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IN THIS GUIDE

PREFACE

About This Guide

This guide provides detailed instructions and supporting information for installing and configuring Oracle
Knowledge iConnect for Oracle CRM On Demand Self-Service Portal for use with an Oracle Knowledge
application. This guide is intended for application developers and systems administrators who need to plan
for and perform integration of the On Demand Self-Service Portal with an Oracle Knowledge application and
a supported Oracle CRM application.

This preface includes information on:

» The general organization of this guide

» The InQuira contact information

e The available product documentation

In This Guide

The iConnect for Oracle CRM On Demand Integration Guide is divided into the following sections:

Chapter 1, CRM On
Demand Configuration
Chapter 2, Mapping Tool
Setup

Chapter 3, Self-Service
CRM On-Demand
Configuration

Chapter 4, Setting up Web
Services
Chapter 5, SSP Mapping

Tool — Deployment and
Setup

Chapter 6, Web Application
Configuration

Chapter 7, Configuring
Oracle Knowledge

Chapter 8, Self-Service
Portal User Administration

Chapter 9, Reports
Configuration

Appendix A: Build
Configuration Updates

This chapter describes Oracle Knowledge CRM On Demand configuration.

This chapter describes how to configure the CRM On Demand mapping tool
components that make Oracle Knowledge applications available to the CRM
application.

This chapter describes Oracle Knowledge On Demand Self-Service Portal con-
figuration.

This chapter describes the Web Service setup necessary for communication
between the applications.

This chapter describes how to configure the On Demand Self-Service Portal
mapping tool components that make Oracle Knowledge applications available to
the SSP application.

This chapter describes how to configure the SSP web application.
This chapter describes how to configure the Oracle Knowledge System Man-
ager and Information Manager components.

This chapter describes how to implement and administer the SSP.

This chapter describes how to configure reporting tools.

This appendix provides a reference for configuration updates.
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2 SCREEN AND TEXT REPRESENTATIONS

Appendix B: This appendix contains information on troubleshooting the XML sent by Informa-
Troubleshooting tion Manager and Intelligent Search.

Screen and Text Representations

The product screens, screen text, and file contents depicted in the documentation are examples. We attempt
to convey the product's appearance and functionality as accurately as possible; however, the actual product
contents and displays may differ from the published examples.

References to World Wide Web Resources

For your convenience, we refer to Uniform Resource Locators (URLS) for resources published on the World
Wide Web when appropriate. We attempt to provide accurate information; however, these resources are
controlled by their respective owners and are therefore subject to change at any time.

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE DRACI_E



3 STEPS FOR EMBEDDING ORACLE KNOWLEDGE SEARCH SITE WITHIN CRM ON DEMAND

CHAPTER 1

CRM On Demand Configuration

For iConnect functionality, you must configure the CRM On Demand application.
iConnect for CRMOD has the following requirements :

» Ability to embed Oracle Knowledge answers page (An External Website) as a Web Applet in the
Service Request Detail page.

» Ability to pass a set of key information to Oracle Knowledge Find Answers Portal
» Ability to authenticate SSO Token from CRM On Demand in Oracle Knowledge

» Ability to Link/Unlink/Get Linked Oracle Knowledge Answers for a Service Request (Oracle
Knowledge Answers are in turn stored in one of the Web Service 1.0 Custom Objectsl - 3)

Steps for Embedding Oracle Knowledge Search Site within
CRM On Demand

1 Logonto CRM On Demand Application

2 Click on the ‘Admin * link on the top right corner

3 Click on the ‘Application Customization’ link

4 Under ‘Record Type Setup’, click on ‘Service Request’ link

5 Under ‘Page Layout Management’ click on ‘Service Request Web Applet’ link
6 Click on the ‘New’ button and enter the following information:

Field Valuex

Name Find Answers

Location | Detail Page

Type HTML

Web <iframe width="100%" height="280" scrolling="yes" frameborder=""no" name=

Applet “myframe*src="https://staging. InQuira.com/iconnect/index?page=ccad&sr_key=

HTML %%%SR_Number%%%&question_box=%%%Abstract%%%&cca_types=
solution_id,+resolution_id&ui_mode=question&cca_connected=
true&cca_system=crmod&user=%%%User id%%%&Fname=%%%Userfirst
name%%%& Iname=%%%User last name%%%&emai I=%%%Useremai 1%%%&locale=%%%User
locale code%%%&ssoToken=%%%SSOToken%%%&CONTACT_ID=
%%%Contact_1d%%%&CONTACT_EMAIL=%%%Contact_Emai l%%%&cca_case_desc=
%%%Abstracth%%&url=https://secure-ausomxapa.crmondemand.com”id=
"iconnect''></iframe>

1. Note:

« “src” is the Oracle Knowledge web application access URL, it should be http://<servername>/support/index?.........

« “iconnect” is the iconnect web application name deployed. In this case, Application type “iConnect” has been
deployed as “iconnect”

« “url” is the ondemand crm application access url for customers. For each customer this url is different.

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



4 STEPS FOR EMBEDDING ORACLE KNOWLEDGE SEARCH SITE WITHIN CRM ON DEMAND

7 Click Save.

8 Goto any Service Request Detail page and click Edit Layout in the top right corner and move the
‘Find Answers’ from Available Related Information to Displayed Related Information.

WALK-THRU
1 Logonto CRM On Demand Application

ORACLE cRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User Sign In ID: ||

Password: |

|:| Remember My User Sign In ID

Faorgok Your Password?

2 Click on the ‘Admin ‘ link on the top right corner
TE - Leading Environment

I</AL_L_= crRMOnDemand Training and Suppart | Admin | M

|=IMessage Center ﬂ Home ﬂ Calendar Ea? Leads Accounts Contacts EEq Opportunities .-ri Service 0 In(h
0 Mew Messages
i_'l\ € Welcome, Santosh!
—|5i h
eare Last Sign In Date - 2/2/2010 12:19:05 P
AT Today's Calendar New E @ My Open Tasks | New
Last Mame Start Time “ Subject Due Date Priority
Wigw Calendar 11/23/2009 1
First Narne 1/&/2010 !
: 162010 !
Email 1/6/2010 !
162010 1
Advanced 1f7fz010 !

3 Click on the ‘Application Customization’ link

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



5 STEPS FOR EMBEDDING ORACLE KNOWLEDGE SEARCH SITE WITHIN CRM ON DEMAND

. _
CREM On Demand

Training and Suppart | Admin

i Home | 1| Calendar | 5.7 Leads Accounts | [z Contacts

Admin Homepage | Back to My Homepage
Company &dministration

Company Administration - Manage the company profile and manage global
information, including currencies and active languages, Monitor usage and sek
password policies, Create Homepage alerts,

User Management & Access Controls

[Jzer Management & Access Controls - Manage users and their daka wisibility For

e I".'.'I =
EEEF Opportunities o Service 0 In

Application Customization

application Cuskomization - Customize
cuskom page layouts, homepags lavou
layouts; change Figld names, modify pi
cascading picklisks, define custom web
and rename record bypes,

wour company, including creating new or updating existing user profiles, Manage

4 Under ‘Record Type Setup’, click on ‘Service Request’ link
Application Customization

Record Type Setup

Account

Ackiviky
BAzzessrment
Asset

Campaign
Contack

Cuskomn Object 01
Cuskom Object 02
Cuskom Object 03
Custom Object 04
Custom Object 05
Cuskom Object 06

o N IS ]

| Back o Admin Homepage

Zuskom Object 09
Zuskorn Object 10
Cuskorn Object 11
Zuskomn Obijeck 12
Cuskom Object 13
Zustom Object 14
Cuskomn Object 15
Lead

Opporkunity
Product

Revenue

Service Reguest

et NS

Business Process Management

' L O R e 0

Application Setup

Cuskom Web Tabs -

Global Web Applets
and the Action Bar.

My Horepage Layol

My Hornepage Cuske
Hormepage Lavout,

Zustomize Record T
record tvpes, These

5 Under ‘Page Layout Management’ click on ‘Service Request Web Applet’ link
CRM On Demand

ramning and sUpport

*iﬁj.- Home ﬂ Calendar

Field Management

Service Request Field Setup

Cascading Picklists

E_?a':’ Leads

Accounts Contacts

Service Request Application Customization

= ap & r-.:l "
E_an Opportunities | < Service

| Back to application Customization

Page Layout Management

Relabel field names, create custom fields, manage picklist values, specify default Create and manage page layout
walues For a field or set up field walidation,

page layouts,
Service Request Page Lavout
Service Reguest Relaked Inform

Service Request \Web Applet

Define and manage cascading picklists by specifving a parent and a related

6 Click on the ‘New’ button and enter the information listed above in step 6.
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6 STEPS FOR EMBEDDING ORACLE KNOWLEDGE SEARCH SITE WITHIN CRM ON DEMAND

CRM On Demand

't| Calendar Ea'-’ Leads Accounts Contacts EE;} Opportunities '3 Service

Service Request Applet List | Back to Service Request Application Customization
MNew
Al 09 ABE CDEFGHIIKLMMOPOGRSTLUWYWXY?Z

Name * Location Description

- [

Service Request Web Applet | Backto Service Request Applet List
Custom Web Applet Save || Cancel
Ise the User fields drop down to add user Field parameters to the URL,

Name*
Location
Type
User Figlds

Service Request Figlds | v

HTML Head Additions

<jframe width="100%:" height="300" scroling="ves" frameborder="no" name="mvframe"
src="http: //psv2:9226/ sspfindex?page=ccafsr _key=%%%5R _humber i
question_box="%%%Abstract¥ % arca_tyvpes=solution_id, +resolution_idé
ui_mode=questionfcca_connected=truefrca_system=crmodfuser=%%%User

id%e e Seifname="%%"%uUser first name: % alname=">x%"%User last

nAmE %S Remal=% %% lser rmail¥h %% Rlnralr="550%1 lser Inrale [

|>

wWeb Applet HTML

7 Click on ‘Save’ button

8 Goto any Service Request Detail page and Click on ‘Edit Layout’ link on the top right corner and
Move the ‘Find Answers’ from Available Related Information to Displayed Related Information

Service Request Detail: 480430-225131242 | Back to Service Request Homepage Edit Lavvout |
[+ =] Service Request Details Mew || Edit | | Delete | | Merge

=] Contact Information:

Service Mumber 480430-225131242 Contack Jane Francis
Account ACKE Computer Parks Work Phone # 1 {555) 555-5555
Ernail

=] service Detail Information:

Area Installation Priority  2-High

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



7 SETTING UP A SYMBOLIC LINK

Personal Layout | Back to Service Request Detai
Page Layout Save | | Cancel | | Default

Select the related infarmation content and the order in which vou want it to display on the Service Request Detail page.

Available Related Information Displayed Related Information
Call Scripts S50 Test

Cusztomer Satizfaction Surveys Solutions
Find Ansvwers Open Activities
Completed Activities
Motes
Auclit Trail
) | Attachments (i

(%

¥
S

Save | | Cancel | | Default

Setting Up a Symbolic Link

A symbolic link is a context-dependent link that has variables embedded in it. Variables embedded in a
symbolic link may include user and or environment specific information.

The url specified in the src attribute of the iframe is the symbolic link to access the answers.

Parameter Key Value

Main URL http://<server-name>/<iconnect application
context-name>/index?page=cca

e.g. http://staging:8226/ssp/index?page=cca

Note: <application context-name> is used to deploy the iConnect
Web Application. Remember this name and make certain that the
iConnect web application is registered with the same name.

sr_key %%%SR_Number%%%
question_box %%%Abstract%%%
cca_type solution_id,+resolution_id
ui_mode question

cca_connected true

cca_system crmod

user %%%User id%%%

fname %%%User first name%%%
Iname %%%User last name%%%
email %%%User email%%%
locale %%%User locale code%%%
ssoToken %%%SSO Token%%%

SSP Authentication URL | &url=https://secure-ausomxapa.crmondemand.com"
CONTACT_ID %%%Contact_1d%%%

CONTACT_EMAIL

%%%Contact_Email%%%

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE
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8 AUTHENTICATE THE SSO TOKEN

Authenticate the SSO Token

Refer to Oracle Knowledge documentation “How to use and test SSO”

Single Sign-on

Oracle Knowledge accepts the user credentials (user id and password) that are passed and automatically
logs on the user when the user initiates the first search request for a case, if the user is known. If the user
is unknown, then the user appears as an anonymous usetr.

The user is mapped to a user Role, which dictates the privileges for that user that are displayed within the
Oracle Knowledge application.

This password encryption/decryption only affects the autologin for system integration. It does not affect the
normal login process, being native Oracle Knowledge implementation, LDAP, or any custom made
implementation through |Authenticate.

Using HTTPS communication between CCA and InfoCenter/iConnect further improves the security for
sensitive data.

If using Single Sign-on products, such as Site Minder, a customized SSO can replace the AUTOLOGIN
delivered.

CCA Implementation

Define Oracle Knowledge User Name and Password in SSO configuration. The password should be
encrypted (entered in encrypted format). The default password is encrypted as it is in Information
Manager when a user/password is created. See “Oracle Knowledge InfoCenter Password” on

page 21.

iIConnect Application Configuration

Configure the encryption algorithm for entry CRYTO_CLASS_NAME in config.properties for each
iConnect application. This can be done though IM console, System Config Expert mode. By default,
it is preconfigured as com.inquira.foundation.utilities.CVEncryption.

The encryption algorithm can be custom implemented and plugin to the iConnect system as long as
it implements the following interface.

package com.inquira.foundation.utilities;
public interface ICVCrypto {

public String encryptPassword(String str)throws CVSecurityException ;
public String decryptPassword(String str)throws CVSecurityException ;

}
The encryption algorithm should apply on both CCA and on iConnect.

Steps for Linking/Unlinking/Get Linked Answers

1 Customize the Custom Objects and add new fields specific to Oracle Knowledge

2 Map the Custom Obiject to the Oracle Knowledge business object

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



9 STEPS FOR LINKING/UNLINKING/GET LINKED ANSWERS

Customizing the Custom Objects

iConnect for CRMOD only supports Web Service 1.0 Objects. Only three custom objects are supported in
WS 1.0:- CustomObjectl, CustomObject2 and CustomObject3.

Oracle Knowledge answers linked to a Service Request must be stored in one of the three custom objects.
However at one point of time, only one object must be chosen to represent the Oracle Knowledge answer.

The following example demonstrates configuration for Custom Object 2.

Note: Choosing a different custom object, once answers have been associated to a particular custom
object and after this custom object has been associated to Service Request, may result in loss of data
and data corruption.

The following fields are need to be created for Custom Objects in CRM On Demand :-

Field Display Name CRM Data Type
IQTitle Text (Long)
IQExcerpt Text (Long)
IQIMDocld Text (Short)
IQDocType Text (Short)
IQDocGUID Text (Long)
IQDocVersion Text (Short)
IQLinkedDate Text (Short)
IQDocUrl Text (Long)
STEPS:-
1 Logonto CRM On Demand Application
2 Click on the ‘Admin * link on the top right corner
3 Click on the ‘Application Customization’ link
4 Under ‘Record Type Setup’, click on ‘Custom Object 2’ link
5 Select ‘Custom Object 02 Field Setup’ under Field Management section
6 Click on ‘New Field’ button
7 Set Display Name to ‘IQTitle’, Field Type to ‘Text(Long)’ and click ‘Save’
8 Repeat step 6 and 7 for rest of the fields

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



10 STEPS FOR LINKING/UNLINKING/GET LINKED ANSWERS

WALK-THRU

1 Logonto CRM On Demand Application
ORACLE cRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User 5ign In ID: ||

Password: |

|:| Remember My User Sign In D

Forqot Your Password?

2 Click on the ‘Admin * link on the top right corner
TE - Leading Environment

I</A_L_ CcrMOnDemand Training and Support | Admin | M

[=IMessage Center ﬂ- Home ﬂ Calendar E%.’ Leads Accounts Contacts E};q Opportunities ri Service | &) InQu
0 Mews [
B\ Sl Welcome, Santosh!
Search Last Sign In Diate - 2/2/2010 12:15:05 FM
A+ Today's Calendar New E @ My Open Tasks | New
Lask Marme Start Time * Subject Due Date “ Priority
Wigw Calendar 11/23/2009 !
First Marie 1/efz010 !
: 162010 1
Email 1jafz010 )
162010 !
Advanced Lf7j2010 l
3 Click on the ‘Application Customization’ link
- _
CRM On Demand Training and Suppart | Admin

i Home | 1| Calendar | 5.7 Leads Accounts Contacts | £ Opportunities | = Service | @) In

Admin Homepage | Back to My Homepage

Company &dministration Application Customization
Company Administration - Manage the company profile and manage global Application Cuskomization - Cuskomize
information, including currencies and active languages, Monitor usage and sek cuskom page layouts, homepags lavou
password policies, Create Homepage alerts, layouts; change Figld names, modify pi

cascading picklisks, define custom web
and rename record bypes,
User Management & Access Controls
[Jzer Management & Access Controls - Manage users and their daka wisibility For
wour company, including creating new or updating existing user profiles, Manage

Business Process Management

i [ERETE ' i ' ' i ne o - e ~ . ' - 0

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



11

STEPS FOR LINKING/UNLINKING/GET LINKED ANSWERS

4 Under ‘Record Type Setup’, click on ‘Custom Object 2’ link

Application Customization
Record Type Setup

Accounk

Akivity
Assessment
Asset

Zarmpaign
Zonkack

Cuskom CObject 01

Cuskom Ohbjeck 02
Cuskaorm Object 03

Cuskormn Object 09
Cuskormn Object 10
Cuskomn Object 11
Cuskarn Ohject 12
Custom Object 13
Custom Object 14
Custom CObject 15
Lead
Opporkunity

| Back to Admin Homepage

Application Setup

Custom Web Tabs - C

Glabal Web Applets - |
and the Action Bar,

My Homepage Layouk

My Homepage Cuskor
Homepage Lawouk,

Cuskomize Record Tywp
record types, These o

5 Select ‘Custom Object 02 Field Setup’ under Field Management section

=17

1| Calendar

Field Management

Cuskam Ohijeck 02 Field Setup

Cascading Picklists

6 Click on ‘New Field’ button
CRM On Demand

53? Leads

Accounts

Contacks

Custom Object 02 Application Customization

Relabel field names, create custom fields, manage picklist values, specify defaulk
walues For a field or set up field walidation,

Define and manage cascading picklists by specifving a parent and a related

H=z Opportu

| Back to application Custe

Page L
Create
page |:
Zuskar
Cuskar

Cuskor

ﬁ Calendar

Custom Object 02 Fields

Mew Field | | Rename Fields

Display Mame

Accounts

Edit Arcount

Edit Account Id

Edit Account Location

FAir femmnmks Fokarmal D lmians TR

Contacts

E?aa Opportunities

| Back ta Custom Object 02 Application Cuskomization

Field Type

Picklist (Read-only)
IC

Picklist (Read-only)

Dirllick /Do adoAnlt

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE
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12

CREATE ADMIN USER FOR SSP INTEGRATION WITH ICONNECT

7 Set Display Name to ‘1QTitle’, Field Type to ‘Text(Long)’ and click ‘Save’
Custom Object 02 Field Edit | Back to Custom Object 02 Fields

Save || Cancel

Enter a display name and field tvpe For new Fields or modify the display name of existing Fields, Mote that once a Field is created, its field type o
addition, wou can define Required, Read Only and Default Yalue properties for non-system Fields.

Key Information

Display Mame®  [IQTitle Figld Type®

Mark for Translation | Checkbox
Additional Information ggzreency
Required [ Default Yalue ?e::te,l'Time

nteger

Read Only [ Multi-Select Picklisk
Mumber
Percent
*= Required Field Phone

Picklisk
T (Long)

Text (Shart)
save | [ Cancel web Link
8 Repeat step 6 and 7 for rest of the fields
Edit IDocEUID Texk (Long) I
Edit IQDacType Text (Short) n
Edit IoDocURL Texk iLong) I
Edit IQDackersion Text (Short) n
Edit IQExcerpk Texk (Long) I
Edit IQIMDocId Text (Shart) I
Edit IQLinkedDate Texk (Shork) I
Edit I0Tikle Text (Long) I

Create Admin User for SSP integration with iConnect

Note: Itis recommended to create a separate admin user to be used in the integration between
CRMOD and Oracle Knowledge, but not mandatory.

1 Click Back to User Management and Access Control link.

4} Home I ‘1| calendar I ';Accounts I |z Contacts I '1 Cases I == Solutions I %Reports I l@] Dashboard I @ 5ales Lead I (5 Campaigns l

Role List | |Back to User Management and Access Controls H Help | Printer Friendky
Role Management Mew Role Translation Language: English-American
Al -9 R e D ES B G e T T kS M N O P el R e SR TR R Go
Role Name & Description Created By Muodified By
Edit - Administrator OnDemand Role David Wakley 6/1/2010 09:32 AM InCuira Integration 7/1/2010 02:34 PM
Edit - Advanced User OnDemand Role David Wakley 6/1/2010 09:32 AM David Wakley 6/1/2010 09:32 AM

Al 09 A B CDEFGHIJITKLMMNOPOQRSTUYWRYZ

Mumber of records displayed: 100 s
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13 CREATE ADMIN USER FOR SSP INTEGRATION WITH ICONNECT

2 Click User Management.

User Management and Access Controls | Back to Admin Homepage

User and Group Management Role Management

User Management - Create new users and update profiles of existing users,

Public Sharing Groups - Define public groups to which users may implicitly share their
records and calendar,

Access Profile Management
Access Profiles - Create and update access profiles For your company; access profiles

are grouping of access levels for various record types and their related information
that are used to grant data access to users,

Raole Management - Create and update roles For your company,

3 Click the New User button.

4t Home I ‘1| calendar I ! Leads I ';Accounts I =] Contacts I

Opportunities I '__{ Service I E_ISReports I ﬁ] Dashboard I - -

User List | Back to User Management and Access Controls Help | Printer Friendky
User List Al Users w Mew User | Quick Add
@A“D-QF\BCDEFGHIJKLMNOPQRSTU\I’WX\"Z Go

Last Name * First Name Work Phone # Email Role Reports To {Alias) Status
Edit Albright Sean 1{310) 483-7799 salbright@inguira.com Administrator Inactive
Edit Chakravarti Mav 1{323) 319-3590 nichakravarti@inguira,com Administrator Inactive
Edit Jarugula Sarath 1 {6507 246-5023 sjarugula@inguira, com Administrakor Active
Edit Mojahed Darius 1 {6507 246-5001 dmojahed@inquira.com Administrator Active
Edit Penn Samue| 1 {6507 246-5000 samuelpennigtel@gmail.com Service Rep Active
Edit Filsborough Ian +44 2078585907 ipilborough@inguira, com Administrator Inactive

4  Fill the required field details.

User Edit | Back to User List Help

User Edit Save || Save & Mew User || Cancel

All personally identifiable information {"personal information™) contained in the Personal Profile will be governed by the Privacy Statement, Please keep this
information up ko date, Occasionally, we may want ko send promotional information regarding other products or services that are available, or special events, In

order to receive these promotional materials, please specify the preferences below,

Key User Information:

First Mame* |35P

Job Title |S5P Admin

Lask Mame®  |Admin Region
Middle Mare Subregion
r . 1=, A Role* | Administrator w
Skatus* | Active b Primary Group
Reparts Ta =% Default Book &l +
Supervisar % Default Book For Analytics

User Detail Information:

Alias* |55P Company Sign In ID INGQUIRA-DEY

User ID* | adcrm-ssp User Sign In ID* [ INQUIRA-DEYfodcrm-ssp

Email*
Secondary Email
‘Waork Phone #%
Cellular Phone #
‘Work Fax #

od_info@inguira.com

6502465000

BB B

Division
Department
Employee Mumber
Business Unit

Business Lnit Level 1

Use the following values to complete the required fields:

Field Value

First Name SSP

Last Name Admin
Status Active

User ID odcrm-ssp
Email as applicable
Job Title SSP Admin
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14 CREATE ADMIN USER FOR SSP INTEGRATION WITH ICONNECT

Field (continued) Value (continued)

Role Administrator

Alias SSP

User Sign In ID INQUIRA-DEV/odcrm-ssp (leave default value)
Work phone as applicable

Note: This user ID will be used wherever required as far as CRM integration is concerned with
iConnect/SSP.

5 Click Save .
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15 INTRODUCTION

CHAPTER 2

Mapping Tool Setup

Introduction

Mapping Tool is a web-based configuration tool for setting up the communication between Oracle
Knowledge and CRM On-Demand. It has the following functions:-

» Ability to set up CRM OD Connection Properties

» Ability to set the CRM Objects to Use for mapping

» Ability to view CRM Object Fields (Attributes)

» Ability to map the individual attributes between Oracle Knowledge and CRMOD

Mapping Tool is deployed as part of the InfoManager Configuration Utility.

CRM On-Demand Connection Properties

This feature provides a mechanism for users to define the connection properties needed for the Web
Service Calls.

The following properties are required to be defined:

Property Description

URL URL to access Oracle CRM On-Demand
Login CRM On-Demand Administrator Login
Password CRM On-Demand Administrator Password
Enable Select Yes to enable the object.

Max Active Collections  Enter the maximum number of active collections. Default is 5.

Property Description
Package Name for Oracle Package name of the Oracle Knowledge-specific Value Objects that will be
Knowledge Objects mapped to CRM Out-Of-Box Objects

Configuration Properties:View/ Edit

Configuration
¥ View Properties
¥ Sat CRM Object
* CRM Object Fields

e
+ Field Mapping
> Export Properties Enable : ‘EOH OO’H

URL : i https:/fsecure-ausomxapa.crmondemand.com

User Name : |INQUIRA-DEV4/SCHAKRAPANI@SERENECORP.COM

|
|
Password : iinquira123 |
|

Max Active Collections : |

Property Name Property Value

Package name for Inquira Objects : !com_inquira_crm_vo i
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16 SET CRM OBJECT

Note: The URL must not contain any suffixes apart from the URL name.
Examples of Invalid URLSs:

e https://secure-ausomxapa.crmondemand.com/
e https://secure-ausomxapa.crmondemand.com/Services/Integration
Ensure the User Name and Password are correct.

Check with development team what the fully qualified package name where the Oracle Knowledge
Objects [Case, CaseAnswerLinkinfo and CaseActivity] is stored and update the same here.

Set CRM Object

This feature allows users to define the mapping at the Object level between CRM On-Demand OOB
Objects (Service Request, Custom Object 1, Custom Object 2, Activity) and Oracle Knowledge-Specific
Value Objects (Case, CaseAnswerLinkinfo, CaseActivity).

Note: Note that package name of the Oracle Knowledge-Specific Value Objects must match the
property 'Package Name for Oracle Knowledge Objects' defined in the 'CRM On-Demand Connection
Properties' section.

Note: The Oracle Knowledge objects and CRMOD objects, discovered by the mapping tool, must be
present in the classpath of the mapping tool web application.

Oracle Knowledge CRMOD Installed Object

Object

Case Service Request
CaseActivity Activity
CaseAnswerLinkinfo <Custom Objects>

.E-INQUIH.A.. | CEM On Demand Mapping Canfiguration

. . Default Mapping Settings
Configuration )

: CRM Object Name for mapping "Case" : |[Service Request v
¥ Field Mapping
CRM Object Name for mappin =
: "CaseAct?upity% Ladity =
CRM Object Name for mapping [ Ciiston Dbiact 1 =

"CaseanswerLinkInfo"
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17 VIEW CRM OBJECT ATTRIBUTES

View CRM Object Attributes

This functionality allows users to view all the configured attributes of a CRM OD Out-Of-Box Objects. The

following attributes are shown: Display Name, Field Name and Data Type.

