-26
prorated, 4-29
prorating, 4-28
pricing, 3-39
programs
running, 21-15
purchase order, 2-27
requiring, 3-46
purchase order number, 2-25
specifying, 3-46

Q

quality assurance check

Index-3



about, 8-1

running, 8-2
quality assurance checklist, 2-31
quote letters

sending by email, 17-36

R

receivables transaction type, 2-25
recording usage, 4-32
reminders

enabling, 13-8

suppressing, 13-7
removing a contract, 12-12
renewal

event-driven, 17-28

specifying, 6-11
renewals

allowing grace period, 17-28
renewed contract

specifying grace period, 17-30
renewed contract pricing

specifying, 17-26
renewed contracts

pricing, 17-24
renewing contracts manually, 17-27
reports

about, 21-1

running, 21-15
repricing a service, 3-41
reprocessing orders, 6-15
requiring a purchase order, 2-24
restricting how items are used, 22-22
running reports

overview, 21-1
running reports and programs, 21-15

S

sales credits, 17-22
assigning, 3-59

sample marked-up documents
viewing, 18-25

scheduled service dates
updating, 3-55

schedule of shipments
specifying, 5-7

schedule streams, 3-52

Index-4

Searching
for a contract or template, 1-11
service
coverage, 3-14
modifying coverage, 3-47
seasonal or peak period, 3-13
updating, 3-59
serviceable products
defining, 22-20
Service Contract
elements, 1-2
managing life cycle, 1-4
service contract notes
adding, 19-3
service contracts
overview, 14-1
service coverage
levels, 3-15
service coverage notes
adding to service coverage, 19-8
adding to standard coverage, 19-6
service items
creating, 22-1
service line, 3-3
service lines
adding, 6-9
ending, 3-56
setup
defaults for contract renewal, 2-34
set up
system profile, 2-43
shipment status
viewing, 5-14
special price breaks
creating, 4-23
deleting, 4-27
specifying
contract term, 2-32
standard coverage
copying into new coverage, 23-16
defining, 23-7

modifying for existing contracts, 23-16

modifying for new contracts, 23-17
overview, 23-1
specifying, 23-3
starting counter reading
entering, 4-22



subscription items
creating, 22-12
subscription line
entering, 5-5
subscription price
adjusting, 5-10
subscriptions
about, 5-1
subscription template
setting up, 23-14
subscription templates
overview, 23-1
Suspending Billing for a Contract, 2-20

T

tax status
specifying, 3-57
template
registering, 18-19
uploading, 18-19
template sets, 18-23
templates for customer communications
creating, 18-21
templates for e-mails to customer
overview, 18-2
terminating a contract, 20-3
terminating contract
restrictions, 20-5
terminating contracts
about, 20-1
overview, 20-1
terminating multiple contracts, 20-10
termination, 20-13
how it works, 20-2
termination reasons, 17-37
troubleshooting errors, 8-7

U

updating multiple contracts, 13-9
usage items
creating, 22-16
usage line
entering, 4-3
using notes, 19-1

\'

value of contract
viewing, 20-12
viewing
notifications, 13-4
viewing contracts
by Sales Order Number, 6-16
viewing notes, 19-10
viewing pricing details, 5-11

w

warranty dates
changing, 6-19

warranty items
creating, 22-5

Index-5






	Oracle Service Contracts User Guide
	Preface
	Creating Contracts
	Overview of Oracle Service Contracts
	Elements of a Service Contract
	Managing the Service Contract Life Cycle 
	Creating a Contract
	Copying Information Between Contracts
	Searching for a Contract or Template
	Creating a Template from a Contract
	Importing Service Contracts