) Advanced CRM 0D Configuration - Mozilla Firefox
File Edit Wiew History Bookmarks Toaols  Help

@'c fat |

|51 | Latest Headlines = Timesheet = Exchange \j {Untiled) = Webex | | LNR \j (Untitled) = || I @ Oukage Test

@ http:/fpsvz: 6222 fcrmadmapping) -

E Connection Cache Callback Sample - Re: @ Advanced CRM 0D Configuration

8| -

lINQUlH.A.

) ) Viewing CRM Object Fields
Configuration

(@ Disable- [ Cookies~ (] €55+ [] Forms~ (3] Images- (@ Information- () Miscellaneous- ./ Outline~ & 2 Resizes ¥ Tools~ fi| View Sources 2 Opt

CRM Object Fields for
| veplaydeme |

Data Type
Custom Object 2

Custom Object 3
Ackivity
Service Request

Figure.3.1

) Advanced CRM OD Configuration - Mozilla Firefox
File Edit ‘“ew History Bookmarks Tools Help

@ - c {a¥ .,;.j‘. @ htkp:jfpsvZ: 8222 crmodmapping) T

|50 Latest Headlines = Timesheet 2 Exchange |j (Untitled) 2 Webex || LNR ﬁ {Untitled) | 1Q @ Cutage Test

[#] Advanced CRM 0D Configuration 3 | +

[®8] Cornection Cache Callback Sample - Re...

lINQUlRA‘.| CRM On Demand Mapping Configuration

) . Viewing CRM ©Object Fields
Configuration

@ Disable~ & Cookies+ || ©55+ -] Forms= |9 Images= @ Information= ) Miscellaneous+ o Outline~ i:Resize- f Tools+ @ View Source~ -~ Optil

GRM Object Fields for

pping Account Accounthlame Picklist
Account Id Accountld o]
Account Location AccountLocation Pickist
Account: Exkernal Unique ID AccountExternalSystemId Picklist
Account: Inkegration 1D AccountInteqgrationld Picklisk
Activity: External Unique ID ActivityExternalSystemld Picklist
Activity: Inkegration ID ActivityInkegrationId Picklist
Campaign Campaigniame Picklist
Campaign: External Unique ID CampaignExternalSystemld Picklist
Campaign: Integration ID CampaignIntegrationId Picklist
Contact ContactFullMame Pickist
Contact Firsk Name ContactFirsthame Texk {Short)
Conkact 1d Conkactld (o]
Contact Last Mame ContactLastMame Texk (Short)
Contact: External Unique ID ContactExternalSystemld Picklist

Figure 3.2
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FIELD MAPPING

Field Mapping

This is one of the most important feature allows users to define the mapping at the Field level between
CRM On-Demand OOB Objects (Service Request, Custom Object 1, Custom Object 2, Activity) and

Oracle Knowledge-Specific Value Objects (Case, CaseAnswerLinkinfo, CaseActivity).

Note: The Oracle Knowledge objects and CRMOD objects, discovered by the mapping tool, must be
present in the classpath of the mapping tool web application.

Note: CRMOD Customization of Custom Objects is the pre-requisite for Field Mapping

Case Service Request
Attribute Name Display Name Field Name
caseNumber Service Number SRNumber
linkedAnswerFlag IQANnswersLinkedFlag <Determined during CRMOD customization>
Status Status Status
CaseAnswerLinkInfo Custom Object 1 -3
Attribute Name Display Name Field Name
caseNumber Service Request serviceRequestNumber
key External Unique Id externalSystemld
title 1QTitle <Determined during CRMOD customization>
excerpt IQExcerpt <Determined during CRMOD customization>
IMDocld IQIMDocld <Determined during CRMOD customization>
docType IQDocType <Determined during CRMOD customization>
docGUID IQDocGUID <Determined during CRMOD customization>
docVersion IQDocVersion <Determined during CRMOD customization>
linkedDate IQLinkedDate <Determined during CRMOD customization>
url 1IQDocUrl <Determined during CRMOD customization>
caseNumber Name name
CaseActivity Activity
Attribute Name Display Name Field Name
caseNumber Service Request serviceRequestNumber
contactld Contact Id primaryContactld
Subject Subject subject
description Description description
dueDate Due Date dueDate
status Status status
Type Type type
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FIELD MAPPING

Example Mapping of CaseAnswerLinkinfo and CustomObjectl _Type

Mapping Configuration:Create

From Ty,

=
=)
El
5
=
c
=
o
[m]
=
3
=
I
i
w
o
i
r
3
un
=
I
ju]
=
5
=
5
3
g
<

key -
Litle

excerpk

== Must be mapped to External Unigue Id
== Title must be mapped to 12Tile

<

<

== Excerpt must be mapped to lSExcerpt
caseMurber % | == Thiz is a dummy assignment to Mame

userhlame W

IMDocId | == hust be mapped to IGIMDockd
docType || == hiust be mapped to 1GDocType
docEUID | == hust be mapped to 1@DocGUID

docVersion % | == Must be mapped to I2Docersion
skatus e

linkedDate  »

== ho Meed to map Status fizld
== Must be mapped to IGLINkedDate

url e

== hust be mapped to IG0ocURL

casebumber % | == hlust be mapped to Service Request Mumber

== hlay be optionally mapped to Created By |

Type
| crmondemand. ws, customobject 1 CuskomObjectl_Type W |

| Service Request A |
| External Unique TD ~|
[10Title v
| IGExcerpt et |
| Mame b | == Mame iz a Mandatory Figld
|
| 1oIMDoctd v
| IQDocType hdl |
[ 1DocGUID v
| [QDocYersion b |
| |
| IGLinkedDate v
| IQDocURL v

After Mapping is complete, You should see the following:-

Case Activity Activity_Type

[& casemumber
[# contacttd
@ subject

@ description
[# duepate
[# status

@ type

@ serviceRequesthumber
@ primaryContackId

@ subject

@ description

(@ duepate

[ status

@ bype

KX X X X X X

[# casenumber
@ linkedanswerFlag

@ status

Case ServiceRequest_Type

(& srrumber b
# customBodeann x
[# status x

[# casemiumber
@ ke

=ltite

@ Excerpk

[# casemiumber
[ moocd

= docType

[ docaum
[# docversion
[Hiinkedpate
[#Hurl

Case AnswerlinkInfo CustomObjectl_Type

@ serviceRequesthumber
@ externalSystemld
@ customText4

@ customTextd

[# name

@ customText3
@ customText3
[# customText1

@ customText31
@ customText3s
@ customText

WM X X X |X X | X | X X X
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20 CONTACT CUSTOMIZATION

CHAPTER 3

Self-Service CRM On-Demand
Configuration

For Self Service functionality, configuration is required on the CRM On Demand application.

Following are the configuration tasks:-

» Customize Contact

- Add custom fields to Contact Object

- Add a new section to display Self Service Portal information

- Add a new web link ‘Register New User’ for CRM agent to register on behalf of a new user
» Customize Activity

- Add 2 new types for Task Activity (UserUpdate & UserTopic)

- Add a new web link ‘Topic Link’ for Task Activity

- Enable the ‘Topic Link’ web link only for Type ‘UserTopic’

Contact Customization

Add Custom Fields to Contact

The following fields need to be created for Custom Objects in CRM On Demand :-

Field Display Name CRM Data Type

* IQAutoPassword » Checkbox
* IQPassword » Text (Long)
» IQRegistrationDate « Date/Time
* IQResetReminder e Text (Short)
* IQUserRole « Picklist (Editable)
* IQUserStatus « Picklist (Editable)
* IQUserType « Picklist (Editable)
STEPS:

1 Logonto CRM On Demand Application

2 Click on the ‘Admin * link on the top right corner

3 Click on the ‘Application Customization’ link

4 Under ‘Record Type Setup’, click on ‘Contact’ link
5

Select ‘Contact Field Setup’ under Field Management section

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"
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CONTACT CUSTOMIZATION

6 Click on ‘New Field’ button

7 Set Display Name to ‘IQAutoPassword’, Field Type to ‘Checkbox’ and click ‘Save’

8 Repeat step 6 and 7 for rest of the fields

9 Click on ‘Edit Picklist’ for Display Name ‘IQUserRole’

10 Enter the Picklist values as ‘Restricted’, ‘View My Cases’, ‘Update My Cases’, ‘View Company
Cases’ at the appropriate Order and click on ‘Save & New’ button

11 Enter the Picklist values as ‘Update Company Cases’ at the appropriate Order and click on ‘Save
& Close’ button

12 Click on ‘Edit Picklist’ for Display Name ‘IQUserStatus’

13 Enter the Picklist values as ‘Needs Approval’, ‘Approved’, ‘Registration in process’ in the
appropriate Order and click on ‘Save & New’ button

14 Enter the Picklist values as ‘Denied’ at the appropriate Order and click on ‘Save & Close’ button

15 Click on ‘Edit Picklist’ for Display Name ‘IQUserType’

16 Enter the Picklist values as ‘Internal’ and click on ‘Save & New’ button

17 Enter the Picklist values as ‘External’ and click on ‘Save & Close’ button

18 Click on ‘New Field’ button and Set Display Name to ‘Register Self-Service User’, Field Type to
‘Weblink’ and click ‘Save’

19 Click on ‘Edit Web Link’ and update the properties as below:-

Property Value

Display Text Register Self-Service User

Web Link Target Open in New Window

Refresh Parent Window Check

Display Options Detail Page

Url http://<server>/ssp/index?page=register&rp=home&contactld=

%%%1d%%%&contactFirstName=%%%First_Name%%%&contactLastName=
%%%Last_Name%%%&contactEmail=%%%Email_Address%%%
WALK-THRU
1 Logonto CRM On Demand Application

ORACL & crRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User Sign In ID: |

Password:

|:| Remember My User Sign In ID

Forgot Your Password?
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22 CONTACT CUSTOMIZATION

2 Click on the ‘Admin ‘ link on the top right corner

TE - Leading Environment
/AL cRrRMonDemand

Training and Support | Admin | M

|=IMessage Center 't| Calendar Accounts Contacts | Es Opportunities | 2 Service
0 Mew Messages
B\ € Welcome, Santosh!
S h
eare Last Sign In Date - 2/2/2010 12:19:05 P
AT Today's Calendar New E @ My Open Tasks | New
Last Mame Start Time “ Subject Due Date Priority
Wigw Calendar 11/23/2009 1
First Narne 1/&/2010 !
. 162010 !
Email 1/6/2010 !
162010 I
Advanced 1f7fz010 !

3 Click on the ‘Application Customization’ link
. -

CRM On Demand

Training and Suppart | Admin

4 Home | 1| Calendar | 5.7 Leads Accounts Contacts | £ Opportunities

n -

4 Service | @) In
Admin Homepage | Back to My Homepage
Company &dministration Application Customization

Cormpany Administration - Manage the company prafile and manage global
information, including currencies and active languages, Monitor usage and sek
password policies, Create Homepage alerts,

application Cuskomization - Customize
cuskom page layouts, homepage lawou
layouts; change Figld names, modify pi
cascading picklisks, define custom web
and rename record bypes,

User Management & Access Controls

[Jzer Management & Access Controls - Manage users and their daka wisibility For
wour company, including creating new or updating existing user profiles, Manage

Business Process Management

[ [ERETE ' i ' ' i ne o - e ~ . ' - o

4 Under ‘Record Type Setup’, click on ‘Contact’ link
Application Customization | Backto Admin Homepage

Record Type Setup

Accounk Cuskam Ohijeck 09
Ackivity Cuskam Ohijeck 10
fHssessment Cuskam Objeck 11
Azset Cuskarm Ohjeck 12
ampaign Custom Object 13
Contack Custom Object 14

Cuskom CObject 01

Custom Object 15
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5 Select ‘Contact Field Setup’ under Field Management section

Juq Home I ﬂ Calendar I E?g"’ Leads I Accounts I @ Contacts I E_-E?- Opj

Contact Application Customization

Field Management

Felabel field names, create custom fields, manage picklist values, specify default

walues For a field or set up Field walidation.

Contact Field Setup
Conkack Team Field Setup

Cascading Picklists

6 Click on ‘New Field’ button

Zontact Fields | Backto Contact Application Custormization

Mew Field | | Rename Fields

Edit
Edit
Edit
Edit
Edit
Edit

[l Y

Display Name

#ccounkt

Accounkt

Account External Unique Id
Account Id

Account Integration Id

Sccounk Location

[

| Back to Application Customization

7 Set Display Name to ‘IQAutoPassword’, Field Type to ‘Checkbox’ and click ‘Save’
Contact Field Edit | Back to Contact Fislds

Save || Cancel

Enter a display name and field type for new fields or modify the display name of existing fields. Maoke that once a field is created, its field type car

addition, vau can define Required, Read Only and Default Yalue properties Far non-syskem Fields,

Key Information

Display Mame* | IQAukoPassword

Mark For Translation

Additional Information

*= Required Field

Required i
Read Only ]

8 Repeat step 6 and 7 for rest of the fields

Field Type® |

Default Yalue

Currency

Date

[rate/ Time

Integer
Mulki-Select Picklist
Murnber

Percent

Phone
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CONTACT CUSTOMIZATION

Edit
Edit
Edit
Edit
Edit Edit Picklist
Edit Edit Picklist
Edit Edit Picklist

IAukoP assword
IQPassword
IQRegistrationDate
IQResetReminder
IQUserRole
I0Userskatus
IQUserType

9 Click on ‘Edit Picklist’ for Display Name ‘IQUserRole’

Edit
Edit
Edit
Edit
Edit Edit Picklist
Edit Edit Picklist
Edit Edit Picklist

IAukoP assword
IQPassword
IQRegistrationDate
IQResetReminder
IQUserRole
I0Userskatus
IQUserType

Checkbox

Text (Long)
Drake)Time

Text (Shork)
Picklist {Editable)
Picklist (Editable)
Picklist {Editable)

Checkbox

Text (Long)
Drake)Time

Text (Shork)
Picklist {Editable)
Picklist (Editable)
Picklist {Editable)

10 Enter the Picklist values as ‘Restricted’, ‘View My Cases’, ‘Update My Cases’, ‘View Company
Cases’ at the appropriate Order and click on ‘Save & New’ button. Enter the Picklist values as
‘Update Company Cases’ at the appropriate Order and click on ‘Save & Close’ button

IQUserRole Save & Close
Order* Id

Restricted

Wigw My Cases

Update My Cases

Wiew Company Cases
El Update Company Cases
L]

*= Required Field

Default ¥alue
<Cuskom Yalue =

<iCustom value =
“Cuskom Yalue =
<iCustam value =

<iCuskom Yalue =

Save & Order Alphabetically | | Save & New

Hide Disabled

Picklist ¥alues*
estricked

iew My Cases |
pdate My Cases

fview Company Cases |

|

Cancel

Mark For Translation

Moke: Edits made to these picklist values will be reflected in reports builk from real-time and hiskorical subject areas,

IQUserRole

Save & Close

Save & Order Alphabetically | | Save & New

Hide Disabled

11 Click on ‘Edit Picklist’ for Display Name ‘IQUserStatus’

Edit
Edit
Edit
Edit
Edit Edit Picklist
Edit Edit Picklist
Edit Edit Picklist

IoAukoPassword
IQPassword
IQRegistrationDate
IQResetReminder
IQserRole
IQUserskakus
IOUserType

Cancel

Checkbo:x

Text (Long)
Drake Time

Texk {Short)
Picklist (Editable)
Picklist {Editable)
Picklist (Editable)

oOooooo

Disabled

OOoOoooo
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12 Enter the Picklist values as ‘Needs Approval’, ‘Approved’, ‘Registration in process’ in the
appropriate Order and click on ‘Save & New’ button. Enter the Picklist values as ‘Denied’ at the
appropriate Order and click on ‘Save & Close’ button

IQUserstatus Save & Close | | Save & Order Alphabetically | | Save & New | | Hide Disabled | | Cancel

Order® Id Default ¥alue Picklist ¥alues® Mark for Translation Disabled
Meeds Approval “iCuskom Yalue = O O
Approved “Cuskom Yalue = O O
Denied <Custom Yalue > O O
Reqgistration in process <Custon Yalue = D D
[ L ] O O

*= Required Field

Moke; Edits made ko these picklist walues will be reflected in reports built From real-time and historical subject areas,
IQUserstatus Save & Close | | Save & Order Alphabetically | | Save & New | | Hide Disabled | | Cancel

13 Click on ‘Edit Picklist’ for Display Name ‘IQUserType’

Edit IoAukoP assword Checkbox

Edit IQPassword Text (Long)

Edit IQReqgiskrationDate Drake)Time

Edit IQResetReminder Text (Shork)
Edit Edit Picklist IQUserRole Picklist {Editable)
Edit Edit Picklist IQUserskatus Picklist (Editable)
Edit Edit Picklist IQUserType Picklist {Editable)

14 Enter the Picklist values as ‘Internal’ and click on ‘Save & New’ button. Enter the Picklist values as
‘External’ and click on ‘Save & Close’ button

IQUserType Save & Close | | Save & Order Alphabetically | | Save & Mew | | Hide Disabled | | Cancel
Drder* Id Default ¥alue Picklist ¥alues*

Inkernal iCuskom Walue Tnternal |
External <iCustomn Yalue |Externa|
[] | |

*= Required Field

Mote: Edits made ko these picklist walugs will be reflected in repaorks builk from real-time and historical subject areas.
I0UserType Save & Close | | Save & Order Alphabetically | | Save & Mew | | Hide Disabled | | Cancel

15 Click on ‘New Field’ button and Set Display Name to ‘Register Self-Service User’, Field Type to
‘Weblink’ and click ‘Save’
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Contact Field Edit

Save | | Cancel

Enter a display name and Field type For new Fields or modify the display name of existing figlds, Moke that once a field is created, its field bvpe ©

| Back to Contact Fields

addition, wou can define Required, Read Only and Default Yalue properties For non-syskem Figlds,

Key Information

Display Mame® |Register Self-Service s

Mark For Translation
Additional Information

Required

Read only

Field Tvpe* | Web Link

Default Yalue

16 Click on ‘Edit Web Link’ and update the properties

Edit web Link Save | | Cancel
Fizld Display Mame
User fields £
Contact Fields

Mark far Translation

Window Properties

Displary Text

el Link Target

Refresh Parent Window
Display Options

Link Properties

Active Link Condition

Display Link Condition

LK

Register SelfService Use

v

(]

Reqister Self-Service User

Dpen in Mew window L

Detail Page

TRLE

TRLE

http:f fpsw2:19226) sspfindex ?page=reqisterfrp=homefrontact Id="%
eI d% 5 Yo tiront ackFirstName="%% %% %eFirsk_Namee T i
contacklastMame="%:%Last_MName %%
contactEmail="%%:%Email_address%a %

WARMING: Browsers have different maximum URL lengths, IF vou specify & URL that is boo long, it may nok work as intended, The UR

change if wou are using parameter substitation,

Save || Cancel
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Add a new section to display Self Service Portal information

STEPS:

1

D O~ W N

~

10
11

12
13
14
15
16
17

18

Logon to CRM On Demand Application

Click on the ‘Admin ‘ link on the top right corner

Click on the ‘Application Customization’ link

Under ‘Record Type Setup’, click on ‘Contact’ link

Select ‘Contact Page Layout’ under Page Layout Management section

Enter ‘CustomContact’ (User can set Layout Name however they want) for Layout Name and click
‘Finish’ button

Click on ‘Edit Sections’ under Contact Page Layout

Change the display name to ‘Self Service Portal Information’ for any one of the unused ‘Available
Section’ and click ‘Save’ button

Click on ‘Edit’ under Contact Page Layout
Click on ‘Field Layout [Step 3] in the Page Layout Wizard

Select IQUseRole, IQUserStatus, IQUserType and IQRegistration date from the Available fields
and click on "=/, Move it to the right-most section under ‘Self Service Portal information’

Click on finish

Go back to ‘Admin Home Page’ and click on ‘User Management & Access Controls’
Click on ‘Role Management’

Click on ‘Edit’ link under Administrator

Click on the ‘Page Layout Assignment [Step 6]

Change the Contact Call Page Layout Name to ‘CustomContact’(or any name that was set in the
step 6) and click on ‘Finish’ button.

Go to any Contact Details page. The ‘Self Service Portal Information’ Section should show up as
shown below
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WALK-THRU
1 Logonto CRM On Demand Application
ORACLE cRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User Sign In ID: ||

Password: |

|:| Remember My User Sign In ID

Forgot Your Password?

2 Click on the ‘Admin * link on the top right corner
TE - Leading Environment

I</A_ L cREMOnDemand Training and Support | Admin | M

|=|Message Center it Home | {| Calendar | £ Leads Accounts Contacts | Hs Opportunities | = Service | &) InQo
0 Mew Messages
B\ e Welcome, Santosh!
S h
earc Last Sign In Date - 2/2/2010 12:19:05 PM
T Today's Calendar | New E @ My Open Tasks | New
Last Mame start Time “ Subject Due Date * Priarity
Wigw Calendar 11/23/2009 !
First Mame 1/af2010 ]
. 162010 !
Email 1jafz010 )
162010 |
Advanced 1f7fz010 !

3 Click on the ‘Application Customization link

»
CRM On Demand Training and Suppart | Admin

{qd} Home 1| Calendar E?a-" Leads Accounts Contacts EE? Opportunities !’1 Service | &) In
Admin Homepage | Backto My Homepage

Company Administration Application Customization

Company Administration - Manage the company profile and manage global Application Customization - Customize
information, including currencies and active languages. Monitor usage and sek custom page layouts, homepage lavou
password policies, Create Homepage alerts, layouts; change Field names, modify pi

cascading picklists, define custom web
and rename record byvpes.
User Management & Access Controls
User Management & Access Controls - Manage users and their data wisibility For -
2 % Z . SR H Business Process Management
wour company, including creating new or updating existing user profiles, Manage

[N . e (IR ' ' ' ] e | P . . - o

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



29 CONTACT CUSTOMIZATION

4 Under ‘Record Type Setup’, click on ‘Contact’ link
Application Customization | Backto Admin Homepage

Record Type Setup

Accounk Cuskam Ohijeck 09
Ackivity Cuskam Ohijeck 10
fHssessment Cuskam Objeck 11
Azset Cuskarm Ohjeck 12
ampaign Custom Object 13
Contack Custom Object 14
Cuskom CObject 01 Custom Object 15

5 Click on ‘Contact Page Layout’ under ‘Page Layout Management’ and then click “Copy”
button next to “Contact Page Standard Layout”

Contact Application Customization | Back to Application Customization

Field Management Page Layout Management
Relabel field names, create custom fields, manage picklist values, specify default Zreake and manage page lavouks and
walues For a Field or set up Field validation, page layouts,

Zontack Field Setup Zonkack Page Layvouk
Zontack Team Field Setup Zonkact Relaked Information Layvout

Conkact Web Applet
Cascadinag Picklists

= CRM On Demand

—IMessage Center /EEI Home ﬂ Calendar E%’ Leads Accounts Contacts EE? Dpportunitie
., O Mew Messages

[ ? Contact Page Layout | Back to Contact Application Custarization

—Isearch = :

0 New Layout |

| Conkacts v i T

(Al + Name Last Modified

:-35'5 Mame | Copy Conktact Page Standard Layout System Generated
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6 Enter ‘CustomContact’ (User can set Layout Name however they want) for Layout Name and click
‘Finish’ button

Page Layout Wizard: Contact: CustomContact | Back to Conkact Page Lavour

Step 1 Step 2 Step 3 Step 4 5
Layout Marme Field Setup Field Layout Related Information R

Layout Name

Layout Mame® [CustarnContack |

Cuskom Contact Page For JNQUIRA S5P

Description

7 Click on ‘Edit Sections’ under Contact Page Layout

11 ] — -3 —_— ﬂ -
{5} Home ﬂ Calendar 63 Leads Accounts Contacts EEEF Opportunities | < Service | |

Contact Page Layout | Back to Contact Application Customization

New Layout
Manie Last Modified
Copry Conkack Page Standard Layouk System Generated
Edit Copy Delete Edit Sections CustomContact Santosh Chakrapani, 021002010 14:53:55

8 Change the display name to ‘Self Service Portal Information’ for any one of the unused ‘Available
Section’ and click ‘Save’ button

Section Names Setup | Backto Contact Page Layout
Edit Section Mames Save Cancel Tre

Click the Mark For Translation checkbox in order ko track Display Mames that need ko be translated inko other languages. Lse
and the changes require translaktion into another language. Click the help link to learn more.

Display Name Default Name

|Ke3-' _onkact Information:

kew Contact Imformation:

|C0ntact Dekail Information: Conkact Detail Information:

|Se|F Service Portal Information Available Section:

|awvailable Section: fvailable Section:

|
|
|additional Information: | Additional Information:
|
|
|

|.ﬁ.\-'ailab|e Section: Avvailable Section:

9 Click on ‘Edit’ under Contact Page Layout
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MNew Layouk

Copy

10 Click on ‘Field Layout [Step 3]’ in the Page Layout Wizard
Page Layout Wizard: Contact: CustomContactlLa...

Step 1
Lavout Marme

Available Contact Fields

From fAvailable Fields, select

Name
Contact Page Standard Lavout
Edit Copy Delete Edit Sections  CustomConkack

Step 2

Field Setup

additional

figlds wou wish ko display in the Contact

Page Layouk,
Available Fields:

|Au:u:u:uunt External Unigue Id

Contact Page Layout | Back to Contact Application Customization

Last Modified
Swstem Generated
Santosh Chakrapani, 02/ 1002010 14:53:55 I

Step 3
Field Layout

Arrange Contact Page Layout

o =F — = - 5] ; "
7 Home I 1| Calendar I & Leads I Accounts I |fiz| Contacts I iz Opportunities I 14 Service I @n

| Back to Contack Page Layouk

Related Information

IJse the up, down, left, and right directional butkons to move Contact Fiel
fields to display, Certain Large Texk Box fields cannot be rowved in Figld L

Key Contact Information:

Key Conti

|ru'lr Mul=

I rrvmar=——

11 Select IQUserRole, IQUserStatus, IQUserType and IQRegistration date from the Available fields
and click on =, Move it to the right-most section under ‘Self Service Portal information’

LLISTOM UBJECT U2
Custom Ohject 02:
Custom Ohject 02:
Custom Chject 03
Custom Ohject 03:
Custom Ohject 03:
Custom Chject 04
Custom Ohject 04:
Custom Ohject 04:
Custom Chject 05
Custom Ohject 035
Custom Ohject 035
Custom Chject 06
Custom Ohject 0G:

Tostom Cikiact NR-

E:xternal Unigue 10
Integration 10

E:xternal Unigue 10
Integration 10

External Unigue 10
Integration 10

External Unigue 10
Integration 10

External Unigue 10
Imta v ati;m 1M

12 Click on finish

Contact: CustomContact

Step 2
Field Setup

dditional
= Conkact

Step 3

Figld Layout

Self Service Portal Information

Self Service Portal Information

Arrange Contack Page Layout

Regizter SelfService User 1GU=zerRole
External Unigue 10 IZ:_/:\_ GUserStatus
o Romey Id =) 1Gser Type
W = | IGRegistrationDate
=) <)
V)
Available Section: Available Section:
| Back ko Contact Page Layouk Help
Step 4 Step 5
Felated Infarmation Related Information Layout
Previous | | Nex ancel

Use the up, down, left, and right directional butkons to move Contact fields bo the section of the page wou want the
fields ko display. Certain Large Text Box fields cannot be moved in Field Layout,

13 Go back to ‘Admin Home Page’ and click on ‘User Management & Access Controls’
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Admin Homepage | Backto Contact Detal
Company Administration

Company Adminiskration - Manage the company profile and manage global
information, including currencies and active languages, Monitor usage and sek
passward policies, Create Homepage alerts.,

User Management & Access Controls

User Management & Access Conkrols - Manage users and their data visibiliby For
wour company, inchading creating new or updating existing user profiles. Manage
public groups that are used implicitly to share records and calendar among multiple

...... R Y T P S o I

Y g N Py A RN

R R | R Jp

14 Click on ‘Role Management’

Application Customization

Application Customization - Customize apy
cuskom page lavouts, homepage lavouts,
lawouts; change field names, modify pickli
cascading picklists, define custom web tat
and rename record types,

Business Process Management

[raka Rules & Assignment - Define the dat

P R S A S PR JR S —

User Management & Access Controls | Back to Admin Homepage

User and Group Management

IJser Management - Creake new users and update profiles of existing users,

Public Sharing Groups - Define public groups toowhich users may implicikly share
their records and calendar.

Access Profile Management

15 Click on ‘Edit’ link under Administrator
Role List | Back to User Management & Access Contrals

Role Management  Mew Role

Role Management

Role Management - Create and update

Translal

Al 09 A BCDEFGHIJTEKELMNOPQRSTUYWXYZ

Role Name * Description Created By Madifi
Copy Edit Adrministrator onDemand Role  Chris Brignone 10§2/2009 0355 PM Sankos
Copy Edit Delete  Advanced User onDemand Role  Chris Brignone 10422009 0355 PM Chris B
Copy Edit Delete Executive onDemand Role  Chris Brignone 1022009 03:55 PM Chris B
Copy Edit Delete Field Sales Rep OnDemand Role  Chris Brignone 10/2/2009 03:55 PM Chris B
16 Click on the ‘Page Layout Assignment [Step 6]
Role Management Wizard: Administrator | Back ko Role List
Step 1 Step 2 Step 3 Step 4 Step 5 Step 6
Role Marme Record Type Arcess Profiles Privileges Tab Access & Page Layout
ArCcess Crdler Assignment

Page Layout Assignment

Record Type Page ¥iew Type* Page Layout Manm
Account | Skatic W | | Account Page Stanc
Account Call | Skatic b | | Call Page Standard |
Account Revenue | Skatic W | | Account Revenue P
appointrent | Skatic b | | Appainkrent Page =
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17 Change the Contact Page Layout Name to ‘CustomContact’(or any name that was set in the step
6) and click on ‘Finish’ button.

Asset Skatic L Asset Page Standard Lawout

Zall Product Detail Skatic b Call Product Page Standard Layout
Call Sample Dropped Skatic b Call Sample Dropped Page Standard |
Campaign Skatic hd Campaign Page Standard Layout
Conkact Static v fiContact Page Standard Lawvout
Contact Cal Static v W
Contact Revenue Skatic W

Mikarn Cikdsck 01 Chakic w ickarn Cikieck N1 Bane Skandaed |2

18 Go to any Contact Details page. The ‘Self Service Portal Information’ Section should show up as
shown below

=l Self Service Portal Information

Register SelfService User Reqgister Self-Service User IoUserRole Update Company Cases
External Unique ID schakrapani [QUserstatus Approved
Row Id AAPA-3WZ 548 IQUserType External
IQReqgistrationDate

Activity Customization

Add new Activity Types
The following types need to be created for Activity in CRM On Demand :-

New Values for Type
UserTopic
UserUpdate

STEPS:

1 Logonto CRM On Demand Application

2 Click on the ‘Admin * link on the top right corner
3 Click on the ‘Application Customization’ link
4

Under ‘Record Type Setup’, click on ‘Activity’ link and then select ‘Activity Field Setup’ under Field
Management section

ul

Click on ‘Edit Picklist’ for Display Name ‘Type’
6 Enter the Picklist value as UserTopic at the appropriate Order and click on ‘Save & New’ button

7 Enter the Picklist value as UserUpdate at the appropriate Order and click on ‘Save &Close’ button
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WALK-THRU

1 Logonto CRM On Demand Application
ORACLE CRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User Sign In ID: ||

Password: |

|:| Remember My User Sign In ID

Forgot Your Password?

2 Click on the ‘Admin * link on the top right corner
TE - Leading Environment

Training and Support | Admin | M
CRM On Demand
|=|Message Center Home | ‘i| Calendar | E? Leads | i Accounts | [ Contacts | B Opportunities | & Service InQt
H A 3 [
0 Mew Messages
B\ e Welcome, Santosh!
S h
earc Last Sign In Date - 2/2/2010 12:19:05 PM
T Today's Calendar | New E @ My Open Tasks | New
Last Mame start Time “ Subject Due Date * Priarity
Wigw Calendar 11/23/2009 !
First Mame 1/af2010 ]
. 1/6/2010 1
Email 1jafz010 )
1/8)Z010 1
Advanced 1f7fz010 !

3 Click on the ‘Application Customization’ link

CRM On Demand Training and Support | Admin

f’ﬂ Home ﬂ Calendar E§a=‘ Leads Accounts Contacts EE; Opportunities F‘J Service e In

Admin Homepage | Backto My Homepage

Company Administration Application Customization
Company Adminiskration - Manage the company profile and manage global Application Cuskomization - Customize
information, including currencies and active languages. Monitor usage and set cuskom page lavouts, homepage lavou
password policies, Create Homepage alerts, lavouts; change Field names, modify pi

cascading picklists, define custom web

and rename record bypes,
User Management & Access Controls

IJser Management & Access Controls - Manage users and their data wisibility For
wour company, including creating new or updating existing user profiles. Manage

Business Process Management

L S R SR e 0
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4 Under ‘Record Type Setup’, click on ‘Activity’ link and then select ‘Activity Field Setup’ under Field
Management section

CRM On Demand Training and Suppork | Admin |

_./ﬁ’; Home ﬂ Calendar E?‘a? Leads Accounts Contacks Eﬁaq Opportunities "'_?‘_ Service | & Inl

Activity Application Customization | Back to Application Customization

Field Management Page Layout Management
Relabel Field names, create custom fields, manage picklist values, specify defaulk Create and manage page lavouts and v
walues For a field or set up Field validation. page lavouts,
Ackivity Field Setup Appointment Page Layouk

Task Page Layouk

5 Click on ‘Edit Picklist’ for Display Name ‘Type’
CRM ©On Demand Training and Support | Admin

o Home | 1| Calendar | £.7 Leads | i Accounts | [3z] Contacts | Es Dpportunities | 2 Service | @ InQ

Activity Fields | Back to Activity Application Customization

| New FiEll.j“: | Rename Fiel.ds__i Transl
Display Mame Field Type Required Mo

Edit Account Picklist {Fead-only)
Edit Account External Lnique Id Picklist (Read-only)

Edit Total Hold Time Murmber

Edit Edit Picklist Tvpe Picklist (Editable)

Edit Users Picklist (Read-onlw)

Edit Wrao Uo End Time DakelTime

6 Enter the Picklist value as UserTopic at the appropriate Order and click on ‘Save & New' button

7 Enter the Picklist value as UserUpdate at the appropriate Order and click on ‘Save &Close’ button
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Type Save & Close | | Save & Order Alphabetically | | Save & Mew | | Hide Disabled | | Cancel

Order* Id Default Yalue Picklist ¥alues* Mark
1 Answer <Cuskom Value = Answer

2 Zall Zall Zall

3 Callback, Callback, Callback

4 Correspondence Correspondence Correspondence
o Drernonstration Drernonstration Crernonstration
6 Email Email Ermnail

7 Event Event Event

g Faux Faux Fax

£l Meeting Meeting Meeting

10 Other Other Other

11 Personal Personal Personal

12 Presentation Presentation Presentation

13 To Do To Do To Do

14 Yoicemail Yoicemail Yoicemnail

15 zerlUpdate =Cuskom Value = |zerUpdate

16 ser Topic <Custom Yalue = IserTapic

Add new web link ‘Topic Link’ for Task Activity

1 Logonto CRM On Demand Application

2 Click on the ‘Admin * link on the top right corner
3 Click on the ‘Application Customization’ link
4

Under ‘Record Type Setup’, click on ‘Activity’ link and then select ‘Activity Field Setup’ under Field
Management section

5 Click on ‘New Field’ and set ‘Topic Link’ as display name, ‘Web Link’ as Field Type and click ‘Save’
6 Click on ‘Edit Web Link’ and set ‘Topic Link’ as display text and appropriate URL
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WALK-THRU

1 Logonto CRM On Demand Application
ORACLE CRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User Sign In ID: ||

Password: |

|:| Remember My User Sign In ID

Forgot Your Password?

2 Click on the ‘Admin * link on the top right corner
TE - Leading Environment

Training and Support | Admin | M
CRM On Demand
|=|Message Center Home | ‘i| Calendar | E? Leads | i Accounts | [ Contacts | B Opportunities | & Service InQt
H A 3 [
0 Mew Messages
B\ e Welcome, Santosh!
S h
earc Last Sign In Date - 2/2/2010 12:19:05 PM
T Today's Calendar | New E @ My Open Tasks | New
Last Mame start Time “ Subject Due Date * Priarity
Wigw Calendar 11/23/2009 !
First Mame 1/af2010 ]
. 1/6/2010 1
Email 1jafz010 )
1/8)Z010 1
Advanced 1f7fz010 !

3 Click on the ‘Application Customization’ link

CRM On Demand Training and Support | Admin

f’ﬂr Home ﬂ Calendar @a.‘ Leads Accounts Contacts EE; Opportunities E Service 0 In

Admin Homepage | Backto My Homepage

Company Administration Application Customization
Company Administration - Manage the company profile and manage global Application Cuskomization - Customize
information, including currencies and active languages, Monitor usage and set custom page lavouts, homepage lavou
password policies, Create Homepage alerts. lavouts; change field names, modify pi

cascading picklists, define cuskom web

and rename record bvpes,
User Management & Access Controls

IUser Management & Access Controls - Manage users and their data wisibility For
wour company, including creating new or updating existing user profiles, Manage

Business Process Management
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4 Under ‘Record Type Setup’, click on ‘Activity’ link and then select ‘Activity Field Setup’ under Field
Management section

Training and Support | Admin |

/jﬁ.'*, Home ﬂ Calendar E‘a? Leads ﬂ] Accounts | |7z Contacts EE? Opportunities "3 Service | g Inl

Activity Application Customization | Back to Application Customization

Field Management Page Layout Management
Felabel figld names, create custom fields, manage picklist values, specify default Creake and manage page layouts and «
walues For a Field or set up field validation, page lavouts,
Activity Field Setup Appointment Page Layout
Task Page Layouk

5 Click on ‘New Field’ and Enter Display Name ‘Topic Link’, Field Type ‘Web Link’ and click Save
Activity Field Edit | pack to Activity Fields

Save | | Cancel

Enter a display name and Figld tvpe For new Figlds ar madify the display name of existing fields, Mote that ance a figld is created, its figld bype
addition, you can define Required, Read Only and Default Yalue properties For non-swskem fields.

Key Information

Display Mama* |T0|:|i|: Lirk, Field Tvpe* Web Link
Mark far Translation [

Additional Information

Reguired Default Yalue

Bead rinhe

6 Click on ‘Edit Web Link’ and enter details

Edit Subject Text
Edit Edit Web Link Topic Link Web Link Santosh Chakrapani, 01/14/2010 18:11:25

i Trbel U lald Tiean [T
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Field Display Mame |Topic Link

User fields | GGG -
Activity Fields ~
Mark for Translation [

Window Properties
Topic Link

Display Text

Vieb Link Target | Open in Mew window -

Refresh Parent Windowe [J
Display Opticns | Both “
Link Properties

1
Active Link Condition TRUE

1
Display Link Condition TRUE

http://psv2:9226/ssp/index?page=forumsitopic=%%%%Commenta%s
o

i
Url

Enable ‘Topic Link’ web link for Activity Type ‘UserTopic’ only

Create Page Layouts

Create one with Topic Link visible on the Ul and the other with Topic Link not visible on the Ul).

STEPS:

1 Go To “Activity Application Customization” and Click on “Task Page Layout”

2 Copy “Task Page Layout”

3 Edit the copied Layout and Rename it to “NonUserTopicLayout” and click Finish
4 Create Another Layout “UserTopicLayout”
5

Add the field “Topic Link” in the Field Layout Section [Step 3] of the “UserTopicLayout” and Click on
Finish
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WALK-THRU

1 Go To “Activity Application Customization” and Click on “Task Page Layout”
Activity Application Customization | Backto Application Customization

Field Management

Relabel field names, create custom fields, manage picklist values, specify default
values for a field or set up field validation.

Activity Field Setup

Cascading Picklists

2 Copy “Task Page Layout”

Page Layout Management

Create and manage page layouts
layouts.

Appointment Page Layout
Task Page Layout

Appointment Related Information

Task Page Layout | sack to Activity Application Customization Help | Printer Fri
New Layout
Previous
Name Last Modified Description
Copy Task Page Standard Layout System Generated
Edit Copy Delete Edit Sections MNonUserTopiclLayout Santosh Chakrapani,02/10/2010 11:51:42
Edit Copy Delete Edit Sections UserTopicLayout Santosh Chakrapani,02/10/2010 11:51:01
3 Edit the copied Layout and Rename it to “NonUserTopicLayout” and click Finish
Page Layout Wizard: Task: NonUserTopicLayout | packto Task Page Layout Help

Step 1 Step 2 Step 3 Step 4
Layout Name Field Setup Field Layout Related Information
Layout Name

Layout Name™ |NonUserTopicLayout

Description

== Required Field

4  Create Another Layout “UserTopicLayout”

Page Layout Wizard: Task: UserTopicLayout | packto Task Page Layout

Step 1 Step 2 Step 3 Step 4
Layout Name Field Setup Field Layout Related Information

Layout Name

Layout Name™ [UserTopicLayout

Description

== Required Field

Step 5
Related Information Layout

Hext || Finish || Cancel

Hext || Finish || Cancel

Help

Step 5
Related Information Layout

Hext | | Finish Cancel

Hext | | Finish Cancel
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5 Add the field “Topic Link” in the Field Layout Section [Step 3] of the new Layout and Click on
Finish. The New Layout will now have “Topic Link” field displayed on the UlI.

Step 1 Step 2 Step 3 Step 4 Step 5
Layout Name Field Setup Field Layout Related Information Related Information Layout

Previous Hext Finish Cancel
Available Task Fields Arrange Task Page Layout

From Available Fields, select additional fields
you wish to display in the Tasks Page Layout.

Use the up, down, left, and right directional buttons to move Tasks fields to the section of the page you want the fields to
display. Certain Large Text Box fields cannot be moved in Field Layout.

Available Fields:

Key Task Information:

Account External Unique Id
Account Integration Id
Account Location

Activity Subtype

Address

Alias

Assigned Queus

call Type

Campaign External Unique Id
Campaign Integration Id
Completed

Contact External Unique Id
Contact Integration Id
Contacts

Cost

Created

Created By

Created By Email

Created By: Email External
Created By: External Unigque ID
Created By First Mame
Created By Integration ID
Created By Last Mame
Created By Login Name

Key Task Information:

> Owner

Subject
Type

2 | Priority

Delegated By

Related Items:

Due Date
Completed Date
Status

Private

Agctivity Currency

Related Items:

Account
Frimary Contact
Opportunity

Additional Information:

Lead
Campaign
Service Request

Additional Information:

Created External
Topic Link

Create Dynamic Layout

STEPS:

Modified External

1 Go To “Activity Application Customization” and Click on “Task Dynamic Layout”

2 Click on “New Layout” and put Dynamic Layout Name as “UserTopicDynLayout”.

3 Assign “User Topic Layout” as the layout for Activity Type “UserTopic” and “NonUserTopicLayout”

for rest of the Activity Types and click on Finish

WALK-THRU: -

1 Go To “Activity Application Customization” and Click on “Task Dynamic Layout”

Dynamic Layout Management

Manage Dynamic Layouts by associating different page layouts with different values
of the picklist that controls page display at runtime.

Appointment Dynamic Layout

Task Dynamic Layout
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2 Click on “New Layout” and put Dynamic Layout Name as “UserTopicDynLayout”.

Dynamic Layout Wizard: Task: UserTopicDynLay... | Backto Task Dynamic Layout Help
Step 1 Step 2
Specify Name Assign Layouts

Next || Finish | | Cancel
Specify Name
The Task Detail and Task Edit pages may require process driven layouts - i.e, the page layouts must change dynamically based on the values of a specific field.
Please specify a name for the Dynamic Layout and a picklist field whose values will determine which layout is seen by the users. Additionally, please specify a default Layout

name.

Specify Mame
Dynamic Layout Name™ |UserTopicDynLayout
Driving Ficklist™ Type
Default Layout™ | MonUserTopicLayout v

Modified By Santosh Chakrapani 02/10/2010 11:52:44

Description

3 Assign “User Topic Layout” as the layout for Activity Type “UserTopic” and “NonUserTopicLayout”
for rest of the Activity Types and click on Finish.

Field Type Layout Name™

Ansvrer MonUserTopicLayout ~
call MonUserTopicLayout -
Callback MonUserTopicLayout ~
Correspondence MonUserTopicLayout e
Demonstration MonUserTopicLayout -
Email MonUserT opicLayout ~
Event MonUserTopicLayout v
Fax MonUserTopicLayout ~
Meeting MonUserTopicLayout e
Other MonUserTopicLayout -
Personal MonUserTopicLayout ~
Presentation MonUserTopicLayout ~
To Do MonUserTopicLayout ~
Voicemail MonUserTopicLayout e
UserUpdate MonUserTopicLayout -
UserTopic UserTopicLayout ~

Previous Finish Cancel

Associate Dynamic Layout to Task

STEPS:
1 Go to ‘Admin Home Page’ and click on ‘User Management & Access Controls’
2 Click on ‘Role Management’
3 Click on ‘Edit’ link under Administrator
4  Click on the ‘Page Layout Assignment [Step 6]
5

Change the Task Page View Type as “Dynamic” and Page Layout Name to ‘UserTopicDynLayout’
and click on ‘Finish’ button.
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6 Go to any Task Details page. For Type “UserTopic”, the field ‘Topic Link’ should show up as shown
below. For any other Type, the field “Topic Link” is not displayed.

WALK-THRU

1 Goto ‘Admin Home Page’ and click on ‘User Management & Access Controls’

Admin Homepage | Back to Task Detail
Company Administration

Company Administration - Manage the company profile and manage global
information, including currencies and active languages. Monitor usage and set
passwword policies. Create Homepage alerts.

User Management 8 Access Controls

User Management & Access Controls - Manage users and their data visibility for your
company, including creating news or updating existing user profiles. Manage public
groups that are used implicitly to share records and calendar among multiple users.
Define roles to control user's access to data and warious application features, and
define book hierarchies to manage levels of visibility users have into your company's
data.

Tarritmeme Manaacmrmant - Nafing tha hiararchy that rakbac on wooar comrmaEne'c

2 Click on ‘Role Management’
User Management & Access Controls | pack to Admin Homepage

User and Group Management Role Management
User Management - Create new users and update profiles of existing users. Role Management - Create and update roles for your company.

Public Sharing Groups - Define public groups to which users may implicitly share their
records and calendar.

3 Click on ‘Edit’ link under Administrator

Role List | Backto User Management & Access Controls Help | Printer F

Role Management New Role Translation Language: | English-Americz

Al 09 ABCDEFGHIJKLMNOPQRSTUVWXYZ[  |[eo Previou:
Role Hame Description Created By Modified By

Copy Edit Administrator OnDemand Role Chris Brignone 10/2/2009 03:55 PM Santosh Chakrapani 2/10/2010 05:38 PM

4  Click on the ‘Page Layout Assignment [Step 6]

Role Management Wizard: Administrator | sackto Role List Help
Step 1 Step 2 Step 3 Step 4 Step 5 Step 6 Step 7 Step 8
Role Name Record Type Access Profies Privieges Tab Access & Page Layout Search Layout Homepage
Access Order Assignment Assignment Layout

Assignment

Previous Next Finish Cancel
Page Layout Assignment
Record Type Page View Type™ Page Layout Name=™
Account | static - | mccount Page standard Layout ~|
Account Call | static ~1 | call Pace standard Lavout ~

5 Change the Task Page View Type as “Dynamic” and Page Layout Name to ‘UserTopicDynLayout’
and click on ‘Finish’ button.
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Task | Dynamic v | | UserTopicDynLayout v |
User | Static v | | User Page Standard Layout w |
User Admin | Static v | | User Admin Page Standard Layout w |
User Owiner | Static v | | User Owner Page Standard Layout v |
Wrap Up | Static v | |Wrap Up Page Standard Layout v |

Previous || Next || Finish || Cancel

6 Go to any Task Details page. For Type “UserTopic”, the field ‘Topic Link’ should show up as shown
below. For any other Type, the field ‘“Topic Link’ is not displayed.

Type=UserTopic, ‘Topic Link’ field is present

Task Detail: Agent Response | Back to My Homepage

=l Key Task Information:

Owner Santosh Chakrapani
Subject Agent Response
Type UserTopic
Friority 3-Low
Delegated By
=l Related Items:
Account
Frimary Contact Vinay Saini
Opportunity
=l Additional Information:

Created External Santosh Chakrapani 2/1/2010 11:24 AM
Topic Link Tapic Link

Description We are looking into this

Type=UserUpdate, Topic Link field not present

Task Detail: Agent Response | Back to My Homepage
|—|/=| Task Details New Edit Delete Mark as Completed
=l Key Task Information:
Owner Santosh Chakrapani
Subject Agent Response
Type UserUpdate
Priority 3-Low
Delegated By
=l Related Items:
Account
Primary Contact Winay Saini
Opportunity
=l Additional Information:
Created External Santosh Chakrapani 2/1/2010 11:24 AM
Description We are looking into this

Edit Layout | Help | Printer Fri

[=||=| Task Details New || Edit | | Delete | | Mark as Completed | | Send Email

Due Date 2/1/2010
Completed Date
Status
Frivate
Activity Currency USD

Lead
Campaign
Service Request 480430-235386389

Modified External Santosh Chakrapani 2/12/2010 11:44 AM

Edit Layout | Help | Frinte

Send Email

Due Date 2/1/2010
Completed Date
Status
Private

Activity Currency USD

Lead
Campaign

Service Request 480430-235386389

Modified External Santosh Chakrapani 2/12/2010 12:09 PM
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CHAPTER 4

Setting up Web Services

Downloading WDSL from CRM On Demand

The Web services provided by Oracle CRM On-Demand allow users of client applications to interact with
Oracle CRM On Demand, for example, to insert, update, delete, and query records and to perform a
number of administrative tasks.The Web services are available through:

*  Web Services v1.0. Used to interact with Custom Objects 01-03, as well as preconfigured objects.

e Web Services v2.0. Used to interact with all Oracle CRM On Demand custom objects, as well as
preconfigured objects. Compared to Web Services version 1.0, the Web Services version 2.0 API also
offers additional options for issuing queries, using the QueryPage method.

e Service APIs. Used to manage administrative tasks through Web services. For example, service
APIs allow the administration of users in Oracle CRM On Demand, and provide the ability to issue
queries for system and usage information in relation to Oracle CRM On Demand.

From the Web Services Administration page you can:

» Download the Web Services Description Language (WSDL) files used by applications that access
the Web services & Access the Web services documentation

Steps for downloading WSDL Files from CRM On Demand

You can download WSDL files for each record type, and for each of the service APIs.
To download a WSDL file

1 From the Select Service list, select Web Services v1.0, Web Services v2.0, or Service APIs as
required.

2 From the WSDL Obiject list, select the required record type, for example, Service Request or the
name of the service API.

3 The objects displayed in the WSDL Object list depend on the record types that are set up for your
company.

4  Click the following button:
- Download Generic WSDL. A page containing the WSDL is displayed.

For Generic WSDL, the custom fields are based on generic XML tags: CustomNumberO,
CustomCurrency0, and so on. Using these placeholders, together with the Mapping Service allows
applications to map to the field names that your company uses.

5 Save the WSDL file to your computer.
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Set Up Web Services

1 1. Login into Oracle CRM On Demand
ORACLE cRM On Demand

Sign In

Please enter your user sign in ID and password to access your account.

User Sign In ID: ||

Password: |

|:| Remember My User Sign In ID

Forgot Your Password?

2 2. Click on the Admin link on top right hand side.

TE - Leading Environment

1< /AL &= CRM On Demand Training and Suppart | Admin | M
=IMessage Center 6} Home H Calendar E%? Leads Accounts Contacts EE; Opportunities r‘l Service | &) InQu
0 Mew Messages
i_'l\ € Welcome, Santosh!
—|si h
earc Last Sign In Diate - 2/2/2010 12:12:05 BM
AT Today's Calendar New E @ My Open Tasks | New
Lask Mame Start Time “ Subject Due Date Priority
Wigw Calendar 11/23/2009 1
First Marne 1/e6f2010 !
- 1j6 {2010 !
Email 162010 !
1j5f2010 !
Advanced Lf7[z010 l

3 3. Select the Web Services Administration link under the Web Services Integration section.

Admin Homepage | Backto My Homepage

Company Administration Applic
Company Administration - Manage the company prafile and manage global Applic
information, including currencies and ackive languages, Monitor usage and set cusko
password policies, Create Homepaoe alerts, lareow

Ly

Web Services Integration

Web Services Administration - Wiew and download web services,

Wieh Services Ukilization - Review a summary of services used by waour company,

4  Select ‘Web Services v1.0’ and click on ‘Go’ button and download Generic WSDL for Activity,
Service Request, Contact, Custom Object 1. Select ‘Web Services v2.0’ and click ‘Go’ button and
download Generic WSDL for Service Request.
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CRM On Demand

/_i'n} Home ﬂ Calendar

Custom Objects 1-3,

Web Services Administration

@.E? Leads

Iﬂ: Accounts

A= Contacts

- - o . .
Eﬁa—; Opportunities | ' Service 0 InQuira A

| Back to Admin Homepage

Choose which object you would like to create a WSDL for. | Downlead Documentation |

Select Service: EWeb Services v1,0 1w || Go |

. | \Web Services
‘Web Services v1.0 can be used to create application g

| Service APIs

WSDL Object

Account

Ackivity

Asset

Campaign
Caontack

Current Liser
Custam Object 01
Custom Object 02
Custom Object 03

Lead

Mote
Opportunity
Product

Weh Services Administration

Choose which object you would like to create a WSDL for.

2.0

On Demand allowing users to perform operations on batt

Download Custom WSDL

-
Download Generic WSDL i —
Download Custom Schema
Download Generic Schema
-
| Back ta Admin Homepage

Download Documentation

Select Service: | Web Services v2.0 W | Go

Web Services 2.0 can be used ko create applications which inkeract with CRM On Demand and offers support For all CRM On Demz
boyx objects, Web Services w2.0 also offers additional options toissue queries using the QuervPage method,

WSDL Object

Zuskom Object 12
Zuskom Object 13
Custom Object 14
Custom Object 15
Group

Lead

Mote

Cppaortunity
Product

Solution
Territary
User

|

<

Download Custom WSDL

Download Generic WSDL

Download Custom Schema

Download Generic Schema
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5 5. Save the WSDL into your computer.