	Entering Defaults for Contracts
	Overview of Entering Defaults for Contracts
	Specifying Contract Effectivity and Maximum Duration
	Entering Parties to the Contract
	Entering Party Contacts
	Creating or Modifying a Customer Contact Record
	Entering the Billing Account and Address
	Entering the Shipping Account and Address
	Entering the Price List
	Entering Billing Schedules
	Billing Schedules Overview
	Creating a Billing Schedule Using Billing Streams
	Entering a Billing Stream
	Using Billing Streams to Handle Irregular Billing Periods
	Creating a Billing Schedule from a Billing Profile
	Specifying How Billed Amounts Appear on Invoices 
	Suspending Billing for a Contract
	Holding Credits Until the Next Billing Cycle
	Entering Tax Exemptions
	Specifying a Payment Method
	Specifying Payment by Credit Card or Commitment Number 
	Requiring a Purchase Order
	Specifying a Purchase Order Number for Invoices
	Specifying a Receivables Transaction Type for Payment
	Assigning Sales Credits
	Requiring and Specifying a Purchase Order for Service Charges
	Specifying How a Contract Will Be Renewed
	Defining Grace Periods
	Specifying and Starting the Contract Approval Workflow
	Organizing Contracts by Assigning Them to Contract Groups
	Specify a Different Quality Assurance Check List
	Entering an Estimate of Contract Revenue
	Specifying Contract Terms
	Granting Additional Access Privileges 
	Entering an Additional Description or Comment
	Setting Up Defaults for Contract Renewal
	Overview of Default Levels
	Entering Contract Defaults
	Setting Up System Profiles for Renewal Defaults
	Speeding Up Contract Line Entry Using Default Values

	 Entering Service Lines 
	Overview of Entering Service Lines
	About Service Lines
	Entering a Service Line (General Procedure)
	Changing the Billing and Shipping Accounts and Locations
	Entering Billing and Shipping Contacts for a Contract Line
	Creating or Modifying a Contract Line Contact 
	Specifying How a Contract Line Is to Be Renewed
	Renewing Service Purchased for Seasonal or Peak Periods 
	Specifying What a Service Covers
	Levels of Coverage and Their Uses
	Covering Customer Products (Instances in Oracle Installed Base)
	Covering Customer Products
	Browsing Oracle Installed Base to Identify Item Instances for Coverage
	Entering a Customer Product into Oracle Installed Base
	Covering Parties
	Covering Customer Accounts
	Covering Party Sites
	Browsing Through Party Sites 
	Covering Systems
	Browsing Through Oracle Installed Base Systems 
	Covering Inventory Items
	Viewing Details About a Covered Product
	Maintaining Pricing Attributes for Covered Products
	Specifying How the Service Prints on an Invoice
	Omitting a Line or Subline from the Invoice
	Specifying the Invoice Text
	 Specifying a Billing Schedule
	Pricing What a Service Covers
	Adjusting the Price of a Service for a Covered Product or an Item
	Repricing a Service by Changing the Price List
	Manually Adjusting the Price
	Changing the Basis for Pricing a Service
	Pricing Service for a Party, Customer Account, Site, or System
	Specifying a Payment Method for a Contract Line
	Specifying Payment by Credit Card or Commitment Number
	Requiring a Purchase Order
	Specifying a Purchase Order Number
	Modifying Coverage Provided by a Service
	Scheduling Preventive Maintenance Activities
	Scheduling Multiple Activities at the Same Time
	Scheduling Individual Activities
	Scheduling Activities at Regular Intervals Using Schedule Streams
	Viewing Maintenance Program and Activity Details
	Updating Scheduled Service Dates for a Maintenance Program
	Ending Service Lines on a Day Specified by the Customer
	About Cotermination
	Applying the Cotermination Date to a Service
	Specifying Tax Status
	Applying Changes from a Service Line to the Covered Sublines
	Assigning Sales Credits for a Contract Line
	Updating Service
	Applying Default Values to Existing Contract Lines

	 Entering Usage Lines
	Overview of Entering Usage Lines
	Charging a Customer for Usage
	Entering a Usage Line
	Specifying How the Customer Is Charged
	Charging Based on a Fixed Quantity of Usage Regardless of the Actual Usage
	Charging a Flat Fee Regardless of the Actual Usage
	Charging for Reported or Estimated Usage Per Period
	Charging Based on Reported Usage
	Entering a Counter
	Entering the Starting Counter Reading
	Creating Special Price Breaks
	Point and Range Price Breaks
	Deleting Special Price Breaks
	Prorating Price Breaks to Apply to Multiple Periods
	How Price Breaks Are Prorated
	Specifying a Billing Schedule for a Usage Line
	Recording Usage by Updating a Counter Reading