= g
wal I@ https: fisecure-ausom:xapa.crmondemand. comOnDemand)user factivity . wsdlP W SDLOBI=Activity Bt SDLTYPE=P AR THNER&XSDOnky=Mg

This L file dees not appear to have any style information associated with it The document tree i3 shown below.

— <definitions targetlNamespace="urn crmondemandiws/actrty/partner=

- Ctyp Bs>
— <xsd:schema elementFormDefault="gualified" attributeFormD efault="unqualfied" targetNamespace="urn crmondemar

<xsd:import namespace="urn:crmondemandfzmliactiity "=

— <xsd: element name="4Actr
— <xsd:complexType>
— <xsd:sequence>
<xsd: element ref="

Save As

Savein: | ) wadl

Time

B nccount

<xsd:element name) \_ﬁ Accountz User
<fxsd:sequence> My Recent = activiey = userz
<fxsd:complexType= Documents | activityz = userlsage
<jxsd: element= L?"‘ﬁ'i} iils_:iﬂ_

Generating Java Stubs from WSDL

Introduction

Using open-source tools such as Apache-Axis (WSDL2Java), necessary java code can be generated from
the WSDL downloaded from CRM On-Demand. The java source code must be compiled and packaged as
a jar file that must be placed under the appropriate classpath of the application that is required to
communicate with CRM On-Demand using Web Service Calls.

Steps

source code

1 Createa

. \Oraclewsstubsz0
project called —y
Oraclewsst  =bui
ubs20 with e
the following ~ =sre
project I vesdl
structure [ wsdizjava
The Zproject name="0Oraclell3Z.0" default="generateitubsl" basedic=".">

. . <property name="axiszlik" wvalue="§{basedir}/../CracleViZcubs20/1ikb"™ />
WSdl2]aVa IS <property name="wsdldir" value="§{basedir}/vsdl" />
an Xml flle {pi;?l:ﬁi;tsziiZES?axisuh}">
that is used i
to manage =/pachy
<target name="generateStubsl" depends="ws1"/>

the Wsdl and <target name="usl":
generated <java fork="true" classname="org.apache.axis.wsdl,I3DLEJava>

<arg line="§{wsdldir}/hccount.wsdl -n -5 -0 sroc -f §{wsdldir}/NSToPkg2.properties"/>
<rclasspath refid="axiscp"/>
<f‘java>|

<java fork="trus" classname="org.apache.axis.wsdl. USDL2ZJava™>
<arg line="§{wsdldir}/hccount:.wadl -w -a -0 sro -f §{wsdldir}/NSToPkgZ.properties"/>
<classpath refid="axiscp"/>

</ javar
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3 The axislib =lfr OracleWwsstubsz0
property == lib
points to the ] activation-1.0,2. jar
lib directory 4] ais. jar
;?;tammg ﬂ cornmons-discovery-0, 2, jar
necessaryjar ﬂ commenslogging-1. 1 Ja

ﬂ jaxrpc.jar

files required J
| mail-1.4.jar

to generate

the stubs ﬂ sadj. jar
i) wsdi4j-1.5.1.5ar

4  The wsdldir

A0racleSStubs20wsdl
property
points to the X HMame Type
wsdl files @ MSToPkg2 PROPERTIES File
that was Account WSDL File
downloaded Activity WSDL File
from Cantact WSDL File
CRMOD CustomObiect1 WSDL File
CustomObjectz  WSDL File
CustomObject3  WSDL File
Mapping WSDL File
Picklist WSDL File
ServiceRequest WSDL File
ServiceRequestZ2  'W3DL File
5 Individual <java fork= classname= >
entries in the <arg line=
wsdl2java.x />
ml file. <classpath refid= />
Replace the —</java>
?.wsdl with
the actual
wsdl
references
6 Using ant C:\WINDOWS\system 32vemd. exe
tool, run the
fO”OWing C:nweclipsesworkspacesOracleWSStubs2@>ant —bhbuildfile wsdl2java.xml
command at Buildfile: wsdl2java.xml
the root of P
the project
structure gqenerateStubsi:

(ant —buildfile EIISAEIHEI I
: Total time: 42 seconds
wsdl2java.xml ) C:seclipse“workspace~OracleWSStubs28>
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7 Using ant
tool, run the
following
command at
the root of
the project
structure
(ant)

This should
compile the
classes and
generate a

jar

C: W INDOW S\system32\emd. exe

C:veclipseworkspacesOracleWEStubs2B2ant
Buildfile: build.xml

clean:
[delete] Deleting directory C:ixweclipsesworkspacesOraclell88tubs2@8~build

compile =
[mkdir] Created dir: C:xeclipseworkspacesOraclellf8tubs2B build~classes
[javac]l Compiling 316 source files to G:seclipse~workspace~OracleWSStubsZ@~b
uwildsclasses
[javac] Mote: Some input files use unchecked or wnsafe operations.

[javac] Mote: Recompile with —Hlint:unchecked for details.

jar:
[mkdir] Created dir: G:seclipse“workspace~OracleWSStubsZ@~build~jar
b 2[gar] Building jar: C:-weclipse“workspacesOracleWSStubs28~buildsjarscrmod—s
tubs—2_B.jar

clean—build:
main :
BUILD SUCCESSFUL

Total time: 18 seconds
C:veclipsesworkspacesOraclelSStubs26>
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CHAPTER 5

SSP Mapping Tool — Deployment
and Setup

Introduction

Mapping Tool is a web-based configuration tool for setting up the communication between Oracle
Knowledge and CRM On-Demand. It has the following functions:-

* Ability to set up CRM OD Connection Properties

» Ability to set the CRM Objects to Use for mapping

e Ability to view CRM Obiject Fields (Attributes)

» Ability to map the individual attributes between Oracle Knowledge and CRMOD

Mapping Tool is deployed as part of the InfoManager Configuration Utility

Deploying the tool

If deploying as a stand-alone web application:
1 Check-out the code

2 Move the config property file under the src/properties folder into an external file location and
update the web.xml entries for CONF1G_PROPERTIES (config.properties)

3 Build application as a war file

4 Deploy the war file in tomcat server

CRM On-Demand Connection Properties

This feature provides a mechanism for users to define the connection properties needed for the Web
Service Calls.

The following properties are required to be defined:

Property Description

Enable Select On to enable the object.

URL URL to access Oracle CRM On-Demand
User Name CRM On-Demand Administrator Login
Password CRM On-Demand Administrator Password

Max Active Collections Enter the maximum number of active collections. Default is 5.
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Property Description

Package Name for Package name of the Oracle Knowledge-specific Value Objects that will be mapped
Oracle Knowl- to CRM Out-Of-Box Objects
edge Objects

Configuration Properties:View/ Edit

Configuration
F Vi Properties
* Set CRM Object
¥ CRM Object Fields
+ Field Mapping
T Enable @ &g, Cofg

URL : https:/isecure-ausomxapa.crmondemand.com

Password : iinquira123

User Name : iINQUIRA—DEV-MSCHAKRAF’ANI@SERENECORP.COM |
|

Max Active Collections : |

Property Name Property Value

Package name for Inquira Objects : !com.inquira.crm.vo i

Important! The URL must not contain any suffixes apart from the URL name.

Example of Invalid URLs:
https://secure-ausomxapa.crmondemand.com/
https://secure-ausomxapa.crmondemand.com/Services/Integration

Important! Ensure the User Name and Password are correct. Check with development team what
the fully qualified package name where the Oracle Knowledge Objects [Case, CaseAnswerLinkinfo,
CaseActivity, SSPCase, SSPContact, SSPActivity] is stored and update the same under ‘Package name
for Oracle Knowledge objects.

The password is encrypted in the appconfig.properties

appconfig.properties

#Hon Feb 22 13:53:52 PST 2010

oD WS LOGIN_USERNAME=THOUIRA-DEVI-DHMOJAHED

FROH _PACKAGE=com.inguira.crm.vo

oD Ws_LoGIN_ADDEESS=https™: <zecure—ausomnEapa . crmondemnand . com
0D W5 _I0SIN PASSWORD=1VFoBrll-z0Z309Gbglicw™=>4

Set CRM Object

This feature allows users to define the mapping at the Object level between CRM On-Demand OOB
Objects (Service Request, Contact, Activity, Custom Object X) and SSP Specific Value Objects (SSPCase,
SSPActivity, SSPContact).

Note: Note that package name of the Oracle Knowledge-Specific Value Objects must match the
property ‘Package Name for SSP Objects’ defined in the ‘CRM On-Demand Connection Properties’
section.

Note: The SSP objects and CRMOD objects, discovered by the mapping tool, must be present in the
classpath of the mapping tool web application.
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Oracle Knowledge Object CRMOD Installed Object

Case Service Request
CaseActivity Activity
CaseAnswerLinkinfo <Custom Objects>
SSPCase Service Request
SSPContact Contact
SSPActivity Activity

Default Mapping Settings

CRM Object Name for mapping "SSPActivity"

CRM Object Name for mapping "SSPContact"

CRM Object Name for mapping "CaseActivity"

CRM Object Name for mapping "SSPAttachment"
CRM Object Name for mapping "CaseAnswerLinkInfo"
CRM Object Name for mapping "SSPCase"

CRM Object Name for mapping "Case"

| &ctivity ¥
| Contack hd |
[ activity v
| - Mone - hd |
| Cuskom Object 1 ~|
| Service Request hd |
| Service Request hd |
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View CRM Obiject Attributes

This functionality allows users to view all the configured attributes of a CRM OD Out-Of-Box Objects.
The following attributes are shown: Display Name, Field Name and Data Type.

) sdvanced CRM 0D Configuration - Mozilla Firefox.
Eile Edit “iew Higtory Bookmarks

O cxow

Tools  Help
@ http:/fpsvZ 6222 fermodmapping)
|5 | Latest Headlines

(& Disable- S Cookies- | ] €55+ [ Forms- 5] Images- (@) Information=

E Connection Cache Callback Sample - Re:

lINQUIH.A.. |

. . Viewing CRM Object Fields
Configuration

@ Advanced CRM 0D Configuration

8| -

= Timesheet = Exchange \j {Untitled) = Webex || LNR \j (Untitled) || 1Q @ Cutage Test

) Miscellaneous- . Dutline- ;: Resizer u“b Taals~ @ Yiew Sourcer 0 Opt

> .

CRM Object Fields for

bject Fi

Display Nama [

Custom Object 2

apping

Data Type

Custam Object 3
Activity

Service Request

Figure.3.1

0D Configuration - Mozilla Firefox
EBiookmarks

File Edit  View

O ¢

Latest Headlines

Histary Tools  Help

o | o E http: jips+2: 8222 /crmodmapping)
E Connection Cache Callback Sample - Re.

l INQUIRA.

. . Viewing CRM Qbject Fields
Configuration

E Advanced CRM OD Configuration

8| +

=i Timeshest = Exchange |j (Untitled) " Webes | LMR |j (Untitled) | || 10Q @ Outage Test

@ Disable~ & Cookies- || ©55- [] Forms= || Images~ @ Information= '_:_'.I Miscellaneous- " utline- ;:Raswzev \/’-” Tools~ Q Wigw Saurcer -~ Opt

CRM Object Fields for

Account Id

Account Location

Account: External Unique ID
Account: Integration ID
Activity: External Unique 1D
Ackiviey: Inkeqgration 10
Campaign

Campaign: External Unique ID
Zampaign: Inkegration 10
Contact

Contact First Mame

Contact Id

Contact Last Name

Contact: External Unique [D

Customn Object 2 %

Accountld
AccountLocation
AccountExternalSystemld
AccountIntegrationId
ActivityExternalSystemld
ActivityIntegrationId
Campaignhlame
CampaignExternalSystemld
CampaignInkegrationld
ContactFullbare
CantactFirstMame
ContactId

Contactl asthame
ContactExternalsystemld

I

Picklisk
Picklist
Picklist
Picklist
Picklist
Picklist
Picklist
Picklist
Picklisk

Text (Shart)
I

Text (Shart)
Picklist

Figure 3.2
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Field Mapping

This is one of the most important feature allows users to define the mapping at the Field level between
CRM On-Demand OOB Objects (Service Request, Contact, Activity) and SSP-Specific Value Objects

(SSPCase, SSPContact).

Note: The Oracle Knowledge objects and CRMOD objects, discovered by the mapping tool, must be
present in the classpath of the mapping tool web application.

Note: CRMOD Customization of Custom Objects is the pre-requisite for Field Mapping

SSPContact Contact
Attribute Name Display Name Field Name
contactld contactld
accountld accountld
description description
contactType contactType
createdDate createdDate
contactEmail contactEmail

externalSystemld

externalSystemld

contactFirstName

contactFirstName

contactFullName

contactFullName

contactLastName contactLastName
mrMrs mrMrs
middleName middleName
modifiedBy modifiedBy
modifiedByld modifiedByld
modifiedDate modifiedDate
ownerld ownerld

owner owner

ownerFullName

ownerFullName

timeZoneName

timeZoneName

workPhone workPhone

igPassword <Determined during CRMOD customization>
igUserRole <Determined during CRMOD customization>
igStatus <Determined during CRMOD customization>
igUserType <Determined during CRMOD customization>

igRegistrationDate

<Determined during CRMOD customization>

igAutoPassword

<Determined during CRMOD customization>
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SSPCase

Service Request

Attribute Name

Display Name

Field Name

serviceRequestld

serviceRequestld

createdDate createdDate
modifiedDate

accountName accountName
accountld accountld
accountLocation accountLocation
area area

cause cause
closedTime closedTime
contactEmail contactEmail

contactFirstName

contactFirstName

contactFullName

contactFullName

contactld contactld
contactLastName contactLastName
createdByName createdByName
subject subject
description description
ownerld ownerld

owner owner
SRNumber SRNumber
status status

priority priority
listOfAttachment

listOfActivity

The following mapping is required if linked answers (from iConnect) need to be displayed in Case Details.

Case

Service Request

Attribute Name

Attribute Name

Attribute Name

Refer to “Field Mapping” on page 18

CaseAnswerLinkinfo

Custom Object 1 -3

Attribute Name

Display Name

Field Name

Refer to “Field Mapping” on page 55

CaseActivity

Activity

Attribute Name

Display Name

Field Name

Refer to “Field Mapping” on page 55
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Example Mapping of Contact

After Mapping is complete, user should see the following:

SSPContact

Contact_Type

|Z conkackId

@ accountld

E description

|Z contack Type

@ createdDate

[& coreactemsi

|Z externalsystemld
@ contackFirsthame
[# cortactruiname
|Z contactLastMame
@ mrirs

[ riddieriame

[= modifiedBy

E modifiedById

[ madiedate

[# cmnertd

[ owrer

@ ownerFullMans
E timeZoneMame
|Z workPhone

@ igPassword

E iqlserRole

|Z igSkatus

@ iqUserType

E iqReqistrationDate
|Z igAutoPassyword
@ igResetReminder

|Z conkackId

@ accountld

E description

|Z contack Type

@ createdDate

[& cortactemsi

|Z externalsystemld
@ contackFirsthame
[& cortactruliame
|Z contactLastMame
@ mrirs

[ riddiertame

[= modifiedBy

E modifiedById

[ madiedate

[# cmnertd

[ owrer

@ ownerFullans
E timeZonetame
|Z workPhone

@ customTextd

[& custompickListz
|Z customPickListl
@ customPickLists
E customDated

|Z customBoolean0
@ customText30

AR AR A AR A A A Ak S A Ak A A Ak A Ak A A A A A S Ak A Sk S
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Example Mapping of Service Request

After Mapping is complete, user should see the following:-

IE serviceRequestId
[# creatednate

[# rmodifiedpate

@ accounthlames

[# accountid

@ accountLocation

[ area

[ cause

[ closedTime

@ conkackEmail

IE contackFirstMame
@ contactFullkame
@ contackId

@ contactLastMame
@ createdBykame
IE subject

@ description

[ owrertd

[ qmrer

[# srrumber

@ skatus

@ priority

[ listofattachment
[H listofactivity

Service Request Type

@ zerviceReguestld
[# creatednate

[# modifiedDate

@ accountiames

[ accountid

@ accountLocation

[ area

[ cause

[ closedTime

@ contackEmail

@ contackFirstMame
@ contactFullklame
@ contackId

@ contactLasthMame
@ createdByMame
@ subject

@ description

[# cwnertd

[ ainer

[ sruumber

@ skatus

@ priotity

[# listof attachment
[ listoof activiey

Mapping of the "source" field for SSPCase and CRMOD Service Request

If you choose to use the default value of CRMOD Service Request field "source" as the value of the
"source" field for SSPCase, set the default value of CRMOD service Request field "source" in CRMOD

side and no additional configuration is necessary.

S5PCase Service Request_Type
@ serviceRequestId @ serviceR equestId
[# createdpate [ createdpate
[ modifiedpate [# createdpate
@accountl‘\]ame @accountName
[ accounid [ accountid
EaccuuntLucatiUn BaccuuntLucatiUn
[ area [# area
[ cause [ cause
IZSDLIFCE.' [Hsource
[ dlosedTime [ closedTime
[ contactemai [ contactEmai
E contactFirstMame E contactFirskMame
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If you choose to set the value of the "source” field for SSPCase not using the default value of CRMOD
Service Request field "source", complete the following additional configuration steps:

1 While doing the field mapping configuration, you also must do the field mapping for field "source"
of SSPCase and CRMOD Service Request in System Manager side.

2 Do the configuration to set the value of field "source" of SSPCase in "infocenter.properties". The
related key is "DEFAULT_CASE_SOURCE" and the configured value should be one valid value of
the field "source" of CRMOD Service Request. For example, "Portal" is one valid value of the field
"source" of CRMOD Service Request, so users can set it like this "DEFAULT_CASE_SOURCE=
Portal". After that, the field "source" of all CRMOD Service Request from SSP will be set as
"Portal”.

ﬂ infocenter. properties i

305 ERROR_MNULTI_USER_EXISTS=Duplicate records found, please contact Customer Support for registratio:ﬂ
306 #Rules

307 #RULE_CREATENEW ON MULT EMAIL: Create & new contact in CRM On Demand if there

308 flare existing contacts with the same email id

309 RULE_CREATENEW CN MULT EMAIL=Y

2310 ficanUpdateClosedCases: User can update close cases, if wvalue is ¥ only

311 finotes, swmwary and description can be updated, if the walue is N notes,

31z fisunmary and description cannot be updated

313 canUpdateClosedCases=Y

314 #HANDATORY_INPUT_FIELDS:ApplicatiDnResources.properties entries are referenced here

315 #if a specific field in View Case Detail and Edit Case Detail Page are flagged as

216 Hmwandatory. Note that additional javascript must be incorporated in View/Edit Case Details page
317 fito validate the mandatory fields

318 MANDATORY INPUT FIELD3=Caseletail.summary:Caseletail.description

312 filessages

320 #HSG_REGISTER_BY_CCA:This message is updated in CREMOD Contact Description

321 #if an agent has registered on a users behalf

3zz M3G_REGISTER _BY CCh=3elf Service enabled by CRHM Agent

323 #DEFAULT_CONTACT_DESC:This message is updated in CRMOD Contact Description

324 #if a nev user has registered wvia self service portal

3z5 DEFAULT CCNTACT DESC=This contact has been created as part of the Jelf Service Registration

3ze #Default time zone for crmod user

3z7 DEFAULT TIMEZONE=(GMT-05:00) Pacific Time (U3 & Canada); Tijuana

328 BPDEFAULT CASE SOURCE:This is the default walue flor field named "source" of 35PCase

322 HWhen its wvalue is empty, that means customer wgnts to use the default vlaue from CRMOD as "sour
330 EWhen its wvalue is not empty, its walue should He walid value for the field named "source™ (pick
331 PEFAULT CASE SOURCES] -

o | ,
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CHAPTER 6

Web Application Configuration

This section describes step-by-step approach for setting up web services communication with CRM On
Demand in Self Service Portal.

1 Following jar files specific to SSP are placed under CRMODServices/SelfService/lib directory

Jar File ‘Source ‘

gson-1.3.jar http://code.google.com/p/google-gson/

crmod-stubs-ws2.jar This is generated from the WSDL's provided by CRM On Demand.

The name of the jar file can be anything as long as it does not conflict with
other jar files in the library
displaytag-1.2.jar http://displaytag.sourceforge.net/1.2/download.html

2 Update web.xml to include Quartz scheduler, MappinglnitServlet, SSPRegValServlet,
CaptchaServlet, ViewSRAttachment.

File (Web XML Entries) ‘Purpose

MappinglnitServlet Load the mapping, appconfig and crmodconfig properties into memory on
application startup

SSPRegValServlet Servlet to activate a registration activated via an email link

Quartzinitializer Load the quartz.properties into memory on application startup. This
required for running jobs that refresh the session pool

CaptchaServlet Servlet required for word verification during user registration

ViewSRAttachment Servlet required for downloading files associated with a Service Request

SSPTagLib Tag Library for SSP
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<I-- ssp changes start -->
<servlet>
<description></description>
<display-name>MappinglnitServlet</display-name>
<servlet-name>MappinglnitServlet</servlet-name>
<servlet-
class>com.inquira.crmod.ssp.tools.mapper.web.MappinglnitServlet</servlet-
class>
<load-on-startup>1</load-on-startup>
<init-param>
<param-name>crmod-source</param-name>
<param-value>properties</param-value>
</init-param>
</servlet>
<servlet-mapping>
<servlet-name>MappinglnitServlet</servlet-name>
<url-pattern>/InitialiseMapping</url-pattern>
</servlet-mapping>

<servlet>

<description></description>
<display-name>SSPRegValServlet</display-name>
<servlet-name>SSPRegValServlet</servlet-name>

<servlet-class>com. inquira.crmod.ssp.web.SSPRegValServlet</servlet-class>

</servlet>

<servlet-mapping>
<servlet-name>SSPRegValServlet</servlet-name>
<url-pattern>/sspregcmp</url-pattern>

</servlet-mapping>

<servlet>

<servlet-name>Quartzinitializer</servlet-name>

<servlet-class>org.quartz.ee.servlet.QuartzinitializerServlet
</servlet-class>

<init-param>
<param-name>config-Ffile</param-name>
<param-value>quartz.properties</param-value>

</init-param>

<init-param>
<param-name>start-scheduler-on-load</param-name>
<param-value>true</param-value>

</init-param>

<load-on-startup>2</load-on-startup>

</servilet>
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<servlet>
<servlet-name>viewSRAttachment</servlet-name>
<servlet-class>com.inquira.crmod.ssp.web.ViewSRAttachment</servlet-
class>
</servilet>
<servlet-mapping>
<servlet-name>viewSRAttachment</servlet-name>
<url-pattern>/viewSRAttachment</url-pattern>
</servlet-mapping>
<taglib>
<taglib-uri>/SSPTagLib</taglib-uri>
<taglib-location>/WEB-INF/tlds/ssp.tld</taglib-location>
</taglib>
<I-- ssp changes end -->

3 Place quartz.properties and jobs.xml under classpath (e.g. WEB-INF/classes). Ensure to update
the package name of the ODSessionRefreshJob class

“‘quartz._properties’

org.quartz.scheduler. instanceName=TestQuartzScheduler

org.quartz.threadPool .class=org.quartz.simpl._SimpleThreadPool
org.quartz.threadPool.threadCount=10

org.quartz._threadPool . threadPriority=5
org.quartz.threadPool . threadslnheritContextClassLoaderOfInitializingThread=
true

org.quartz._plugin.joblnitializer.class=
org.quartz.plugins.xml _JoblnitializationPlugin
org.quartz._plugin_joblnitializer.fileName=jobs.xml
org.quartz.plugin.joblnitializer.overWriteExistingJobs=true
org.quartz._plugin.joblnitializer.failOnFileNotFound=true
org.quartz.plugin.joblnitializer.scanlnterval=10
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“jobs.xml”
<?xml version="1.0" encoding="utf-8"7>
<l-- This is the dev copy -->

<quartz xmIns="http://www.opensymphony.com/quartz/JobSchedul ingData"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-instance"
Xsi:schemalLocation="http://www.opensymphony.com/quartz/JobSchedul ingData
http://www.opensymphony.com/quartz/xml/job_scheduling data 1 5.xsd"
version="1.5">
<calendar class-name="org.quartz.impl.calendar.HolidayCalendar"™ replace=
"true''>
<name>hol idayCalendar</name>
<description>HolidayCalendar</description>
<base-calendar class-name="org.quartz.impl.calendar.WeeklyCalendar'>
<name>weeklyCalendar</name>
<description>WeeklyCalendar</description>
<base-calendar class-name="org.quartz.impl.calendar.AnnualCalendar'>
<name>annualCalendar</name>
<description>AnnualCalendar</description>
</base-calendar>
</base-calendar>
</calendar>

<I-- Job to keep the OD Sessions in pool alive. -->
<job>
<job-detail>
<name>0DSessionRefreshJob</name>
<group>InQuiraBatchJobs</group>
<description>Job to keep the OD Sessions in pool alive.</description>
<job-class><package-name>.0DSessionRefreshJob</job-class>
<volatility>false</volatility>
<durability>false</durability>
<recover>false</recover>
</job-detail>
<trigger>
<cron>
<name>0DSessionRefreshJobTrigger</name>
<group>InQuiraBatchJobs</group>
<description>Trigger for ODSessionRefreshJob to evict idle sessions</
description>
<job-name>0DSessionRefreshJob</job-name>
<job-group>InQuiraBatchJobs</job-group>
<I-- Scheduled to trigger every 5 minutes -->
<cron-expression>0 0/5 * ? * *</cron-expression>
</cron>
</trigger>
</job>
</quartz>
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4 Make the following entries in infocenter.properties:
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#HHHHBEGIN -SSP ENTR | ES######
#application type
appType=SSP

#Default length of the auto generated password
#Used in Registration process
DEFAULT_SSP_PASSWORD_LENGTH=5

#File Size Limit

#This is the total allowed limit for uploading attachments in MegaBytes
#lmportant:Maximum Limit allowed by CRMOD is 10MB
SSP_MAX_FILESIZE_IN_MB=1

#Default Page size

#This is the default number of records to be displayed by default when
#viewing cases

ViewCases.pageSize=10

#ssp template file
masterSSPTemplate=/apps/infocenter/system/templates/t_ssp2col.jsp

#SSPDefaultDiscussionBoards
sspDefaul tDiscussionBoards=INTEGRATION_ISSUES+SSP_DEFECTS

caseAnswerClass=/apps/infocenter/system/components/crmssp/c_case_answer_box. jsp
caseDetal lViewClass=/apps/infocenter/system/components/crmssp/c_case_detail_box.jsp
caseDetali lEditClass=/apps/infocenter/system/components/crmssp/c_case_detail_edit.jsp
searchCasesClass=/apps/infocenter/system/components/crmssp/c_search_cases_box. jsp
viewCasesClass=/apps/infocenter/system/components/crmssp/c_view_cases_box. jsp

viewCompanyCasesClass=/apps/infocenter/system/components/crmssp/
Cc_view_company_cases_box.jsp

#Categories
#CRMOD User Status
#0ther Allowed values are “Needs Approval®, "Denied”

DEFAULT_CRMOD_USER_STATUS=Approved

#CRMOD User Role

#0ther Allowed values are “Update My Cases®, "View Company Cases®, “Update Company

Cases”
DEFAULT_CRMOD_USER_ROLE=View My Cases

#CRMOD User Type
#0ther Allowed values are "Internal”
DEFAULT_CRMOD_USER_TYPE=External

#Case Category
CASE_CATEGORIES=CASE_CATEGORY1:CASE_CATEGORY2:CASE_CATEGORY3
CASE_CATEGORY1_ENABLED=YES

CASE_CATEGORY1_LABEL=Area

CASE_CATEGORY1_CRM_FIELDNAME=Area
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CASE_CATEGORY2_ENABLED=YES
CASE_CATEGORY2_LABEL=Cause
CASE_CATEGORY2_CRM_FIELDNAME=Cause

CASE_CATEGORY3_ENABLED=NO
CASE_CATEGORY3_LABEL=
CASE_CATEGORY3_CRM_FIELDNAME=

#Error

ERROR_USER_EXISTS=User already exists in the system
ERROR_MULTI_USER_EXISTS=Duplicate records found, please contact Customer Support for
registration

#Rules

#RULE_CREATENEW_ON_MULT EMAIL: Create a new contact in CRM On Demand if there
#are existing contacts with the same email id

RULE_CREATENEW_ON_MULT_EMAIL=Y

#canUpdateClosedCases: User can update close cases, if value is Y only
#notes, summary and description can be updated, if the value is N notes,
#summary and description cannot be updated

canUpdateClosedCases=Y

#MANDATORY_INPUT_FIELDS:ApplicationResources.properties entries are referenced here
#if a specific field in View Case Detail and Edit Case Detail Page are flagged as
#mandatory. Note that additional javascript must be incorporated in View/Edit Case
Details page

#to validate the mandatory fields

MANDATORY_INPUT_FIELDS=CaseDetail .summary:CaseDetail .description

#Messages

#MSG_REGISTER_BY_CCA:This message is updated in CRMOD Contact Description
#if an agent has registered on a users behalf

MSG_REGISTER_BY_CCA=Self Service enabled by CRM Agent

#DEFAULT_CONTACT_DESC:This message is updated in CRMOD Contact Description
#if a new user has registered via self service portal
DEFAULT_CONTACT_DESC=This contact has been created as part of the Self Service
Registration

#Default time zone for crmod user
DEFAULT_TIMEZONE=(GMT-08:00) Pacific Time (US & Canada); Tijuana
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5 Make the following entries in ApplicationResources.properties:
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Userbox.received=<strong>Registration Request Received</strong><br>An activa-
tion email has been sent

Userbox.relogin= Kindly relogin for changes to take effect.
SupportBox.viewMyCases=View My Cases
SupportBox.viewCompanyCases=View Company Cases
SupportBox.searchCases=Search Cases
SupportBox.ManageCases=Manage Cases
Register.invalidCaptcha=The characters you entered didn"t match the word ver-
ification. Please try again
Register._multiMail=Duplicate records found for this email, Please contact Cus-
tomer Support for assistance

# Search page label

SearchCases.title=Search Cases
SearchCases.tableTitle=Filter Criteria
SearchCases.caseld=Case Id
SearchCases.summary=Case Summary
SearchCases.status=Case Status
SearchCases.orginator=Contact
SearchCases.priority=Priority
SearchCases.search=Search
SearchCases.clear=Clear
SearchCases.searchAddAnswer=More Answers

# View Cases page lebel

ViewMyCases.title=View My Cases
ViewMyCompanyCases.title=View Company Cases

# View Cases table label
ViewCases.tableTitle=Support Case List
ViewCases.allCases=All Cases
ViewCases.openCases=0pen Cases
ViewCases.closedCases=Closed Cases
ViewCases.SRNumber=#

ViewCases.summary=Case Summary
ViewCases.priority=Priority
ViewCases.status=Status
ViewCases.originator=Contact
ViewCases.createdDate=Created Date
ViewCases.action=Action

ViewCases.view=View

ViewCases.update=Update
ViewCases.record=Records per page
ViewCases.previous=Previous
ViewCases.next=Next

ViewCases.empty=No Case found

#Case detail label

NewCaseDetail .pageTitle=Submit Case Online
NewCaseDetai l .contactFirstName=Contact First Name
NewCaseDetai l .contactLastName=Contact Last Name
NewCaseDetai l .contactEmail ld=Contact Email Id

ViewCaseDetail .pageTitle=View Case Details
EditCaseDetail .pageTitle=Edit Case Details
EditCaseDetail _userInfo=User Information

CaseDetai l .createCaseMessage=A case has been successfully created
CaseDetai l .updateCaseMessage=The case has been successfully updated
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CaseDetail .postTopic=Post as Topic
CaseDetai l .searchAnswer=Search Answer
CaseDetai l .update=Update

CaseDetail .cancel=Cancel

CaseDetail .caselnfo=Case Information
CaseDetail .caseld=Case Number
CaseDetai l .status=Status

CaseDetail .createdDate=Created Date
CaseDetail .modifiedDate=Last Updated
CaseDetail .caseOwner=Case Owner

CaseDetail .morelnfoTitle=More Information
CaseDetail .priority=Priority

CaseDetai l.contactName=Contact Name
CaseDetail .area=Area

CaseDetail .cause=Cause
CaseDetai l .summary=Case Summary
CaseDetail .description=Description
CaseDetai l .attachments=Attachments

CaseDetail .notesInfoTitle=Notes

CaseDetail .notesInfoSubject=Subject

CaseDetail .noteslInfoDescription=Description
CaseDetail .notesInfoModifiedDate=Modified Date
CaseDetail .noteslnfoCreatedDate=Created Date
CaseDetail _.notesInfoEmpty=No notes found
CaseDetail . topicsinfoTitle=Topics

CaseDetail .topicsinfoTopic=Topic

CaseDetail .topicsinfoCreatedDate=Created Date
CaseDetail . topicsinfoEmpty=No topics found
CaseDetail.linkAnsHeader=Linked Answers
CaseDetail.linkAnsTitle=Title
CaseDetail . linkAnsExcerpt=Excerpt
CaseDetai l . linkAnsDocType=Doc Type
CaseDetail . linkAnsDocld=Doc Id
CaseDetail.linkAnsVersion=Version

CaseDetail. linkAnsEmpty=No Linked answers found
CaseDetai l .searchAnswers=Search Answers
CaseDetail .searchAddAnswer=More Answers
CaseDetail . remove=Remove

CaseDetail .addAttachment=Add another attachment
CaseDetai l .save=Save

CaseDetail.clear=Clear

CaseDetail . fileSizeError=Total File Size cannot exceed
CaseDetail . fileSizeError2=NMB

CaseDetail .subjectEmptyError=Subject cannot be empty
CaseDetail.formError=Error while submitting the case, please try after some-
time

CaseDetai l .makeMeOwner=Make me Contact

CaseDetail . fileNameLengthError=File Name length cannot be more than 30 char-
acters

SSPCRMOD.serverUnavailableError=We are experiencing some technical problems
processing your request
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Application.Error=<strong>We are experiencing some technical problems.</
strong><br/>Please try again after some time. If the problem persists, please
contact customer support.

CaseManagement.Error=<strong>We are experiencing some technical problems with
Case Management.</strong><br/>Please try again after some time. 1f the problem
persists, please contact customer support.

Register.timeZoneName=My Time Zone

Application.errorResetPassword=<strong>We are experiencing some technical
problems.</strong><br/>Please try resetting the password again after some
time. If the problem persists, please contact customer support.

## Timezone list ##

TimeZonel=(GMT) Casablanca, Monrovia

TimeZone2=(GMT) Greenwich Mean Time : Dublin, Edinburgh, Lisbon, London
TimeZone3=(GMT+01:00) Amsterdam, Berlin, Bern, Rome, Stockholm, Vienna
TimeZone4=(GMT+01:00) Belgrade, Bratislava, Budapest, Ljubljana, Prague
TimeZone5=(GMT+01:00) Brussels, Copenhagen, Madrid, Paris
TimeZone6=(GMT+01:00) Sarajevo, Skopje, Sofija, Vilnius, Warsaw, Zagreb
TimeZone7=(GMT+01:00) West Central Africa
TimeZone8=(GMT+02:00) Athens, Istanbul, Minsk
TimeZone9=(GMT+02:00) Bucharest

TimeZonelO=(GMT+02:00) Cairo

TimeZonell=(GMT+02:00) Harare, Pretoria
TimeZonel2=(GMT+02:00) Helsinki, Riga, Tallinn
TimeZonel3=(GMT+02:00) Jerusalem

TimeZonel4=(GMT+03:00) Baghdad

TimeZonel5=(GMT+03:00) Kuwait, Riyadh

TimeZonel6=(GMT+03:00) Moscow, St. Petersburg, Volgograd
TimeZonel7=(GMT+03:00) Nairobi

TimeZonel8=(GMT+03:30) Tehran

TimeZonel9=(GMT+04:00) Abu Dhabi, Muscat
TimeZone20=(GMT+04:00) Baku, Tbilisi, Yerevan
TimeZone21=(GMT+04:30) Kabul

TimeZone22=(GMT+05:00) Ekaterinburg

TimeZone23=(GMT+05:00) Islamabad, Karachi
TimeZone24=(GMT+05:00) Tashkent

TimeZone25=(GMT+05:30) Calcutta, Chennai, Mumbai, New Delhi
TimeZone26=(GMT+05:45) Kathmandu

TimeZone27=(GMT+06:00) Almaty, Novosibirsk
TimeZone28=(GMT+06:00) Astana, Dhaka

TimeZone29=(GMT+06:00) Sri Jayawardenepura
TimeZone30=(GMT+06:30) Rangoon

TimeZone31=(GMT+07:00) Bangkok, Hanoi, Jakarta
TimeZone32=(GMT+07:00) Krasnoyarsk

TimeZone33=(GMT+08:00) Beijing, Chongging, Hong Kong, Urumqi
TimeZone34=(GMT+08:00) Irkutsk, Ulaan Bataar
TimeZone35=(GMT+08:00) Kuala Lumpur, Singapore
TimeZone36=(GMT+08:00) Perth

TimeZone37=(GMT+08:00) Taipei

TimeZone38=(GMT+09:00) Osaka, Sapporo, Tokyo
TimeZone39=(GMT+09:00) Seoul

TimeZone40=(GMT+09:30) Adelaide

TimeZone41=(GMT+09:30) Adelaide

TimeZone42=(GMT+09:30) Darwin

TimeZone43=(GMT+10:00) Brisbane

TimeZone44=(GMT+10:00) Canberra, Melbourne, Sydney
TimeZone45=(GMT+10:00) Guam, Port Moresby
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TimeZone46=(GMT+10:00)
TimeZone47=(GMT+10:00)
TimeZone48=(GMT+11:00)
TimeZone49=(GMT+12:00)
TimeZone50=(GMT+12:00)
TimeZone51=(GMT+13:00)
TimeZone52=(GMT-01:00)
TimeZone53=(GMT-01:00)
TimeZone54=(GMT-02:00)
TimeZone55=(GMT-03:00)
TimeZone56=(GMT-03:00)
TimeZone57=(GMT-03:30)
TimeZone58=(GMT-04:00)
TimeZone59=(GMT-04:00)
TimeZone60=(GMT-04:00)
TimeZone61=(GMT-04:00)
TimeZone62=(GMT-04:30)
TimeZone63=(GMT-05:00)
TimeZone64=(GMT-05:00)
TimeZone65=(GMT-05:00)
TimeZone66=(GMT-06:00)
TimeZone67=(GMT-06:00)
TimeZone68=(GMT-06:00)
TimeZone69=(GMT-06:00)
TimeZone70=(GMT-06:00)
TimeZone71=(GMT-07:00)
TimeZone72=(GMT-07:00)
TimeZone73=(GMT-07:00)
TimeZone74=(GMT-08:00)
TimeZone75=(GMT-09:00)
TimeZone76=(GMT-10:00)
TimeZone77=(GMT-11:00)
TimeZone78=(GMT-12:00)

Hobart

Vladivostok

Magadan, Solomon Is., New Caledonia
Auckland, Wellington

Fiji, Kamchatka, Marshall Is.
Nuku-alofa

Azores

Cape Verde Is.

Mid-Atlantic

Brasilia

Salta

Newfoundland

Atlantic Time (Canada)

La Paz

Manaus

Santiago

Caracas

Bogota, Lima, Quito

Eastern Time (US & Canada)
Indiana (East)

Central America

Central Time (US & Canada)
Mexico City

Saskatchewan

Tegucigalpa

Arizona

Chihuahua, La Paz, Mazatlan
Mountain Time (US & Canada)
Pacific Time (US & Canada); Tijuana
Alaska

Hawai i

Midway Island, Samoa
Eniwetok, Kwajalein
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CHAPTER 7

Configuring Oracle Knowledge

Export Properties

Use the Export Properties feature to export the CRMOD configuration files for Oracle Knowledge webapp’s
integration with CRMOD.

i.kiQUlHﬁ,. | CRM on Demand Mapping Configuration

Export Properties

Configuration

Export CRMOD config files to: [Clusersimarc\B22_Bicromdcanfig

Field Description
Export CRMOD config Enter the full file path for the location where the CRMOD integration configuration properties files
files to: to be exported. The exported files are appconfig.properties, crmconfig.properties

and mapping.properties. Click Export.

If the specific directories do not exist, the user will be asked to create the directory first.
If the directories and files already exist, the exported files will over write the existing files.

When completed, the system displays this message: The properties files are exported successfully.

Setting Up Contact Center Advisor in System
Manager

You must complete the Contact Center Advisor setup in System Manager. See iConnect Developers
Guide, Chapter 3, “Deploying iConnect in a CRM Environment” for details on completing this setup.

Use the following parameters:

Parameter Entry

cca-response-handler-impl

Item name cmrod

cca-response-handler-impl | com.InQuira.response.cca. CCACRMODLinkedAnswersResponseHandler

cca-request-handler-impl

Item name cmrod

cca-request-handler-impl com.InQuira.request.cca. CCACRMODHandler

Call Center Adviser

cca-request-handler cmrod (select from picklist)

cca-response-handler-impl | cmrod (select from picklist)
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Parameter Entry

Base URL This is the crmod URL provided to the customer.
User Name User name with admin privilege created on CRMOD.
Password Password of above user.

Propagate number.xml file to Synch with Runtime

1 Logon to Oracle Knowledge System Manager at http://<server-name:port(if
required)>/1nQuirawb/app

2 Create the schedule job to synch. Go to Schedule->New

I llﬂ.QulFlA.. | System Manager

— k, Administrator

Location. Job List ~~ TOOLS 4

i C i 0872372010 06:20 PM |

[

testFullCollection Success 06/23/2010 03:13 PM 8P

View... Edit... Hew... J More Actions ~

3 Select Content Processing and click Continue.

New Job
Choose the Job type you want to
i schedule:

& Content Processing
O Analytics Processing
O Propagation

O Other

[ Continue > ” Cancel ]

The Job Setup page displays.
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Job Setup Step 1: Define Job 1

Marne your Job and configure the Tasks involved.

Job Name: i.cca—sync.h Valid Environments: Dievelopment
(Warning: The name cannot be changed once saved.) ¥l Staging
Job Type: Content Processing ™ [ Production
Job Tasks

Show all tasks
Content Processing: Collection
[] Status Reset Incr tal Doc t C
[] Content Update (Subcoll)

[Incremental Index (Subcoll} I Collection Maintenance

Content Processing: Cross-Collection
Classification

[“] Glohal Maintenance

Mark Revisions for Synchronization

Environment Communication
[“] Synchronization (Cleanup}

Next = Cancel
4  Enter the parameters provided below and click Next.
Parameter Entry
Job Name: cca-synch
Valid Environments: Select Development.
Job Tasks
Content Processing: Collection Leave all fields clear
Content Processing: Cross-Collection | Select all.
Environment Communication Select Synchronization (cleanup).
5 Click Next.
Job Setup: ccasynch Step 3: Schedule Run Times 3
Deterrnine when the Job will run and how often it will repeat.
How often do you want to run this Job?
Repeat: f'On Demand v
< Back Next > J Cancel
6 Click Save.
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Joh Setup: cca-synch Step 4: Configure Notifications

Configure who will be notified of Job processing events.

Send e-mail notification to:

| Administratars

When the Job
O stans

[ succeeds
fails

o |

7 Select the job and click More Actions-> Start Job Now.

Start.Job ccasynch

© Start Job now

O Temporarily modify job before starting
Continue Job Processing
Restart from Failure

[ Continue » ][ Cancel ]

8 Click Continue.

Allow the job to run to completion.

Information Manager Setup and Configuration

The following sections describe:
e Updating System Configuration
e Deploying SSP Web Application
« Deploying iConnect Web Application
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Updating System Configuration

1 Login to Information Manager Console from Web Application server. (http://<servername>/
InfoManager).

INQUIRA.I

Please enter your usernarne, password and repository to log into Information Manager

USERNAME: |

PASSWORD: |

REPOSITORY: | Lagin[»]

Forgot Password?

2 Go to "Tools->System:Configure-> Go to Expert Mode" as shown below.

Active Repository: Welcome Support Support
INQUIFIA.. | Information Manager customer DS WELP  LOGOUT

Q Cocin

! ; Information Manager Settings
Configure é 9 g

: i Current Configuration

Configure 1. Resource Configurstion Instructions (7]

| - 2, LDAP Configuration
onfigure

=CH 2. Ernail Configuration

S 4. InQuira Search Confiquration

Reindex

7 5. Delegate Classes Configuration
g : 6. Delegste Translstion
3
H Go to Expert Mode (77
Wi

Expart | Import | List

Export | Merge

The following screen appears:

i Active Repository:
INQU!FIA.. | Information Manager Cuctomer SR

ystern Information Manager Settings
Configure.
2 Parameters (95)
Configure
T 1. AddToCartAction - Fully qualified java delegate class used with Add to Cart form action, Must be

: St available on runtime CLASSPATH

Configure WALUE: (D=fault Valus)

i L 2. ADMIN €55 FILENAME - Cascading style sheet used to format the look and feel of the

Rélf‘ldex.. Managernent Console

ot 1 YALUE: (Default Value)

iz 3 ADMIN EMATL - Administrstar Email

¢ sLe YALUE: (Cefault Yalue)

Wiew

4 ALLOW REPOSITORY TEMPLATE IMPORT - Enzble the import of special KnowledgeRaze
: i 4 Repository pre-configured for SAP, Available value is trueffalze or YN,

Export | Import | List YALUE: (Default Value)

: Y Rer ifu 3. APP DESC - The instruction about building appropriate application,

Export | Merge YALUE: (Default value)

£ APP TYPES - APP_TYPES defines each web app type's name and starting point for the installation

path relative to $IM_HCME/install, Each web app type iz separated by comma, For instance
InfaCenteritaglib, It basically indicates that thiz web app type iz "InfoCenter”, and "taglib" is the
starting directory for the installation path relative to $IM_HOMESinstall,
¥ALUE: (Default Value)

Note: This screen shot shows a partial page. All parameters listed below appear on the full page.
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3 Click on a parameter link to modify/configure the value. Follow the below table for the parameters
need to be changed and values.

Paramter Name / Field Value

APP_TYPES

Parameter Value InfoCenter:taglib,SSP:ssp,iConnect:iconnect
Allow administrators to edit value Select

Encrypt Value Clear

Save to default value Select

LDAP_SINGLE_SIGN_ON

Parameter Value

Set to true if you wish to enable single sign-on for repositories
with LDAP authentication; otherwise set to false.

Allow administrators to edit value Select
Encrypt Value Clear
Save to default value Select

REMOTE_AUTHENTICATION_CLASS

Parameter Value

com.InQuira.services.ldapservices. CRMODSSOAuthenticator

Allow administrators to edit value Select
Encrypt Value Clear
Save to default value Select

REMOTE_AUTHENTICATION_ENABLED

Parameter Value True
Allow administrators to edit value Select
Encrypt Value Clear
Save to default value Select

REMOTE_CRM_CHECKEMAILFORUSER_ENABLED

Parameter Value True
Allow administrators to edit value | Select
Encrypt Value Clear
Save to default value Select

REMOTE_CRM_CHECKROLEANDVIEW_ENABLED

Parameter Value False
Allow administrators to edit value | Select
Encrypt Value Clear
Save to default value Select
REMOTE_SSO_ENABLED

Parameter Value True
Allow administrators to edit value | Select
Encrypt Value Clear
Save to default value Select
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Deploying SSP Web Application

1 Follow the InfoCenter web application registration. On the application registration page, select
SSP as the Application Type, as shown below.

INQUIFIA.. | Information Manager

| web Application Properties
URL To Container

Context*

ct application type to register.
iConnect ry: foptfingquirafshared/InfoManager

Choose the web application deployment directory

Moue To parent directory

clientlibrary |

2 After completing the Web application registration, copy the files appconfig.properties,
crmodconfig.properties and mapping.properties from the Indexer server, exported
from System Manager Export Properties utility under the folder $Inquira_Home/instances/
$INQUIRA_Instance/appserverim/webapps/$SSP_Instance/WEB-INF/classes onthe
server where web application is deployed.

Deploying iConnect Web Application

1 Follow InfoCenter web application registration. On the application registration page, select
iConnect as the Application Type, as shown below.

Context*

ISréFF?Center ct application type to register.
ry: foptiingquira/shared/InfaManager
Choose the web application deployment directory

Mouve To parent directory

Important! Make certain that the iConnect application context name is same as in the
ODCRM:Service Request Web Applet. E.g. if the URL in ODCRM is https://
staging. InQuira.com/support/ then the Context here would be /support.

2 Login to machine where the iConnect application is deployed.

3 Gotofolder Zusr/local/InQuiraZlnQuira _8.2.2/instances/imicdl-1/
appserverim/webapps/support/WEB-INF/.

4 Openthe infocenter._properties file.

5 Setthe value of ccaDraftContentChannels, ccaRecommendationChannels and
ccaDiscussionBoards. Values are the REF_KEY configured in InformationManager channels
and discussion boards. E.g. ccaDraftContentChannels=SOLUTIONS,
ccaRecommendationChannels=SOLUTIONS, ccaDiscussionBoards=DISCUSSION.
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CHAPTER 8

Self-Service Portal User
Administration

User Registration Introduction

Oracle Knowledge's Self Service Portal is an online case (Service Request) management system that
enables companies implement web self-service. Self Service integrates Intelligent Search, Discussion
Forums, and Information Manager together with Case Management capabilities into a comprehensive
knowledge portal that reduces the cost of implementation and ensures consistency of information across
all user constituencies, including customer, employees and partners.

It is important to understand that the portal user is represented as a Contact on CRM On Demand with
additional custom fields specific to Self Service Portal.

Self Service portal supports escalation processes where a user can submit a case (Service Request)
themselves through the knowledge portal. It uses Intelligent Search to attempt to deflect the case or email
by providing potential answers to the user's question. Customers can open and track cases online.
Employees of a company (Customer) can open and track company cases. They can create topics in
discussion forums from their specific case context. They can create notes, upload attachments for a case.

Portal has Time Zone Support for end-users. User can specify the time zone they belong to during the
time of registration; they can also modify their time zone settings.

Self Service portal supports new user registration and user account activation triggered via email
notification. A newly registered user is created as a contact in CRM On Demand with default status and
roles needed to access the portal.

Once a user completes registration, CRM Agents may need to update user’s self-service status and
roles, and sometimes perform new user registration on behalf of the user if users are unable to do so by
themselves.

After a case (Service Request) is created by a Self Service User, CRM Agents can assign the case
(Service Request) to appropriate owners, they can communicate with end-users (CRM On Demand
Contacts) via special type of notes. Apart from these, CRM agents will work on Service Requests as they
would normally do.

CRM agents can also view the topics that the self-service end-users post from the context of a case.
Further, agents can view the search history and document history of a case created by an end-user giving
some insight to what the user was searching for and what documents they viewed before submitting a
case (Service Request).

Registering Users

Self-Service portal allows new users to register themselves. But there are times when users may not be
able to perform self-registration. For example, if the user already exists as a contact in CRM On- Demand
or if there are multiple contacts matching their email id. It is also possible that there are multiple contacts
in the CRM On Demand with matching email ids. It is CRM agent’s responsibility to determine if the user,
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requesting to register, already exist as contacts in CRM On-Demand and if there are multiple contacts for
the same user, identify the right user. Verify if the users already have an Infocenter account (by asking the
users), if so then they need not go through the registration process as the portal automatically creates a
contact in CRM On Demand when the users logs in into Self Service Portal using Infocenter login and
password.

External user registration allows for an email address to entered as the user ID. The field accepts a
maximum of 50 characters. If the user does not select the option Display Name to Public?, the
registration page prompts for an alias. Information Manager creates the web user record with First Name,
Last Name, User ID, and the CRM OD contact ID. If the user selected Use my user ID as my email
address, Information Manager stores the email address as the User ID. The contact ID is used when
creating or updating activities in CRM OD.

The following CRM OD contact record fields and Oracle Knowledge web user record fields are required
for SSP user registration.

CRM OD Contact Record Required Fields
First Name

Last Name
Email Address
IQAutoPassword | Defaults to Yes to initiate password reset upon login.
IQRegistrationDate | import date
IQUserRole | DEFAULT_CRMOD_USER_ROLE from infocenter.properties file
IQUserStatus | DEFAULT _CRMOD_USER_STATUS from the infocenter.properties file
IQUserType | DEFAULT_CRMOD_USER_TYPE from the infocenter.properties file

Oracle Knowledge Web User Record Required Fields

First Name
Last Name
User ID
Password | Set to default password.

Email Address
showName | Display Name to Public? option. When enabled, SSP displays the user’s name.
Alias | Required ONLY if the user does not select the Display Name to Public?option.

Remote Authentication Configuration

To complete the require remote authentication configuration:
1 Loginto IM System Manager.
2 Navigate to Tools > System(Configure) > ExpertMode.
3 Select REMOTE_FIELD_BUILDER_CLASS from the list.
4 Enter com.inquira.services.ldapservices.CRMODFieldBuilder as input value.
5

Save changes.
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New User Registration

Steps to register a new user:
1 Logonto CRM On Demand application and search Contacts

2 If the contact does not already exist, create a contact (First Name, Last Name, and Email
required). If the contact already exists and is not an existing SSP user, Click on the ‘Register Self-
Service User’ web link. First Name, Last Name and Email Id are automatically pre-populated.