	 Entering Subscription Lines 
	Overview of Entering Subscription Lines
	About Subscriptions
	Entering a Subscription Line
	Specifying a Schedule of Product Shipments
	Adjusting the Subscription Price
	Viewing Pricing Details
	Specifying a Billing Schedule for Subscriptions
	Viewing the Shipment Status of a Subscription Order

	Ordering Service in Oracle Order Management 
	Overview of Ordering Service in Oracle Order Management
	About Ordering Service in Oracle Order Management
	Ordering Service in a Sales Order
	Adding Service Lines to an Existing Contract
	Specifying Renewal and Other Details for a New Contract Created for Your Order
	Running Concurrent Programs to Generate Contracts Automatically
	Reprocessing Orders That Did Not Create Contracts
	Viewing Created Contracts by Sales Order Number
	Viewing Contracts by Sales Order Number in Oracle Service Contracts
	Viewing Contracts by Sales Order in Oracle Installed Base
	Modifying the Dates That a Warranty Is Effective
	Changing Only the That Dates a Warranty is Effective
	Changing Both the Warranty Dates and Installed Date
	Setting Up New Contract Defaults for Oracle Order Management
	Understanding the Impact of Contingencies on Revenue Recognition 

	 Adjusting Prices
	Overview of Adjusting Prices
	Entering Price Adjustments
	Getting Help in Picking Adjustments
	Viewing Total Adjustment Amounts
	Viewing Adjustments for the Whole Contract
	Viewing the Total Adjustments for an Individual Line or Subline
	Reverting to the Original Price List Price
	Cascading Service Price 

	 Running Quality Assurance Results and Troubleshooting
	About the Quality Assurance Check (QA Check)
	Running the Quality Assurance Check from the Actions Menu
	Submitting the Contract for Approval from the Actions Menu
	Running the Quality Assurance Check from the (Summary) Administration Subtab
	Running the Contracts QA Program
	Troubleshooting Errors

	 Approving Contracts
	Approving Contracts
	Submitting Contracts for Approval
	Tracking Contracts During the Approval
	Approving Contracts
	Signing Contracts

	 Billing
	Overview of Billing
	Understanding Billing Levels
	Creating Billing Profiles
	Billing Customers Based on Usage
	Billing Using Credit Cards or Commitments
	Specifying Multiple General Ledger Accounts for Contract Revenue Streams
	Executing Billing Through Concurrent Programs
	Running the Service Contracts Main Billing Program
	Running the AutoInvoice Import Program
	Running the Service Contracts Fetch Receivables Info for Billing Program
	Running the Service Contracts Usage Averaging Program
	Running the Service Contracts Usage Settlement Program
	Viewing Invoice Details
	Viewing Invoice History
	Reviewing Invoice Transactions in Oracle Receivables
	Understanding Bill Presentment Architecture
	Using Variable Accounting and Partial Periods Revenue Recognition

	Managing Contract Negotiation
	Overview of Managing Contract Negotiation
	Understanding the Negotiation Workflow
	Understanding the Negotiation Phases

	 Managing Your Work
	Overview of Managing Your Work
	Finding Contracts by Status or Notification Type
	Finding Your Most Recently Accessed Contracts
	Bookmarking Contracts
	Finding Bookmarked Contracts
	Creating Groups
	Organizing Contracts by Group and Subgroup
	Finding Contracts Using the Contract Groups Hierarchy
	Removing a Contract from a Group
	Searching for Contracts Using the Entitlements Search Window
	Using the Index to Navigate Through Contracts

	Using the Administrator Workbench to Manage Contracts Under Negotiation 
	Overview of the Administrator Workbench
	Viewing Notifications
	Publishing a Contract to a Customer for Acceptance
	Submitting a Contract for Approval from the Administrator Workbench
	Suppressing Reminders
	Enabling Reminders
	Running the Quality Assurance Check
	Updating Multiple Contracts
	Updating a Contract
	Opening a Contract
	Sending an E-Mail to a Customer from the Administrator Workbench
	Printing Quotes and Contracts
	Identifying Follow-Up Actions
	Using Shortcuts in the Administrator Workbench