3 Enter a user id of the callers choice

4  Enter all the required fields (If the word verification is not legible, Click on £ to get a new word)

5 Click on ‘Register’
If the registration fails,appropriate error messages will be displayed

WALK-THRU

1 Logonto CRM On Demand application and search Contacts

- CRM On Demand
[=IMessage Center 4?,,‘ Home | 3| Calendar E_?g? Leads Accounts Contacts
0 Mew Messages
- ? My Homepage
[=lSearch
| Contacks e | Today's Calendar MNew |I| El
- . =
all + Start Time Subject
Last Mame Wieww Calendar
First Marme
Ernail
Advanced
[=I Create
uﬁ. Accaunk
ﬂ Appaintrment
Conkack Alerks

2 If the contact does not already exist, create a contact (First Name, Last Name, and Email
required), If the contact already exists and is not an existing SSP user, Click the Register Self-
Service User link.

|=|Message Center fjﬂl Home I ﬂ Calendar I 53? Leads I Accounts I Contacks I EE?_ Opportunities
0 New Messages .

e 2 Contact List | LookIn: &l + | Back ko Contacts Homepage
=l Search

Contack List | { Search Results ) +| Menuw MNew Contact P
|Cu:untau:ts Vl

all 09 4 BE C D EFGHIIJELMPMEMNOGEP BRS T DM W = ¥

all + il Q
Last Mame Last Name First Account Work Phone  Cellular Phone
||_|53r | e MName -] -]
First Mame

| Edit User Test Accountl
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=] Self Service Portal Information

Register Self3ervice User Register Self-Service User IQUserRole
External Unique ID IQUsersSkatus
Fow Id AAPA-400QMNRE IQUserType
IQPassword IQReqgistrationDake
Description

‘New User Registration’ page opens in a new browser window. First Name, Last Name, and Email
Id are automatically pre-populated.

New User Registration

Usze the forrm below to edit your profile and settings. All fields are reguired.

Account Information

User ID: | | [ Use my user id as my ermail address

First Name: | |

Last Name: | |

Display Name to Public: O

Email: | |

Display Email Address to
public:

My Time Zone (GRAT-07:00) Arizona M
Additional Requests (Optional)

[ (Checking box enables other users to view your erail address)

[ (1 would like to manage cases onling)

Word Verification: | | & (By entering this text you help us prevent spam and fake registrations)

3 Enter the ‘User ID’ of the callers choice

4 Enter all the required fields and checkboxes, if applicable (If the word verification is not legible,
Click on 2 to get a new word)

5 Click on ‘Register’
The following message displays on the SSP Home page.

IMQI.JIFIA.. | Information Center

Home | FA

Welcome

@ Hegistration Request Received
An activation email has been sent
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In case registration fails because the User id is already taken, you will see the following error
message, choose another User Id and try again

New User Registration

Sorry, that username is already taken. Although you indicated you're a new user, an account already exists for the User ID you
entered. Please select a different User ID ar Sign in first. Forgot your password click here for assistance.

In case registration fails because the User Email id is already taken, you will see the following error
message. Remind the user that this email id is already taken. Ask the user if they recall creating a
self-service portal or an existing Infocenter account

New User Registration

Sorry, that email address is already taken. Although you indicated you're a new user, an account already exists for the Email
address you entered. Please Sign in or if you forgot your password click here for assistance.

Account Activation

1 |If registration process was successful, notify the user (if still on the phone) that an activation email
will be sent to the user. Users will receive an email as below:-

L] Inbox B, ¢/i% [ 6/ From Subject
L& Unread Mail (1}
U= Sent ltems =] Date: Last Month
Mail Folders £ | testinquira... Self Service Portal Registration

L] Al Mail Items -

5 =l Date: Ol
2 €5 Mailbox - Santosh Chak —

@ Deleted Items

LZ| Drafts Self Service Portal Registration
= [ Inbox . . . .
5 [ General (1] testinquira.admin@gmail.com
£ HR Sent: Thu 1/14/2010 9:46 AM
= A Inguira To Santosh Chakrapani
= [ iconnect

2 Email contains the steps required to activate the newly registered user
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Self Service Portal Registration

testinquira.admin@gmail.com
Thu 1/14/2010 9:46 AM
Santosh Chakrapani

Hi Santosh.
Thanks for registering with Self Service Portal.

1. Click the following link to complete vour activation process:-

Click here to complete registration

2. After successful activation, vou mav login with following credentials -
Login: schakrapani
Password: 22fdc

Note: You mav not be able to access case management if vou login without activating vour account!

3 Self-Service portal user should follow the steps provided in the email and complete the registration
process and activate the user account.

4 Upon activation via email, the following status are possible depending upon portal configuration

Note: User passwords between Information Manager and CRMOD must be synchronized manually.

1) (2)

IGUserRale Yiew My Cases IQUserRole Yiew My Cases
IQUsersStatus Approved IQUserstatus Meeds Approval
IQUserType External IQUserType External
©) 4)
IQUserRole Restricted IQUserRole Restricted
IQUserStatus Approved IQUserSkatus Meeds Approval
IQUserType External IQUserType External

5 By default all contacts created via the new user registration process are considered as ‘External’
User Type. External User types are Web Users in Infocenter. ‘Internal’ User types are Console
Users in Infocenter. Case Management for Internal users is not supported in the current version of
the portal.

Managing Self-Service User Privileges

The Self-Service Portal uses the following parameters to determine access to various functions:
e User Type
e User Status

» User Role

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



88 MANAGING SELF-SERVICE USER PRIVILEGES

User Type

User Type: A user type represents the level of security a user is assigned within the portal. Every portal
user is assigned a user type. The assigned user type determines the functions user can perform when
they are logged into Self-Service Portal. A user type is assigned to upon approval of the registration
request and/or by a CRM On-Demand Agent or Administrator.

The allowed values for Portal User are:

User Type Definition

External An end-user who has issues with the products, searches the Infocenter to look for
solutions to issues, creates cases via web self-service and has limited access to
advanced Infocenter capabilities.

Internal Internal users are typically employees of a company who have administrative
capabilities of Infocenter. Internal users have no access to case management.

User Status

User Status: User status is an indication of the state of the user within the Self-Service Portal.
The following User Statuses are supported:

User Status Definition

Approved This is the normal state for a fully functional portal user after a user has activated
and completed the registration process. External Users can access case
management only if their User Status is Approved.

Needs Alternative initial state after the user has activated and completed the registration
Approval process. The CRM Agent manually updates the status to Approved after reviewing
the request.

Registration A user has registered but must complete the process by clicking the link in the

in Process verification email sent by the portal to confirm that the user is at the email address
given upon registration. In this state, users can sign-in but external users cannot
access Case Management capabilities.

Denied A denied user cannot access case management capabilities ever. A denied user
can still access limited Infocenter capabilities if the user is an external user and an
internal user can access advanced Infocenter capabilities.

User Role

User Role: User Role describes the type of actions the user are allowed to perform in the context of Case
Management. Upon registration, a default role is assigned to the user based on portal configuration. If the
user wishes to modify the assigned role, they must contact the assigned organization.
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The following user roles are supported:

User Role

Definition

Restricted

View My Cases

Update My Cases

View Company
Cases

Update Company
Cases

This role restricts all access to case management. The internal user is
assigned this role. Depending on portal configuration, an external user could
be assigned this role upon registration.

This role is valid only for External user type and allows read-only access to
cases that the users own. A user with View My Cases can submit a case but
does not have sufficient privileges to update the case once it has been
submitted, or view others cases.

This role is valid only for External users and allows update access to all cases
that a user owns. A user with Update My Cases can submit a case, and update
user’'s own cases; however they cannot delete a case or view others cases.

This role is valid only for External users and allows update access to the all
cases that a user owns and read-only access to the cases of users that this
user manages. A user with View Company Cases can submit a case, update
own, and view company cases; however they cannot delete any case.

This role is valid only for External users and allows update access to the all
cases that a user owns and also the cases of users that this user manages. A
user with Update Company Cases can submit a case, update own or company
cases; however they cannot delete a case.

Setting Up Role Change Notification Workflow

1 Go to the Admin Homepage.

Data Hanagemenk Tooks

wiawy the mport and export queuss

Web Services Integration

Iraport and Sxport Taends « gt your company dada, export pour comnany data, o

ety Services Adrenisira tion « Wisw and dosnload web services

Admin Homepage | fack o Contect =3 Halp | Ernter Frsndy
Company Administration Application Customization

Company AdTinistraton - Manage your company profile snd global information, appheation Customizaton - Customize aopboason spedfic to pour comnany; create

Frhading QT s A aCtive IaNgUagts. Manite LSade and S21 pase d paktes custon pags youls, hasepage lavouts, stardh result ysuts, and dynan

Define company Fecal Calendars, Creste Homepage aleris, layauts; dhange field names, mockfy packdst vabaes, reate custom Felds, speafy

cascading peddsts, defire custon web tabs and applets, sef up custom sudt tral

User Manasgement and Access Controls el rename record type.

g Maragarant and Socass Conirols - Create and manage user profies and

Pl e Sl s Fokie Tl Sl SERE BESEEE HEEE, Pl 1S Vi d L

apobcabion features and preserdston of nformabon, Manege groups of users Workfow Configuration - Bsdend busness processes with vworkfiow rules $o send

share data and caberdar eniries. emads, creabe, usdabe o defebe Erdorreation, sait for a Hne perod and enabde
oy Marsgemen! - Defire the herarchy that makes up vour company's ouitound m begr aton requests, Workfiow rules and actions will nad be processed

mmory urdacs the “Enabie Workflos ” chedday i dhecied on T Company Profie Page,

by Monlor - Mo e 5 SAnSOE &Sl PRlancEs oF waisng wor ks, and
orkEow o maszanes

Dot Fles B Assigowmenit - Dot the cy by mfes for WO COMDAnY, Evdueding
autamaks agsgnment aof reconds, Fredadtng, and pales méFadadoges.

Bk Dt Qe - Vi the baton celats recuests (schive snd compeetad).

Lonbent Mapagement

Contert Mansgenant - Define your company Froduct st and hisrardhy, Wew, delete
wedl repiace all of your comeany's Altachments, Manage ao0ess 1o Reports Folders
o adefine vishity to shared custon snalvses folders. Defne your company's

il Sarvicas Litheator - Revey & summany of services peed by your oompensy, assesaments emplates.

2 Click Workflow Configuration in the Business Process Management section.

3 Click New.
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Workflow Rule New | Back to Werkflow Rudes List
Workflow Rule New | Save || Save & New Workflow | | Cancel |

Key Workflow Rule Details
Worlflow Name* |
Active [
Order

Crested By Yinay Saini
Workflow Rule Condition

Worldlow Rule Condtion

*= Required Feld

Record Type™*

Trigger Evernt* !

Modified By Vinay Saini

‘WorkFlov rules will not be processed unless the “Enable Workflow” flag is selected on the Company Profile page.
1f the Worlkflow Rule Condition is blank or undefined, any selected trigger event will execute the workflow actions,
1f & Workflow Rule Condition is defined, only recards meeting the condition will execute the workflow actions,

Save | | Save & New Workflow | [ Cancel |

4  Complete the following fields:

Field Value

Worflow Name
Record Type Contact
Trigger Event

Active Select to activate this configuration; clear to inactivate.

Workflow Rule Condition  pRE(<pliQUserRole_ITAG>")<>[<pllQUserRole_ITAG>]!

Send Email on Role Change

When modified record saved

Click EI to complete this field.

1. i.Previous IQUserRole does not match current IQUserRole when saved.

Note: The workflow condition must reflect the correct field name.

Workflow Rule New | Back to Worlflow Rules List
Workflow Rule New | Save | | Save & New workflow | Cancel |

Key Workflow Rule Details
Workflow Name* |Send Email on Role Change
Active
Ovder

Crested By Vinay Saini
Workflow Rule Condition

PRE(' <ContactRole >") <> [<ContactRole>]

Worlflow Rule Condition

*= Required Field

Record Type* | Contact

Trigger Evert® iwhen modified record saved W

Modified By Vinay Saini

‘Workflow rules will not be processed unless the "Enable Workflow" flag s selected on the Company Profile page.
If the Workflow Rule Condition is blank or undefined, any selected trigger event will execute the workflow actions,
If & Workflow Rule Condition is defined, only records meeting the condition will execute the workflow actions,

[Save | [ save & new workflow | [ Cancel |

v

]
3

T2
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5 Click Save.

6 On the Workflow Rule Detail page, Actions section, select Menu > Send Email.

Workflow Rule Detail; Email when role changes | tsc wmvorsfiow dues st
== Workflow Rule Details | Hew || Edt || Copy || Delene || Cd Orer

Help | Srnter Friendly

Eey Workflow Rule Details
‘Werkfige Mame  Ematl when role changes Becord Type Contact
Arive Trigger Dvent When modifeed record sevesd
Qroer 1

Creatsd 3y 557 Lisar 57192010 01:45 PM Modified By 55F Lser 5192000 01:53 FH
Workflow Aol Corddon FRE[cpllQUserole TTAGw "o x| wpllfliserRole TTAG.]
- COCAM_MOCAFEE_ACTH_IF_FALSE
COCAM _MCATEE CANCEL SAVE
OCCaN MOAFEE DTSP MEG

| Actians | Berw v || B Order

Zand Emad
Creals Task

Wal

The Workflow Action Edit page appears.

Workflow Action Edit | Bad to Warkfom Rule Detad
Send Emall | Save | Canoel

Key Action Dekails
]
Actve [F

Email Message

From™ | Defmsk Emad Address -,

To™ | Specfic Emad Address w0 [<ContacErad »} _|"1-

el senvice role changed .r'-
Suogect®

i i e a0 1ok s chingid Lo 5] < ploUserR ke _TTAG x| %fete

Hescage Eody”

7 Complete the following fields:

Field Value
Key Action Details
Action Name Send Email
Active Select to activate this configuration; clear to inactivate
Email Message
From Default Email Address
To Specific Email Address / [<ContactEmail>]
Subject Self-Service Role Change
Message Body Your Self-Service Role has been changed to

%%%[<pliQUserRole_ITAG>]%%%

8 Click Save.
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Managing User Activities

During the course of case management, users may update their cases by adding notes, creating topics in
the context of the case. Note that ‘Notes’ created by the user in the portal are not directly related to the
term ‘Notes’ in CRM On-Demand. In fact when a user adds notes to a case, an activity of the type
‘UserUpdate’ is created against the Service Request in CRM On-Demand. Similarly when a user posts a

topic to the community in the context of a case, an activity of the type ‘UserTopic’ is created against the
Service Request in CRM On-Demand.

CRM Agents can utilize the feature of user notes to communicate with a portal user by creating an activity
of the type ‘UserUpdate’ in a service request, with relevant information for the end-user to view. CRM
Agents can view the topics posted to the community by the user in order to get a better understanding of
the issue faced by the users and in-turn provide better case handling.

Activities are also created within CRM On-Demand that indicates the recent searches and documents
viewed by the user within the Oracle Knowledge portal before submitting a case. These could provide
significant insight to what the user was searching for before he/she decided to create a case online.

Activity with Self-Service Context Information

1 [Self-Service Portal] User performs some searches and views some documents in Self-Service
portal. Recent searches and documents viewed are stored in infocenter profiles.
INQUIFIA.. | Information Center

Home | FAGS | Discussions

Find Answers

|Howis iconnect configured in CRM On Demand |

IAII Content VI Specified Languages

Start Over
Pages [Hext]
Results
[# Serene Corparation
E&C CRM Features and Functions Contact and Lead Management, Marketing ROl and Analytics ... Project and Demand

Planninn

Personal Profile

Recent Search

@, How is iconnect configured in CRM On Demand
Questions:

@, How do i connect to CRMOD
, Dewd 550 Training
@, Test

[ ]
i3

Recently Viewed
Articles: [# FAQ4 - Serene Implements CRM On Demand
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2 [Self-Service Portal JUser then creates a case online
Submit Consumer Support Case
Step 3: Complete Support Request Form

User Information

Contact Email Id |schakrapani@aerenecurp.|::|:|m |
Contact First Name |Test |
Contact Last Name |User |

Case Information {*reguired field)

Area |Trainin|:_:| V|

Cause |UserNeeds Training Vl

Priority

Case Summary * |Updating notes for a closed case

[would like to add some notes to a closed case. How can i do that??

Description *

View Case Details

'@ A case has heen successfully created

Case Information

Case Number 4804 30-243526023
Status Clpen
Last Updated 03-09-2010 07:40 P

Case Owner

More Information
Priority 1-A548P

Contact Hame Test Llzer
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3 [CRM On-Demand] A Service Request is created in CRM On Demand
Service Request Detail: Updating notes for a... | Backto Service Request List Edit Lawout |
==l Service Request Details Mewr Edit Delete Merge
(=] Contact Information:

Setvice Number 480430-243526023 Conkback Tesk User
Accounkt ACME Compuker Parks wark Phone #
Email schakrapani@serenecorp.com

=l Service Detail Information:

Area Training Priority  1-ASAP
Cause User Meeds Training Skatus Open
Tvpe Opened Time 392010 07:40 PM
Source Closed Time
Madified External Dariush Mojabed 3/9,/2010 O7F:40 PMM Caner
Created External Dariush Mojahed 3/9/2010 O7F:40 PM F.eassign Owner

SR Currency USD
=l Additional Information:
Subject Updating notes for a closed case
Description I would like to add sone notes to a closed case. How can i do that?

= Solutions add

=] Dpen Activities Mew Appt | | Mew Task
= Completed Activities Log A Call

Priority Subject Activity Type Due Date Completed Date Status
Edit Service Fequest Context Task Other FMefz010 FMfZ010 07:40 PM Completed

Shiowy Full List

4 [CRM On-Demand] Activity of type ‘Other’ is created with a subject ‘Service Request Context’

|=| Completed Activities  Log A Call

Priority Subject Activity Type Due Date Completed Date Status
Edit Service Request Conkext Task CQther 3902010 3202010 0740 PM Completed
Shiow Full List

Task Detail | Backto Service Request Detail
==l Task Details Mew | | Edit | | Delete || Mark as Completed || Send Email

= Key Task Information:

Cwner Dariush Maojahed
Subject Service Request Context
Tvpe Other
Priarity
Delegated By
=l related Items:
Account

Primary Conkack
Opporkunity

= additional Information:

Created External Dariush Mojahed 39,2010 07:40 PM
Description Search History

1) How is iconnect configured in CRM On Demand
2) How do i connect to CRMOD

3) Dev4 550 Training

4) Test

Documents Yiewed

1) FAQ4-Serene Implements CRM On Demand
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User Notes as an Activity

1 [Self-Service Portal] Portal users can create notes in the application as shown below:-

Edit Case Details

User Information

Case Details (" required field)

Case Number 430430- 243526025 Status Cpen
Priority

Area

Cause |UserNeedsTraining Vl

Case Summary * |Updating notes for a closed case

[wiould like to add some notes to a closed case. How can i do that?

Description *

Attachments

" Browse. | Clear

Hotes
Mo notes found, Add Mew N

|New Motes
ﬂ

Topics

Mew Motes Description

Linked Answers b

2 [CRM On-Demand] Activity of the type ‘UserUpdate’ gets created in the Service Request
=] Additional Information:

Subject Updating notes for a closed case

Description T would like to add some notes to a closed case. How can i do that?

=] Solutions | Add

=] Open Activities Mew Appt | MNew Task

Priority Subject Activity Type Due Date Status
Edit Dane Mew Motes Task Userlpdate 3farz010 In Progress
Edit Done Some More notes Task zerpdate amfzn1o In Progress

Shiows Full Lisk
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3 [CRM On-Demand] If the CRM Agent chooses to communicate to the end-user using these notes,
a new activity of the type ‘UserUpdate’ can be created within the Service Request.

Task Edit | Backto Service Request Detai

Task Details Save || Save & New Task || Cancel

Key Task Information:

Owner* |Dariush Mojahed Q, Due Date™ (31942010 1
Subject® |Motes can be updated Carpleted Date
Status |Rot Started -
Priotity® | 3-Loww b Private [
Delegated By Q, Activity Currency  |LISD EY
Related Items:
Account |ACME Computer Parts | Lead Q,
Primaty Conkack |Test User Q, Campaign G,
Cppartunity Q, Service Request [480430-243526023 |G
Additional Information:
Created External Dariush Mojahed Modified External Dariush Mojahed
Based on your configuration, vou may be able to create notes for closed cases,
Descripkion
*= Required Field
Save || Save & New Task | [ Cancel
|- Open Activities New Appt || New Task
Priority Subject Activity Type Due Date Status
Edit Done Mew MNokes Task. |serlipdate 3192010 In Progress
Edit Done Some Mare notes Task. UserUpdate 3i9/z010 In Progress
Edit Done 3-Low Motes can be updated Task, Iserlpdake 31972010 Mok Started

End-User can view your notes in the portal as shown below:-

Notes
Subject Description
e Maotes Mew Motes Description

mome More notes Some mare notes description
Jlotes can be updated Based on your configuration, you may be able to create notes for closed cases

3 items foomd, displaying all items.
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User Topics as an Activity

Self-Service portal has discussion forums where users can post topics, recommend solutions based on
their privileges. Portal supports posting topics from the context of a Case

1 [Self-Service Portal] Users can post topics from the context of their cases.

Informat e a i

Internet Explore

- Discussions - Post Topic - Windows Internet Explorer

7. Favorites POSt New Toplc by Too
e Type your message using the form below. When finished, click the "Post Topic™ button to submit your topic immediately

Prioril ks

ty
Contact Na & Backto answers

ance
Area Post Topic
& | 3 se Onling
ause Discussion Intagration Issues [+ e

Case Sumnf —_— ——— v ;

2 M | Inquira Forum V‘ iy Gase
Description R e A R <
Attachment Subject ‘Updatmg notes for a closed case Feedbar
Hotes Mossum | Elsouce | B 7 U she| x, x* | iE iE |z @ |

Subject | am facing some issues with updating notes for a closed case
Mew Notes I'would like to add some notes even though the case is closed requesting not to close the case as
Some More my issue is not yet resn\ven|
Notes can b
3 items foun
Topics
Linked Answ.
Topic Type WMark this tapic as a question - this encourages people to answer for points and helps you frack answers.
1 Normal Topic V|
Search Ans Case Number: 480430-243526023
—
InQuira Information Center Copyright 2010, InQuira Inc., All Rights Reserved Version 8.2.2.0

2 [CRM On-Demand] An activity of the type ‘UserTopic’ gets created for the Service Request

Area

Cause

Twpe

Saurce

Modified External
Created External

SR Currency

[-] Solutions | Add

Priority
Edit Dione
Edit Done
Edit Done 3-Low
Edit Done

=l Service Detail Intormation:

Training
User Meeds Training

Dariush Mojahed 3,9/2010 07:40 PM
Dariush Mojahed 3,/9/2010 07:40 PM

usp

=l Additional Information:

|=| Dpen Activities Mew Appt | | New Task

Subject

Mew Motes

Some Mare notes

Mokes can be updated

Updating notes For a closed case

Subject Updating notes for a closed case

Ackivity
Task
Task
Task,
Task

Priariky
Skatus

1-ASAP
Open

COpened Time 3,/9/2010 07:40 PM

Closed Time
Cnnier
Reassign Cwner

Description I would like to add some notes to a closed case. How can i do that?

Type
UserUpdate
UserUpdate
UserUpdate
LserTopic

Due Date
392010
3fz010
39rz010
/102010

Status

In Progress
In Progress
Mok Started
In Progress
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3 [CRM On-Demand] CRM Agents can view the topic posted in the context of a case [SR]
Task Detail | Backto Service Request Detail Edit Lavout | Help | Prir
[=|l=) Task Details | New || Edit || Delete || Mark as Completed || Send Email
= Key Task Information:
Qwner Dariush Mojahed Due Date 3/10/2010
Subject Updating notes for a closed case Completed Date
Type UserTopic Status In Progress
Prioricy Priwate
Delegated By Ackivity Currency USD
= Related Items:
Account Lead
Primary Conkack Zampaign
Cpportunity Service Request 480430-243526023
= additional Information:
Created External Dariush Mojahed 3/10/2010 10:04 AM Modified External Dariush Mojahed 3/10/2010 10:04 AM
Description BUTE90372f6280e7012745ce29d4007ed]
|=] Users Add
Last Mame First Name Email Job Title
Mojahed Diariush dmojahed@inquira.com
Shows Full List )
|-] Contacts Add
|=] Attachments Add Attachment | | Add URL
4 [CRM On-Demand] Agents can view the topic details by clicking on the Topic Link

-

c far | -:_:

o | Latest Headlines

B<

=i Timeshest = Exchange = Webex | [LMR | [ IO @ Outage Test | | Actel
isable~ ookiese M orms S| Images~ nfarmation= '__:__'.l iscellanequss " Outlines esizar 47 Tools+ iew Source~
&) Disabl Cooki [Ecss- M| I Inf ki MMiscell o Cutl ;2R + Tool Wiga 5 ]

EJ Calendar E InQ

INQUIFIA.. | Information Center

@ InCuira InfoCenter @ Information Center - Case Detail

Home

| FAQS

Discussions

Topic Updating notes for a closed case

Q Back @ “iew Category @ Reply to this Topic

£  Comments: 0 Topic [ Hext]

Santosh @ Reply
Chakra

daa@a

Posts: 0
Registered:
B days ago

Updating notes for a closed case
Fosted 1 minute ago

(= Email

How do i resolve this issue? Please help.

Pages: 1
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CHAPTER9

Reports Configuration

This chapter describes configuration for the following reports:
e Participation Rate Report
e Participation Rate Report by User
» Add To Service Home Page: Participation Report (optional)

Participation Rate Report
The following Oracle CRM On Demand analytics report is a calculated metric to provide management
guidance for measuring effectiveness of knowledge articles in solving ALL service cases.

1 Login as an Oracle CRM On Demand user with the Administor role.

2 From the Report screen (tab) select the Design Analyses link. Then, click on the ‘Service
Requests’ subject area in the Reporting Column.

| hitpstjjsecure-ausomapa, crmondemand. comOnDemandiuser/analytics/saw.dI7Answers v S

Analytics Reporting

Account Addresses

Account and Competitor History,
Account and Partner History
Account and Related Account History
Account Contact History
Account History

Account Team History

Activity History

Asset Historw

Call Activity History

Campaign History

Campaign Response Histary

Accounts

Accounts and Competitors
Accounts and Partners
Accounts and Related Accounts
ctivities

dvanced Custom Objects
Assets

Campaigns.

Contact Relationshios

Contacts

Custom Object 1 and Accounts
Custom Obiject 1 and Contacts

Custom Object 1 and Opportunities.
Custom Obiect 1 and Service Reguests
Custom Object 15

Custom Object 2 and Accounts
Custom Obiject 2 and Contacts

Custom Obiject 2 and Opportunities

Contact Addresses
Contact History

Contact Interests History
Contact Revenue History
Contact Team History
Dealer History

Household Historv Custom Obiect 2 and Service Requests

Lead History. Custom Object 25
MedEd History Custom Object 3 and Accounts

Opportunity and Competitor History
Opportunity and Partner History
QOpportunity History
Qpportunity-Product History
Pipeine History

Portfolio History

Product History

Sales Stage History

Service Reguest History.

Custom Obiject 3 and Contacts

Custom Obiject 3 and Opportunities
Custom Obiect 2 and Service Requests
Custom Obiect 3s

Householss

Leads

Opportunities

Opportunities and Competitors

Qoporiunities and Pariners
Opportunity-Products
Service Regquests

Shared Activities

3 Add columns from left hand pane to the right pane as follows:

Note: NOTE: To add columns in the following steps simply click and drag the choice. This will
then populate the column in the section on the right of the screen to begin building the formula.

a Add the column - Fiscal Week/Year from Date Closed section from left hand pane to the right
pane.
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b Add the column - SR Number from Service Request section from left hand pane to the right
pane.

¢ Add the column - # of Closed SRs from the Service Request Metrics from the left pane to the
right. We will be using this column to store some calculated values. TIP: Repeat this step three
(3) times so that you have a template to work from for subsequent steps.

= Oracle Bl Answers - Windows Internet Explorer
&) https:J{secure-ausomxapa.crmandemand. cam{onD analyticsfsaw. dIF AnswersaPath="2Fshared%2FCompany _AAPA-355%XT_Shared_Folder%2FParticipation®20Rate%20ReportBsction=Prompt | O

~
. CRM On Demand =

ORACLE — e

k=] Build and View Analysis psp sk

|Active Subject Area:

Service Requests

B columns
Account Step 1 Step 2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened
Owned By User
Service Request
H Service Request Metrics
® #of Cancelled SRs
osed SRs Columns

. z: Sf:d"m?fm /Agd columns to your analysis by selecting them from the selection pane. You can re-order the columns below by dragging and dropping them. Define the column sorting and other properties of the columns by
* #0fSRs
* Avg Days to Close SR Date Closed Service Request Service Request Metrics

= Avg Open SR Age
o Open SR A Fiscal Week/Year 47| SR Number [+1| ' #of Closed SRs 47| | # of Closed SRs 47| # of Closed SRs 41

<=l [ES HEMx | SHEEX = JFA s 3 = JFA s 3

clicking on the action icons. ()

Filters

Add a fiter by either clicking the New Fitter button in the columns above or hold the Ctrl key while clicking a column in the selection pane. ’J

Advanced

3

Dane & Internet H100% -

4 Rename one of the # of Closed SRs columns to Participation Rate. Check the ‘Custom
Headings’ check box and then type the new name.

5 Create the following formula in the Column Formula field. And set Aggregation Rule's value as
"Sum" and set Table Heading as "Service Request". You may cut and paste the formula from
below.

((CASE WHEN (*'- Service Request Custom Attributes™_.BOOL 0 = "Y") THEN 1
ELSE O END)/CASE WHEN (''Service Request'_""SR Num"™ = NULL) THEN O ELSE 1
END)*100
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A
. CAM On Demand =
ORACLE SO
s Build and View Analysis
Active Subject Area:
Service Requests Edit Column Formula S5
@

C:cl:;"ur;: Step Column Formula | [ Bins: fep
ntact . Table Heading | Service Reguest Custom Fields| i
rvice Request —
wned By User Column Heading | | Participation Rate |
ite Opened = F

Date Closed Custom Headings

Service Request Metrics

((CASE WHEN (- Service Request Custom Attributes™ BOOL_0 = "Y") THEN 1

ELSE 0 END)CASE WHEN ("Service Reguest™."SR Num"™ = NULL) THEN 0 ELSE 1
END)*100

Column Formula

=
=

i from the lefi pansl fo insert it info th

Aggregation Rule | Default v|

ek

Rename one of the # of Closed SRs columns to # of Closed Cases. Check the ‘Custom
Headings’ check box and then type the new name.

Create the following formula in the Column Formula field. And set Aggregation Rule's value as
"Sum" and set Table Heading as "Service Request".

CASE WHEN (*'Service Request™."SR Num'=NULL) THEN O ELSE 1 END.

£= Oracle Bl Answers - Windows Internet Explorer

& hittpsf/sacure-ausomxapa.crmondemand. com{onD analytics/saw AP Answer saPath=s2Fshared2FCampany_AAPA-385X4T_Shared_Folder%2FParticipation®s20R ate20Repartafiction—Prompt v
= -
- CRM On Demand 2]

ORACLE CRMO
] 2y : i N -

0= Build and View Analysis rep ssc
Active Subject Area:
Service Requests Edit Column Formula Help
E1 Columns [ ot Formuis | 53

omne - Column Formula | [Bins -

Contact Table Heading | Service Request F

Date Closed

ate Opened Column Heading [# of Closed Cases
wned By User

ervice Request Custom Headings

& Servi

B Service Request Metrics [CASE WHEN ("Service Request” "SR Num® = NULL) THEN 0 ELSE 1 EN

Column Formula
7
Date Closed Service Request
|| Y A f| Y » »
Select any field from the left panel fo insert it info the formuls.
v
Done & Internet 100% v
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8 Rename one of the # of Closed SRs columns to # of Closed Cases with Solutions. Check the
‘Custom Headings’ check box and then type the new name.

9 Create the following formula in the Column Formula field. And set Aggregation Rule's value as
"Sum", set Table Heading's value as "Service Request Custom Fields".

CASE WHEN (*'- Service Request Custom Attributes'_BOOL_0="Y") THEN 1
ELSE O END

= Oracle Bl Answers - Windows Internet Explorer

& hitps:f{sacure-ausomxapa.crmondsmand. com{onD analytics/saw AP Answer saPath=s2Fshared2FCampany_AAPA-385X4T_Shared_Folder%2FParticipation®s20R ate20Repartafiction—Prompt v &
~
- CRM On Demand ]
ORACLE GMO
Y 2y T : Vi N -
0= Build and View Analysis rep ssc
|Active Subject Area:
Service Requests Edit Column Formula Help
=
o humne — Column Formula | [Bins -
Contact Table Heading | Service Request Custom Fiekds| F
Date Closed
Date Opened Column Heading [# Cases Closed with Solutions
Owned By User
Service Request Custom Headings
& Servi
B Service Request Metrics [CASE WHEN (- Service Request Custom Attributes” BOOL_0 ="Y') THEN 1 ELSE 0
END
Column Formula
2
» »
Select any field from the left panel fo insert it info the formuls.
v
Done & Internet 100% v

10 From the column ‘Participation Rate’ click the Column Properties icon (hand icon). Check the box
‘Override Default Data Type’, and change the ‘Treat Numbers As’ dropdown to Percentage.
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Oracle Bl A d p 5
] hittps:ffsecure-ausomxapa. crmondemand, comiOnD analytics/saw, di? Answer sPath="%2Fshared*2FCompany_AAPA-385XXT_Shared_Folder®2FParticipation®20R.ake%20R sport%20by%20LseraActi v 5
= =
‘CRM On Demand —

ORACLE’ “An
¥ 2 . . .
s Build and View Analysis  n=p
|Active Subject Area:
Service Requests Column Properties Help
£ Columns

Account Step 1 ['tyte | [ Column Format | [ Data Format | [ Conditional Format Step 3 Step 4

Contact

Date Closed Override Defautt Data Format

E2)

2 oo operes

Service Request Negative Format | Minus: 123 -

Service Request Metrics

Decimal Places I
[ use 1000's Separator
Date Closed fuest Custom Fields
o
=[] ¥ <% [¥ E=IFAIR
7
v
& Internet 100% v

11 Click Next to go to Step 2, Create Layout.

Bl Answers - Windows Internet Explorer

] https:}secure-ausomzapa. crmondemand, comj OnDs analytics/saw. dIF Answers&Path="2Fshared%2FCompany_AAPA-385XXT_Shared_Folder%2FParticipation%20Rate%Z0ReportBsiction=Prampt v
Geting Staned Manags Ansiysss Closs Window
ORACLE: -£AMOnDomand - -
Answers
] oy 8 - - -
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
= Columns
Account Step1 Step 2 Step 3 Stepd
ontact Define Criteria Create Layout Define Prompts Review
ate Closed (optional)
ate Opened
Owned By User -
Service Request [ Hext | save | Finish ] Cancel |
Service Request Metrics
rticipation Rate Report
Layout iews [LX 80
/Add reporting layouts o your analysis using Add View, and configure each layout using the Edit View icon
P X
Partcipation Rate
WK
Fiscal WeekiYear SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
450420-209915782 1 o 0%
450420-209915785 1 1 100% 1
2009 WeskdT 450420-20991578% 1 1 100%
450420-210249502 1 1 100%
450420-210200725 1 1 100%
450420-209504825 1 1 100%
450420-209520047 1 1 100%
450420-209524194 1 1 100%
450420-210249508 1 1 100%
450420-210200728 1 1 100%
450420-210224194 1 1 100%
450420-210341781 1 o 0%
2009 Weskss 450420-210551732 1 1 100%
450420-210958814 1 o 0%
450420-210958817 1 o 0%
450420-21057198% 1 o 0%
N v
] |3
& Internet H100% -

12 Click Add View and select ‘Pivot Table’ from the list.
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Bl Answers - Windows Internet Explorer

Step 4
Review

| https:{fsecure-ausomzapa. crimond omiCnDy analytics/saw, diPAnswerstP ath="%2Fshared*:2FCompany_AAPA-385KKT_Shared_Folderts2FP articipation?s20R ake%20Reportaction=Prompt
~
- CRM On Demand —
ORACLE “An
=5 Build and View Analysis s=p ssoc
|Active Subject Area:
Service Requests
&1 Columns
ccount Step 1 Step 2 Step 3
ontact Define Criteria Create Layout Define Prompts
ate Closed (optional)

wned By User
ervice Request

Layout Views »

Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

LEW S
Partcipation Rate
LEW S
Fiscal WeekiYear SR Number #0of Closed Cases # Cases Closed with Solutions Participation Rate
480420-208815782 1 0 0%
480420-208815785 1 1 100%
2008 Weekd7 480420-208815788 1 1 100%
480420-210248502 1 1 100%
480420-210200725 1 1 100%
480420-208804829 1 1 100%
480420-208820047 1 1 100%
480420-208824184 1 1 100%
480420-210248508 1 1 100%
480420-210200728 1 1 100%
480420-210324184 1 1 100%
480420-210341781 1 0 0%
2008 Weekd8 480420-210651732 1 1 100%
480420-210858814 1 0 0%
480420-210858817 1 0 0%
480420-210871888 1 0 0%

£
|~

Service Request Metrics
Participation Rate Report

v

| B

& Internet

H100% v

13 Move the following three (3) columns to the Measures section on the right.
* # of Closed Cases
 # of Closed Cases with Solutions
* Participation Rate

14 Move the Service Request column to the Excluded section which is just to the right of the

Measures section.
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Oracle BI Answe d p 5
] hittps:ffsecure-ausomxapa. crmondemand, comiOnD analytics/saw, diPAnswerstP ath="%2Fshared*:2FCompany_AAPA-385KKT_Shared_Folderts2FP articipation?s20R ake%20Reportaction=Prompt v
ORACLE CAM.OnDemand 5
Answers Step1 Step 2 Step 3 Step 4
ﬂ Y | Define Criteria Create Layout Define Prompts Review
|Active Subject Area: (optional)
Service Requests
£ Columns Edit View: Pivot Table:2 [ Hext | Save |
Account
Date Closed

Date Opened

Owned By User

Service Request
Service Request Metrics

=] Show Controls | [] Chart Pivoted Results [ OK |
Agd reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

pages [T Excluded

Service Request |sr Number B[
Sections [Z][&4
4 Columns [T
Measure Labels | [E
Rows [E Measures
Date Closed Participation Rate (S

Service Request Custom Fields
Fiscal Week/Year [E] [+1] # Cases Closed with Solutions &

Service Request # of Closed Cases [&

Display Results

Fiscal Week/Year Participation Rate # Cases Closed with Solutions # of Closed Cases

2009 Weekd7 4 5
2009 Week4s 9 15
2009 Weeks2 0 1
2010 Week02 0 5
2010 Week03 0 2
2010 Week04 0 1
2010 Week07 1 2
2010 Week10 0 1 L |
~< il E
Dane & Internet 100% v

15 Click the More Options small rectangle box next to the # of Closed Cases column, then go to the
‘Aggregation Rule’ option and select Sum.

(= Oracle Bl Answers - Windows Internet Explorer

& https:}Jsecure-ausomapa. crmondemand, comonD: analyticsfsaw,diF Answer saPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation:20R ate%20ReportaAction=Prompt v
CRM On Demand et et
ORACLE £RMOnDomand W b |
Step1 Step2 Step 3 Step 4
%D Gy | Define Criteria Create Layout Define Prompts Review
[Active Subject Area: (optional)
Service Requests
2 coumns et Views ot Tablez [ Previous | ext | save | Finisn | Cancel
Account
Contact rticipation Rate Report
Date Closed
Date Opened =] Show Controls | [] Chart Pivoted Results | ok | cancel|
Owned By User
service R”;ques( Add reporting layouts to your analysis using Add View, and configure each layout using the Edit Viey
Service Request Metrics
Pages [E Excluded
Service R it | < =z
Sections [ [& ervice Request|| SR Number
= Columns [
Measure Labels | [
leasures
il Date Closed Service Request # of Closed Cases [&
Format Headings
Fiscal Week/Year ] ] # Cases Closed v % =
Service Request Custom Fields = Format Measurs Values
Participation Rate| “c 0 -
Aggregation Rule » Default
Display as Rumning Sum | 2HM
Display Resulis T Mlin
uplicale Layer e
Remove Column -
Fiscal Week/Year # of Closed Cases # Cases Closed with Solutions | Participation Rate VoL
2009 Weekd7 5 4 80% First
Last
2009 Weekds 15 9 60%
Court
2008 WeekS2 1 0 0%
Court Distinct
2010 Week02 5, 0 0%
Hone
Biieetos 2 o 0% Server Complex Aggregate
2010 Week04 1 0 0% P ——
T 2 ; o + Report-Bazed Total (when applcable)
2010 Week10 1 0 0% ||
B v
i< i [E]
javascript:vaid{null} & Internet H100% -
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16

17

18

Click the More Options small rectangle box next to the # of Closed Cases with Solutions
column, go to the ‘Aggregation Rule’ option and select Sum.

- Windows Internet Explorer,

£ https:}Jsecure-ausomxapa. crmondemand, comonD: analyticsfsaw,diF Answer saPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation:20R ate%20ReportaAction=Prompt v
~
ORACLE' CAMOnDamand N 1
Step1 Step2 Step 3 Step 4
%S Ly | Define Criteria Create Layout Define Prompts Review
|Active Subject Area: (optional)
Service Requests
B columns Edit View: Pivot Table:2 m m m m
Account
Contact Participation Rate Report
Date Closed
Date Opened =] Show Controls | [] Chart Pivoted Results | ok | cancel|
Owned By User
service R”;ques( Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
Service Request Metrics
Pages [E Excluded
Service R it | < =z
sections [ ervice Request|| SR Number
A Columns [E
Measure Labels | [
Rows [Z leasures
Date Closed Service Request # of Closed Cases &
Fiscal Week/Year [&] [+1] # Cases Closed with Solutions @] ||
Service Request Custom Fields 1™ Format Headings
Participation Rate (&
Format Measure Valuss
Show Dala &z ¥
A ggregation Rule » Default
[“ Display Results -
Display a5 Running Sum
Duplicate L n
Fiscal WeekiYear # of Closed Cases # Cases Closed with Solutions | Participation Rate SHLERB R Mo
Remove Column
2008 Weekd7 5 4 80% | Average
2009 Weekds 15 9 60% First
2008 Week52 1 0 0% Last
2010 Week02 3 0 0% Court
2010 Week03 2 0 0% (Gl DS
2010 Week04 1 0 0% CEms
s 5 | o Server Complex Agoregate
2010 Weekl0 1 0 0% + Report-Bazed Total (when applcable)
B e
I F]
javascript:vaid{null} & Internet H100% -

Click the More Options small rectangle box next to the Participation Rate column, go to the
‘Aggregation Rule’ option and select Average.

- Windows Internet Explorer,

| hittps:}{secure-ausomxapa. crmond amjonDy analyticsfsaw,diF Answer saPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation:20R ate%20ReportaAction=Prompt v
~
ORACLE' CAMOnDamand N q
Step1 Step2 Step 3 Step 4
%S Gy | Define Criteria Create Layout Define Prompts Review
[Active Subject Area: (optional)
Service Requests
Columns Edit View: Pivot Table:2
Account
Contact Participation Rate Report
Date Closed
Date Opened =] Show Controls | [] Chart Pivoted Results | ok | cancel|
Owned By User
service R”;ques( Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
Service Request Metrics
Pages [E Excluded
Service R it | < =z
Sections [ [& ervice Request|| SR Number
Default
= Columns [ sum
Measure Labels | [ Win
W
Rows [Z leasures v Bverage
Date Closed Service Request # of Closed Cases & First
Fiscal Week/Year [E] 47 # Cases Closed with Solutions (& L=l
Service Request Custom Fields : Court
Participation Rate [E : P —
Format Headings
Hone
Format Measure Valuss
Server Complex Aggregate
Show Dala &z ¥
Cisplay Results ‘vf Report-Based Total (vwhen applicable)
Aggregation Rule » -
Fiscal WeekiYear|# of Closed Cases | # Cases Closed with Solutions | Participation Rata _ 2>P'2¥ 38 Running Sum
2009 Wesk47 5 4 80% Duplicate Layer
2009 Weekds 15 9 [ (Remoss Gl
2008 WeekS2 1 0 0%
2010 Week02 5, 0 0%
2010 Week03 H 0 0%
2010 Week04 1 0 0%
2010 Week07 H 1 50%
2010 Week10 1 0 0% ||
. v
I F]
javascript:vaid{null} & Internet H100% -

Click on the ‘Sum’ sign next to Rows and select After.
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] https:/fsecure-ausomapa. crmond omjonDs analytics/saw, dif Answer s&Path=%2Fshared%2FCompany _AAPA-385XXT_shared_Folder%2FParticipation20R ate%20Report%20by%200User&Action=Prompt v
~ ~
. CRM On Demand = =
ORACLE" = swers Step1 Step? Step3 Stepa
- Define Criteria Create Layout Define Prompts Review
Ea- gl
= | (optional)

|Active Subject Area:
Service Requests
Edit View: Pivot Table

Columns

Account

Contact Participation Rate Report by User

Date Closed

Date Opened [~ how Controls | [ Chart Pivoted Results

Owned By User
Service Request
Service Request Metrics

Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon

Pages [E Excluded

Service Request | sr Number B/ [Z
Sections [Z][&

= Columns [E

Measure Labels | [

Rrows [E] Measures
Dat| (torskpfer] | || Service Request # of Closed Cases &
F‘EU"AﬂEV’ # Cases Closed with Solutions [@

Service Request Custom Fields 5
Format Labels Participation Rate [&

Format “alues.

[“] pisplay Results

Fiscal Week/Year # of Closed Cases # Cases Closed with Solutions Participation Rate

2009 Weekd7 5 4 80%
2009 Week48 15/ 3 60%
2009 Weeks2 1 0 0%
2010 Week02 5 0 0%
2010 Week03 2 0 0%
2010 Week04 1 0 0%
2010 Week07 2 1 0%
2010 Week10 1 0 0%
Grand Total 32 14 43% ||
= v
v |3
& Internet H100% -

19 Select the Pivot Table View Properties (hand icon) ; this opens the ‘Edit View’ window as shown
below. Check the box ‘Enable alternative row green bar styling’. From the Alternate dropdown
choose ‘All Columns’
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/= https:#/secure-ausomxapa.crmondemand.com/ ?AnswerskPath=%2F shared%2FCompany_AAPA-34XNBJ_Shared_F - Windows Internet Explorer

‘CRM On Demand
ORACLE’ Answers

=T Build and View Analysis seo sso
[Active Subject Area: R
Service Requests Step1 Step 2 Step 3 Step 4

@ Columns
Account
Contact
Date Closed
Date Opened
Owned By User
Service Request
Service Request Metrics A ¥ r

Edit View
Enable alternating row “green bar” styling
Alternate Al Columns = =
Set alternate format fid]
- | okl cancel |
=
= =
=]

VI Displav Results

20 Click ‘OK’ to go back to the main view of the pivot table for Participation Rate Report

21 Delete the Table View by selecting the X icon on the table view, confirm the delete
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] hitps:/{secure-ausomxapa.c om{onDs analytics/saw. dIF Answers&Path="2Fshared%2FCompany_AAPA-385XXT_Shared_Folder%2FParticipation%20Rate%Z0ReportBsiction=Prampt v
- Getting Started  Manage Angivsss
‘CRM On Demand = =
ORACLE =
] oy HE - - -
= Build and View Analysis nsp s:cx
Active Subject Area:
Service Requests
= Columns
Account Step1 Step 2 Step 3 Stepd
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User
Service Request [ Hext | Save | Finisn | cancel |
Service Request Metrics
rticipation Rate Report
Layout iews [LX 80
/Add reporting layouts o your analysis using Add View, and configure each layout using the Edit View icon
WK
Partcipation Rate
WK
Fiscal WeekiYear SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
450420-209915782 1 o 0%
450420-209915785 1 1 100% 1
2009 WeskdT 450420-20991578% 1 1 100%
450420-210249502 1 1 100%
450420-210200725 1 1 100%
450420-209504825 1 1 100%
450420-209520047 1 1 100%
450420-209524194 1 1 100%
450420-210249508 1 1 100%
450420-210200728 1 1 100%
450420-210224194 1 1 100%
450420-210341781 1 o 0%
2009 Weskss 1 1 100%
1 o 0%
450420-210958817 1 o 0%
450420-21057198% 1 o 0%
N v
] |3
Done & Internet H100% -

22 Select Preview Analysis and validate that the report looks as per requirements.
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& Participation Rate Report - Windows Internet Explorer E|
& | https:ffsecure-ausom:xapa.crmondemand, comfOnDemandfuser fanalytics/saw, di?Previewso M E
CRM On Demand
- n Demal L
ORACLE An Participation Rate Report

Partcipation Rate

Fiscal Week/fear # of Closed Cases # Cases Closed with Solutions Participation Rate

2009 Week47 5 4 80%
2009 Week4d 15 2l 60%
2009 Weeks2 1 0 0%
2010 Week02 3 0 0%
2010 Week03 2 0 0%
2010 Week04 1 0 0%
2010 Week07 2 1 50%
2010 Week10 1 0 0%

Grand Total 32 14 43%

Refrezh - Printer Friendly - Downlead

Dore € Internet o0 T

23 Save the Report in the Company Wide Shared Folder by clicking on the Save Button.
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ORACLE -CAM OnDamand =

s

Build an

Active Subject Area:

Service Requests

& Columns
Account
Contact
Service Request
Owned By User
Date Opened
Date Closed

Service Request Metrics

24 Finally Run the report from the Saved location to check that it has saved correctly.

< 0 New Messages
=|Search
Contacts v
A+
Last Name

First Name

Email

Advanced

[H] Create

=l Recently Viewed
8 480430-207251082
8 as0430-207251649
£ 8043020725201
B 480430-207251644
8 460430-207251447
8 480430-207251441
[B3 santa Singh

8 480430-204152673
8 460430-206519392
8 ss0430-204152703

~| Favorite Records

|| Favorite Lists

CTE - Leading Environment
A

=

CRM On Demand

Save Analysis

1 My Folders
. B Justsr
Step1 Bl ozistrpt
f Bl 03NewRpt
Bl otstrpt
B Pariicipation Rate Report _ M)

3 Shared Folders
& Company Wide Shared Folder
& Pre-built Analysis

Folder | Company Vide Shared Folder |

Name [Participation Rate Report |

Description

57 Leads Accounts Contacts | [ Opportunities | 2
Report Folders | Back to Reports Homepage
Reports

Run an analysis by selecting it from folder.

Help | Printer Friendly

S4shared Custom Analyses
WParticipation Rate Report e

[wlPar ticipation Rate Report by User or Team

Training and Support | Admin | My Setup | Deleted Ttems | Help | Sign Out

This completes the setup of the Participation Rate Report. Section C then goes into how to add the report
to the Service screen (tab).

Participation Rate Report by User

The following Oracle CRM On Demand analytics report is a calculated metric to provide management
guidance for measuring effectiveness of the Users’ ability to close cases using knowledge articles.
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The steps below detail creating the Participation Rate report from scratch for Users.
1 Login as an Oracle CRM On Demand user with the Administrator role.

2 From the Report screen (tab) select the Design Analyses link. Then, click on the ‘Service
Requests’ subject area in the Reporting Column.

| hitpst{secure-ausomxapa. crmondemand. comfOnDemandiuser fanalytics/saw.diZAnswers v & |

Analytics Reporting

ational data, generally for;

Account Addresses

Account and Competitor History
Account and Partner History
Account and Related Account History
Account Contact History

Account History

Account Team History

Accounts
Accounts and Competitors
Accounts and Partners
Accounts and Related Accounts
Activities

Advanced Custom Objects

Assets

Activity History Campaigns
Asset History Contact Relationships

Call Activity History
Campaian History

Campaign Response History
Contact Addresses

Contact History

Contact nterests History Custom Object 1s

Contact Revenue History Custom Obiect 2 and Accounts

.
.
.
.
.
.
.
.
= Contacts
.
.
.
.
Contact Team History = Custom Object 2 and Contacts
.
.
.
.
.
.
.
.
.
.
.
.

Custom Obiect 1 and Accounts
Custom Object 1 and Contacts

Custom Obiject 1 and Opportunities
Custom Obiect 1 and Service Reguests

Dealer History Custom Obiect 2 and Opportunities.
Household History Custom Obiject 2 and Service Reguests
Lead History. Custom Object 25

MedEd History.

Opportunity and Competttor History
Opportunity and Partner History
Opportunity History
Opportunity-Product History
Pipeline History

Portfolio History

Product History

Sales Stage History

Service Reguest History

Custom Obiect 3 and Accounts
Custom Object 3 and Contacts

Custom Obiect 3 and Opportunities.
Custom Obiject 2 and Service Requests
Custom Object 35

Households

Leads

Opportunities

Opportunities and Competitors
Opportunities and Partners
Qoportunitv-Products

Service Requests
Shared Activities

uais to edit its criteria and change the layout Rename or delete saved analyses
- )

@ mtermnet 00w v

3 Add columns from left hand pane to the right pane as follows:

Note: To add columns in the following steps simply click and drag the choice. This will then
populate the column in the section on the right of the screen to begin building the formula.

a Add the column — Fiscal Week/Year from Date Closed section from left hand pane to the right
pane.

b Add the column — SR Number from Service Request section from left hand pane to the right
pane.

¢ Add the column — User Name from the Owned by User section from the left hand pane to the
right pane. NOTE: This new variable, when added to report created in Section A, creates
Participation Report by User.

d Add column - # of Closed SRs from the Service Request Metrics from the left pane to the right.
Repeat this step three times so that you have the same column three times. We will be using this
column to store some calculated values.
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{2 Oracle Bl Answers - Windows Internet Explorer

| https:}Jsecure-ausomzxapa. crmondemand, comj OnDe analytics/saw, dif Answer s&Path=%2Fshared%2FCompany _AAPA-385XXT_shared_Folder%2FParticipation20R ate%20Report%20by%200User&Action=Prompt v
~ Getting Started  Manage Anshyses Chose Window
- CRM On Demand =
ORACLE — e
fa =] Build and View Analysis psp zacx
|Active Subject Area:
Service Requests
= columns
Account Step1 Step 2 Step3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened

Owned By User

Service Request

Bl service Request Metrics

Service Request Custom Metrics Participation Rate Report by User | Preview Analysis |

f Cancelled SRs

osed SRs Columns
of Open SRs
of Pending SRs
of SRs
g Days to Close SR Date Closed Owned By User Service Request Service Request Metrics
= Avg Open SR Age

Add columns to your analysis by selecting them from the selection pane. You can re-order the columns below by dragging and dropping them. Define the column sorting and other properties of the columns by
clicking on the action icons

Fiscal Week/Year +1| User Name {7 SR Humber 41| #of Closed SRs +1 #of Closed SRs 47 #of Closed SRs +1

HEFxX | HEEx | SR SEEX = JFA s 3 = JFA s 3

Filters

Add a fitter by either clicking the New Fitter button in the columns above or hold the Ctrl key while clicking a column in the selection pane. @

No filters have been added

Advanced

3

Done & Internet H100% -

4 Rename one of the # of Closed SRs columns to Participation Rate. Check the ‘Custom
Headings’ check box and then type the new name.