	Viewing Contract Details in HTML
	Overview of Service Contracts in HTML
	Finding Contracts (HTML)
	Sending an E-Mail to a Customer (HTML)
	Viewing Contract Details (HTML)
	Viewing Service Line Details (HTML)
	Viewing Coverage Details (HTML)
	Viewing Covered Level Details (HTML)
	Viewing Usage Line Details (HTML)
	Viewing Usage Counter Details
	Viewing Subscription Line Details (HTML)
	Viewing Item Instance Details (HTML)
	Viewing Order Information for a Service Contract (HTML)
	Viewing Billing Transactions (HTML)

	Using the Customer Acceptance Portal
	Overview of the Customer Acceptance Portal
	Opening the Customer Acceptance Portal
	Accepting a Contract
	Adding an Attachment
	Declining a Contract
	Requesting Assistance

	 Managing the Contract Life Cycle
	Overview of Managing the Contract Life Cycle
	Modifying Multiple Contracts at the Same Time (Mass Change) 
	Handling Change Requests
	Entering Contract Changes
	Reviewing and Approving Changes
	Updating Contracts Online
	Creating Different Contract Versions for Your Customer
	Viewing Contract History 
	Handling Returns and Granting Credit
	Changing Contract Status

	 Extending and Renewing Contracts
	About Contract Extensions and Renewals
	Extending a Contract Without Repricing
	Repricing an Extended Contract
	Extending a Contract Line
	How Billing Schedules Are Updated for Extended Contracts
	Understanding Contract Renewals
	Managing Manual Renewals
	Managing Online Renewals
	Managing Evergreen Renewals
	Understanding Sales Credits During Contract Renewals
	Explaining the Pricing of Renewed Contracts
	Specifying How the Renewed Contract Will Be Priced
	Renewing Contracts Manually
	Managing the Event-Driven Renewal Process
	Allowing a Grace Period for Renewals
	About Grace Periods
	Specifying a Grace Period for the Current Contract 
	Specifying a Grace Period for the Renewed Contract 
	Understanding Billing Schedules on Renewed Contracts
	Consolidating Multiple Contracts for Renewal
	Sending Quote Letters by E-mail
	Understanding Line Level Cancellation and Termination Reasons 
	Canceling a Contract Line
	Canceling a Contract Subline

	 Creating and Enabling Templates for E-Mails to Customers
	About Templates for E-Mails to Customers
	Overview of Templates for E-Mails to Customers
	Creating and Enabling Templates for E-Mail Attachments Sent by Agents
	Enabling Templates for Communications Generated by the Negotiation Workflow
	Contract-Specific Data Available for Inclusion in Template Documents
	Viewing the Data Definition Structure
	Uploading and Registering a Template in Oracle XML Publisher
	Creating the Set of Templates Used for Customer Communications
	Specifying How the Template Sets Are to Be Used
	Viewing PDF Attachments
	Viewing Sample Marked-Up Documents Provided with the Application

	 Using Notes
	Using Notes
	How Notes Are Used in Oracle Service Contracts
	Adding Service Contract Notes
	Adding Service Coverage Notes to a Standard Coverage
	 Adding Service Coverage Notes to a Service Coverage (Instantiated Coverage)
	Viewing Notes

	 Terminating Contracts
	Overview of Terminating Contracts
	About Terminating Contracts
	How Termination Works
	Terminating a Contract
	Restrictions for Terminating a Contract
	Terminating a Contract Line
	Terminating a Contract Subline
	Terminating Multiple Contracts at the Same Time
	Viewing the True Value of a Contract
	Understanding Termination and Credit Generation with Partial Periods

	 Running Reports and Programs
	Overview of Running Reports and Concurrent Programs
	About Reports
	About Concurrent Programs
	Running Reports and Programs

	 Creating Contract Items in Oracle Inventory
	About Contract Item Types
	Creating Service Items
	Creating Warranty Items
	Creating Subscription Items
	Creating Usage Items
	Defining Serviceable Products
	Restricting How Items Are Used

	 Setting Up Standard Coverage and Subscription Templates
	Overview of Standard Coverage and Subscription Templates
	Specifying Standard Coverage
	Defining Standard Coverage
	Setting Up a Subscription Template
	Copying Standard Coverage into a New Coverage
	Modifying Standard Coverage for Existing Contracts
	Modifying Standard Coverage for New Contracts

	Index