5 Create the following formula in the Column Formula field. You may cut at paste the formula from
below.

((CASE WHEN (''- Service Request Custom Attributes'"_.BOOL 0 = "Y") THEN 1
ELSE O END)/CASE WHEN ("'Service Request'.'"SR Num™ = NULL) THEN O ELSE 1
END)*100
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£ | https:/{secure-ausomxapa. crmondsmand.comfanD analyticsisaw. di?Answer siR ath="s2Fshared2FCompany_AAPA-3B5XXT_Shared_Folder¥2FParticipation®20R ate%20R eports20by 7s20Lser&dction=Prompt v £
= 5 -
- CRM On Demand —

ORACLE “An
0=
|Active Subject Area:
Service Requests. Edit Column Formula Help
@

C:c'::‘u’l‘; — Column Formula | [Bins

Contact Table Heading | Service Request Custom Fields|

Date Closed

Date Opened Column Heading | Participation Rate

Owned By User

Service Request Custom Headings

Service Request Metrics i

|
B
Column Formula
2
Date Closed Owned By User
] [ ] [ 3 3
Select any fizld from the left panel fo insert it info the formuls.
v
€D Internet E100% v

Rename one of the # of Closed SRs columns to # of Closed Cases. Check the ‘Custom
Headings’ check box and then type the new name.

Create the following formula in the Column Formula field.
CASE WHEN (*'ServiceRequest'."SR Num"=NULL) THEN O ELSE 1 END

Windows Internet Explorer

& https:}Jsecure-ausomxapa. crmondemand, comonD: analytics{saw,diF Answer sPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation20R ate%20Report%20by 4 20User3Action=Prompt v
~
. CRM On Demand =
ORACLE “An.
e . o =
0= Build and View Analysis -
Active Subject Area:
Service Requests. Edit Column Formula Help
B Columns =
humne - Column Formula | [[Bins .
Contact Table Heading | Service Request i
Date Closed
Date Opened Column Heading  [# of Closed Cases
Owned By User
Service Request Custom Headings
Service Request Metrics

CASE WHEN ("Service Request” "SR Num" = NULL) THEN 0 ELSE 1 END

Column Formula
Fl

Date Closed Owned By User
] [ ] [ 3 3
Select any fizld from the left panel fo insert it info the formuls.
v
& Internet 100% v
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8 Rename one of the # of Closed SRs columns to # of Closed Cases with Solutions. Check the
‘Custom Headings’ check box and then type the new name.

9 Create the following formula in the Column Formula field.

CASE WHEN (- Service Request Custom Attributes™.BOOL_0 = "Y") THEN 1
ELSE O END

= Oracle Bl Answers - Windows Internet Explorer

] httpsifscure-ausomxapa.crmondemandcomjOnD analytics s dI?AnsersiPath="%2F shared®2F Company_AAPA-385XXT_Shared_Foldsr2FParticipation®s20R ate%20Report%20by %20Userdiction=Prompt v 8
-~ Getting Sta
. CAM On Demand al
ORACLE' MO
Y 2y T : Vi N -
0= Build and View Analysis rep ssc
[Active Subject Area:
Service Requests Edit Column Formula Help
=
o humne — Column Formula | [Bins -
Contact Table Heading | Service Request Custom Fiekds| F
Date Closed
Date Opened Column Heading [# Cases Closed with Solutions.
Owned By User
Service Request Custom Headings
B Serv
B Service Request Metrics CASE WHEN (- Service Request Custom Attributes” BOOL_0 = ') THEN 1 ELSE 0
END
Column Formula
2
SEs ned By Use
» »
Select any field from the left panel fo insert it info the formuls.
v
& Internet 100% v

10 From the column ‘Participation Rate’ click the Column Properties icon (hand icon). Check the box
‘Override Default Data Type’, and change the ‘Treat Numbers As’ dropdown to Percentage.
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£ htps:f{sacure-ausomxapa.crmondsmand. com{onD

analyticsisaw di?Answer s&P ath="%2Fshared%2FCompany_AAPA-385XXT_Shared_Folderss2FParticipation®s20R ate % 20R epork % 20by ¥ 20 serfAct

~ G =
‘CRM On Demand —

ORACLE’ “An
¥ @ . . ;
s Build and View Analysis
|Active Subject Area:
Service Requests Column Properties Help
£ Columns -

o Step1 Step 2 | [Style] [Column Format] [ Data Format | [ Condtional Format | Sten 4

Contact Override Default Data Format

Date Closed ™

Date Opened Treat Numbers As

Owned By User

Service Request Negative Format | Minus: -123 v

Service Request Metrics

Decimal Places
[ use 1000°s Separator
3
Date Closed Owned By User Service Requg
= A = A MG
| A
v< |_8
& Internet 100% v
11 Click on Next to go to Step 2, Create Layout.
Oracle Bl Answe d i Eoaltor -
& https:/{secure-ausomxapa. crmondsmand.comfanD analyticsisaw. di?Answer siR ath="s2Fshared2FCompany_AAPA-3B5XXT_Shared_Folder¥2FParticipation®20R ate%20R eports20by 7s20Lser&dction=Prompt v £
= = =

1=

CAM On Demand 8
ORACLE' CAM OnDemand.

Build and View Analysis r=p sao

Active Subject Area:
Service Requests.
B Columns
Account
Contact
Date Closed
Date Opened
Owned By User
Service Request
Service Request Metrics

Step1
Define Criteria

Participation Rate Report by User

Layout iews

Add reporting layouts to your analysis using Add Vi

Step 2 Step 3
Create Layout Define Prompts
(optional)

Preview Analysis

and configure each layout using the Edit V)

Step 4
Review

[ Previous | hext | save ] Finisn | cancel |

M %
Participation Rate Report by User
M %
Fiscal Week/Year User Name SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
480430-209815782 1 o 0%
480430-209815788 1 1 100% n
2008 Weeks7? Chelzagant. Sanesh obas0 210268502 1 1 100%
480430-210300725 1 1 100%
Kumar, Atul 480430-209815785 1 1 100%
480430-209804825 1 1 100%
480430-210341781 1 o 0%
Chelaapani, Santosh 480430-210551732 1 1 100%
480430-210858614 1 o 0%
480430-210858617 1 o 0%
480430-209820047 1 1 100%
480430-210871988 1 o 0%
2009 Weskss
Kumar, Atul 480430-211283312 1 1 100%
480430-211283756 1 o 0%
480430-212893565 1 o 0%
5924184 1 1 100%
i e - - o b
L] | B
Done & Internet 100% v

12 Click Add View and select ‘Pivot Table’ from the list
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| Answers - Windows Ints t Explorer
| https:}{secure-ausoms=apa. crmond omjonDs analytics{saw. di? AnswersBPath=%2Fshared%2FCompany_AAPA-385xXXT_Shared_Folder*.2FParticipation20R ate%20Report%20by%.20UseraAction=Prampt v
ORACLE" CRM On Demand -~ Getting Started  Menage Analyses Close Window A
Answers
fa =] Build and View Analysis psp sk

|Active Subject Area:
Service Requests

=
Step1 Step2 Step 3 Step 4
Define Criteria Create Layout Define Prompts Review
(optional)

Service Request

Service Request Metrics
Participation Rate Report by User

Layout Views »

Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon

WK
Participation Rate Report by User
WK
Fiscal Week/Year User Name SR Number #0of Closed Cases # Cases Closed with Solutions Participation Rate
480430-209915782 1 0 0%
430430-209915789 1 1 100% M
2009 Weeks? Cnetsapant. SanON o420 210260502 1 1 100%
430420-210300725 1 1 100%
Kumar, Atul 430430-209915785 1 1 100%
430420-209504829 1 1 100%
430420-210341781 1 0 0%
Chakrapani. Santosh 480430-210551732 1 1 100%
430420-210958614 1 0 0%
430420-210958617 1 0 0%
430420-209520047 1 1 100%
430420-210571989 1 0 0%
2008 Weekd8
Kumar, Atul 430420-211283312 1 1 100%
430420-211283758 1 0 0%
480430-212893565 1 0 0%
430420-209524154 1 1 100%

anmann manmanenn ~

| =

& Internet H100% -

3
|~

13 Move the following three (3) columns to the Measures Section on the right.
» # of Closed Cases
 # of Closed Cases with Solutions
* Participation Rate

14 Move the Service Request column to the Excluded section which is just to the right of the
Measures section.
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Oracle BI A d p 5
| https:{fsecure-ausomzapa. crmondemand, comj OnDs analytics/saw, diPAnswerstP ath="%2Fshared2FCompany_AMPA-3ESXKT_Shared_Folderts2FP articipation%20R ake% 20Repork%20by % 20User&Action=Frampt
CAM On Demand o . ponsie Ay
mat &)
ORACLE’ “An
1 . : .
s Build and View Analysis pep Bscx
|Active Subject Area:
Service Requests
&1 Columns
Account Step1 Step 2 Step 3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By U
Qumed 0y User ot Views Pivot Table [ Previous | Wext | savo | rinish | Canc |
Service Request Metrics
Participation Rate Report by User
Show Controls | [] Chart Pivoted Results | ok | cancel
Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.
Fages [T Excluded
Service Request | 5z Number 5 [
sections [Z][%4
= Columns [Z
Measure Labels B
Rows [E] Measures
Date Closed Owned By User Service Request # of Closed Cases |3
Fiscal Week/Year [E] [E] 1] User Name [E] 11 # Cases Closed with Solutions (B
Service Request Custom Fields
Participation Rate (B
Display Resulis
Fiscal WeekiYear  UserName  #of Closed Cases #Cases Closed with Solutions Participation Rate b |
Chakrapani, Santosh 4 3 75%
2009 Weekd?
Kumar, Atul 1 1 100%
Chakrapani, Santosh 5 2 40%
2009 Weekds Kumar, Atul 5 2 40%
4 Saini, Vinay 4 4 100% 3
g |3
Dane 0 & Internet 100% v

15 Click the More Options small rectangle box next to the # of Closed Cases column, then go to the
‘Aggregation Rule’ option and select Sum.

(= Oracle Bl Answers - Windows Internet Explorer

& https:}Jsecure-ausomapa. crmondemand, comonD: analytics{saw. di? AnswersBPath=%2Fshared%2FCompany_AAPA-385xXXT_Shared_Folder*.2FParticipation20R ate%20Report%20by%.20UseraAction=Prampt v
Gatting Staned Manage Anaiyses Closs Window
ORACLE: -CRMOnDomand ~ ~
Answers
E - - .
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
= Columns
Account Step1 Step 2 Step 3 Stepd
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By U!
Qumed &y User it Views Pivot Table [ Previous | Hext | save | Finish | Cance |
Service Request Metrics
rticipation Rate Report by User
=) Show Controls | [] Chart Pivoted Results | ok | cancel
Add reporting layouts to your analysis using Add View, and configure each layout using the Edit Vie
Pages [E Excl  Default
54 v sum
Sections [Z] & Win !
=) Columns [E Mhex
T Average
Measure Labels First
Last
e Weasures
rows [E] ssurs Court
Date Closed Owned By User Service Request # of Closed Cases [& 1l P —
| Format Headings
Fiscal Week/Year [B] [Z] ]| user Name [B] 31 #CasesClosed w0 NN Hone
i i | Format Measurs Yalues
Service Request Custom Fields | SR EHE LT
Show Data &3 ¥
| | Report-Baced Tatal (when applicabls)
Aggregation Rule > L
Display Results Display as Running Sum
Duplicate Layer
Fiscal WeekiYear  User Name  #of Closed Cases # Cases Closed with Solutions Participation Rate Remave Column
Chakrapani, Santosh 4 3 75%
2008 Weekd?
Kumar, Atul 1 1 100%
Chakrapani, Santosh 5 2 40%
2008 Weekdd Kumar, Atul 5 & 40%
L Saini, Vinay 4 4 100% =
s I
javascript:vaid{null} & Internet H100% -
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16 Click the More Options small rectangle box next to the # of Closed Cases with Solutions
column, go to the ‘Aggregation Rule’ option and select Sum.

- Windows Internet Explorer,

£ https:}Jsecure-ausomxapa. crmondemand, comonD: analytics{saw,diF Answer sPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation20R ate%20Report%20by 4 20User3Action=Prompt v
Getting Started Msnage Anafyses Close Window
ORACLE: -CRMOnDomand ~
Answers
H 2y 5E - - .
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
& Columns
Account Step1 Step2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User
Qumed By User it Views ot Table [hext | save | Finisn | cancel |
Service Request Metrics
Participation Rate Report by User
=) how Controls | [ Chart Pivoted Results | ok | cancel
Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
Pages [E Excluded
Se| =
Sections [ [& Default
+ sum
A Columns [E i
Measure Labels | 5 e
Sverage
Rows [E] Measures First
Date Closed Owned By User | Service Request £ of Closed Cases & e
Court
Fiscal Week/vear [B] [E] 4] User Name [BI] 7 # Cases Closed with Solutions & |
Service Request Custom Fields | ECLRUE S T
Participation Rate (& Mone
Format Measu|
Server Complex Aggregate
Shovs Daka A3 o Report.Based Total (wh licabiz)
' eport-Based Total (when applicable
Display Results Aggregation R & = be
Display a5 Running Sum
Fiscal WeekiYear  UserName | #of Closed Cases |# Cases Closed with Solutions | Participation Rate Duplicate Layer
2008 WeekdT Chakrapani, Santosh 4 3, 75% Remove Column
Kumar, Atul 1 1 100%
Chakrapani, Santosh 5 2 0%
2008 Weekds Kumar, Atul 5 H 40%
4 Saini, Vinay 4 4 100% 3
s I
javascript:vaid{null} & Internet H100% -

17 Click the More Options small rectangle box next to the ‘Participation Rate’ column, go to the
‘Aggregation Rule’ option and select Average.

- Windows Internet Explorer,

€| https://secure-ausomzxapa.c

amjonDy analytics{saw,diF Answer sPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation20R ate%20Report%20by 4 20User3Action=Prompt v

CAM On Demand =
ORACLE MO

=

[Active Subject Area:

service Requests

3

Build and View Analysis nse zacx

Columns

Account Step1 Step2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened

Owned By User

Service Request
Service Request Metrics

Edit View: Pivot Table

Pa

n Rate Report by User

=) Show Controls | [ Chart Pivoted Results

Add reporting layouts to your analysis using Add View

and configure each layout using the Edtt View icon

Pages [E

Excluded

Service Request | sr Number B/ [Z
Sections [Z][&

Default
= Columns [T sum
Measure Labels | [ Win
Wax
Rows [E] Measures v Bverage
Date Closed Owned By User  Service Request # of Closed Cases (5 First
Fiscal Week/Year [H] [Z] #]| User Name [E] 47 # Cases Closed with Solutions (5] L=l
Service Request Custom Fields - Court
Participation Rate [ i P
Format Headings
Hone

Format Measure Walues

[“] Display Results

Fiscal Week/Year

User Name

#of Closed Cases # Cases Closed with Solutions Participation Rate

Show Dala &z ¥
A ggregation Rule »

Display a5 Running Sum

Chakrapani, Santosh 4 3, 75%
2008 Weekd7 Duplicate Layer

Kumar, Atul 1 1 100%
Remove Column

Chakrapani, Santosh 5 2 0%

2008 Weekds Kumar, Atul 5 H 40%

4 Saini, Vinay 4 4 100%

3
|~

Server Complex Agoregate
| Report-Based Tetal (when appicable)

>

~

javascript:void{null)

& Internet

#, 100%

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE

ORrRACLE’



120 PARTICIPATION RATE REPORT BY USER

18 Click on the ‘Sum’ sign next to Rows and select After.

| Answers - Windows Internet Explorer

& | https:}Jsecure-ausomxapa. crmondemand, comonDy analytics{saw,diF Answer sPath="%2F shared*2FCompany_AAPA-385XXT_shared_Folders2FParticipation20R ate%20Report%20by 4 20User3Action=Prompt v
Gofting Started Manage Analvses Closs Window
ORACLE: -CRMOnDomand ~ ~
Answers
E - - .
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
& Columns
Account Step1 Step2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By U
Somoe Reguest Edit View: Pivot Table
Service Request Metrics
Participation Rate Report by User
= Show Controls | [ Chart Pivoted Results
Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
Pages [E Excluded
Service R it | < =z
sections [E]4 ervice Request|| SR Number
= Columns [
Measure Labels |2
ows [E] Measures
Date Closed Owned By User Service Request # of Closed Cases &
Fiscal Week/vear [B] [E] 4] User Name [BI] 7 # Cases Closed with Solutions &
Service Request Custom Fields
Participation Rate (&
Display Results
Fiscal WeekiYear  UserName | #of Closed Cases |# Cases Closed with Solutions | Participation Rate h |
Chakrapani, Santosh 4 3, 75%
2008 Weekd7
Kumar, Atul 1 100%
Chakrapani, Santosh 5 2 0%
2008 Weekds Kumar, Atul 5 H 40%
4 Saini, Vinay 4 4 100% 3
s I
& Internet H100% -

19 Select the Pivot Table View Properties (hand icon) ; this opens the ‘Edit View’ window as shown

below. Check the box ‘Enable alternative row green bar styling’. From the Alternate dropdown
choose ‘All Columns’
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/= https:#/secure-ausomxapa.crmondemand.com/ ?AnswerskPath=%2F shared%2FCompany_AAPA-34XNBJ_Shared_F - Windows Internet Explorer

‘CRM On Demand
ORACLE’ Answers

=T Build and View Analysis seo sso
[Active Subject Area: R
Service Requests Step1 Step 2 Step 3 Step 4

£1 Columns
Account
Contact
Date Closed
Date Opened
Owmed By User
Service Request

Service Request Metrics A ¥ r
Edit View
Enable aliernating row “green bar” styling
Alternate All Columns E =
Setalternate format il
- | okl cancel |
=
= =
=]

VI Displav Results

20 Click OK to reach the main view of the pivot table for Participation Rate Report.
21 Click Next to access the Prompts section.

22 Click Create Prompt and select ‘Column Filter’ Prompt.
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Oracle BI Answe d ernet Exp 5
| https:{fsecure-ausomzapa. crmondemand, comji OnDs analytics/saw, diPAnswerstP ath="%2Fshared2FCompany_AMPA-3ESXKT_Shared_Folderts2FP articipation%20R ake% 20Repork%20by % 20User&Action=Frampt v &
=
ORACLE' CAM OnDemand 2
Answers
) e . - -
0= Build and View Analysis pep Bscx
|Active Subject Area:
Service Requests
&1 Columns
Account Step1 Step 2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User
Service Request [ Previous | Next | save | Finish | Cancel
Service Request Metrics

n Rate Report by User | Preview Analysis
Prompts |[© U1 | Column Filler Prompt

/Add prompts to this analysis usi _IMage Promgt

dn. Prompts allow the user to select values which dynamically fitter all views within the analysis. @

|E3

jawascript:waid(null) & Internet 100% v

23 In the pop up box that follows, make the selections as shown in the screen shot below. Click OK to
confirm once you have made the selections.

Type Pl Choose One or More Users in the Caption field.

= Oracle Bl Answei

- Windows Internet Explorer,

2 https:ffsecure-ausomyapa, crmondemand, com/OnD

analytics{saw,diF Answer saPath="%2F shared*:2FCompany_AAPA-385XXT_shared_Folders2FParticipation20R ate%20Report%:20by % 20User3Action

rompt v

-
ORACLE" % ,mm‘d | | Prompt Properties Help

= Caption [Pl Choose One o More Users

|Active Subject Area:

Service Requests Description |

= Columns .
Account Fiter on Column | User Name 3 — -
Contact

I;r\:nt;eodp;:iier How should the user choose a value or values?

Service Request () Select it from a drop-dowin list
Service Request Metrics

(® Browse through choices andior type in directly I
[] single Value Only
What values should be shown to the user?
L 2
© None i
@ AlValuss
(O Filter Limited Values (Requires addtional processing time)
(The values returned by this SQL statement)
Other options

cracesporpags [ ]

{lesve blank for automatic setting)
[ Allow user to constrain choices
[ Allow user to skip prompt

3

& Internet H100% -
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24 Click Previous to return to the section 2, Create Layout.

25 Delete the Table View by selecting the X icon on the table view, then confirm the delete.

| https:}{secure-ausomxapa. crmondemand. comjOnDe analytics{saw. di? AnswersiPath="%2Fshared%2FCompany_AAPA-385XXT_Shared_Folder¥.2FParticipation:20R ate%20Report%20hy % Z0UseraAction=Prampt v
~ tir M ahy Close Window ~
- CRM On Demand — —
ORACLE “Answers
a5 Build and View Analysis s=p ssoc
|Active Subject Area:
Service Requests
&1 Columns
Account Step1 Step 2 Step 3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened
Owned By User
Service Request
Service Request Metrics

n Rate Report by User

Layout Views »

Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

M %
Participation Rate Report by User
M %
Fiscal Week/Year User Name SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
480430-209815782 1 o 0%
480430-209815788 1 1 100% n
2008 Weeks7? Chelzagant. Sanesh obas0 210268502 1 1 100%
480430-210300725 1 1 100%
Kumar, Atul 480430-209815785 1 1 100%
480430-209804825 1 1 100%
480430-210341781 1 o 0%
Chelaapani, Santosh 480430-210551732 1 1 100%
480430-210858614 1 o 0%
480430-210858617 1 o 0%
480430-209820047 1 1 100%
480430-210871988 1 o 0%
2009 Weskss
Kumar, Atul 480430-211283312 1 1 100%
480430-211283756 1 o 0%
480430-212893565 1 o 0%
480430-209824194 1 1 100%
el 0 e oo b
L] | B
Done & Internet 100% v

26 Select Preview Analysis link and validate that the report looks as per requirements.
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& Participation Rate Report by User - Windows Internet Explorer, g|
& | https:ffsecure-ausom:xapa.crmondemand, comfOnDemandfuser fanalytics/saw, di?Previewso M E
Close Window
ORACLE" Ww Participation Rate Report by User

Pl Choose One or More Users

|Mnjahed‘ Dariush | [X] Chakrapani, Santesh
Add Another Value Kumar, Atul

Saini, Vinay
= 4 ==

Skip Prompt | Go

€ Internet F 100 v
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{= Participation Rate Report by User, - Windows Internet Explorer |._||E|E|
& | https:fisecure-ausom:apa.crmondemand, comfOnDemandfuser fanalytics/saw, dl?PreviewzodyiewlD=0%3a00% 7 er ¥ 3areport ¥ 7 eyt 3acompaundyis ¥ %
Close Window
ORACLE" £RMOnDemand Participation Rate Report by User
Answers
Participation Rate Report by User

Fiscal Week/Year User Name # of Closed Cases # Cases Closed with Solutions Participation Rate

2009 Weekd? Chakrapani, Santosh 4 3 T5%

2009 Weekdd Chakrapani, Santosh 5 2 40%.

2009 Weekd2 Chakrapani, Santosh 1 0 0%

2010 Week10 Chakrapani, Santosh 1 1] 0%

Grand Tetal 1 5 45%

Refresh - Printer Friendly - Downlead

Dore € Internet o0 T

27 Save the Report in the Company Wide Shared folder by clicking on the Save Button.
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analytics/saw, di? Answer sPath="%2Fsharsd®2FCompany_AAPA-385XXT_Shared_Folder®2FParticipation®20R ake%20R sport%20by%20UserdAction=Prompt v

& hitps:f{sacure-ausomxapa.crmondsmand. com{onD
~
. CRM On Demand —
ORACLE S
= ; R
0= Build A cove Analysi
|Active Subject Area: —L
Service Requests 5 Wy Folders
£ Columns &1 Copy of oireport
Account Step 1 B Justsr
Contact ]
Date Closed a «Rp
Date Opened B o3tstrp
Owned By User B Participation Rate Report _ hJ
Service Request B TsiRpt
i !
B Service Request Metrics = shared Folders
&1 Company Wide Shared Folder
&1 Pre-built Analysis
Folder  [Company Wide Shared Folder |
Name [Participation Rate Report by User |
Description
v

Done

& Internet 100% v

28 Finally Run the report from the Saved location to check that it has saved correctly.

CTE - Leading Environment
/I /AN L_S_ CRM On Demand

=|Message Center %} Home | x| Calendar Contacts | F: Opportunities

R e Teseates Report Folders | Sack to Reports Homepage
[=| Search e

Contacts v Run an analysis by selecting it from folder.

Al + =] “i5hared Custom Analyses
ok lparticpation Rate Report
= ! MParticipation Rate Report by User or Team
Emai l

|

Advanced
|+| Create
'~ Recently Viewed

480430-207251082
480430-207251649
480430-207252011
480430-20725164%
480430-207251447
480430-207251441
Santa Singh

480430-204152673
£ 480430-206519392
3 480430-204152703

DpobopoboED

Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

2 service | i Reports

Help | Printer Friendly

This completes the setup of the Participation Rate Report by User. Section C then goes into how to add

the report to the Service screen (tab).
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ADD TO SERVICE HOME PAGE: PARTICIPATION REPORT (OPTIONAL)

Add To Service Home Page: Participation Report

(optional)

This optional step is provided as an example for a Service Manager, typically, that wishes to see this metric
when they login to Oracle CRM On Demand. This will save clicks one would otherwise have to navigate to
the Reports screen and drill into to see the results. Following is an example of but one way to incorporate

with other CRM On Demand analytics.

1 Login as an Oracle CRM On Demand user with the Administrator role.

2 Go to the Design Analyses link on the Reports Home. Choose Open Alanysis from the section
Open Existing Analysis on the lower left side of the browser window.

= Oracle Bl Answers - Windows Internet Explorer

Account Addresses

Account and Competitor History
Account and Partner History
Account and Related Account History
Account Contact History
Account History

Account Team History

Activity History

Asset History

Call Activity History

Campaign History

Campaign Response History
Contact Addresses

Contact History

Contact Interests History
Contact Revenue History
Contact Team History

Deal Registration History.

Dealer History

Household History

Lead History

MDF Reguest History.

MedEd Event History
Opportunity and Competitor History
Opportunity and Partner History
Opportunity History

Opportunity Product Revenue History
Partner History

Pipeline History

Portfolio History

Product History.

Sales Stage History

Service Reguest History

Accounts

Accounts and Competitors.
Accounts and Partners

Accounts and Related Accounts
Activities

Advanced Custom Objects
Assels

Campaigns

Contact Relationships

Contacts

Custom Obiject 1 and Accounts
Custom Obiject 1 and Contacts
Custom Obiject 1 and Oppertunities
Custom Obiject 1 and Service Reguests
Custom Object 18

Custom Obiject 2 and Accounts
Custom Obiject 2 and Contacts
Custom Obiject 2 and Oppertunities
Custom Obiject 2 and Service Reguests
Custom Object 25

Custom Obiject 3 and Accounts
Custom Obiject 3 and Contacts
Custom Obiject 3 and Oppertunities
Custom Obiject 3 and Service Reguests
Custom Obiject 35

Forecasts

Households

Leads

Opportunities

Opportunities and Competitors
Opportunities and Partners
Opportunity Product Revenues
Partners

Personalized Content Delivery
Service Reguests

Shared Activities

Open an existing analysis to edi fts criteria and change the layout. Rename or delete saved analyses.

~

Dione

& Internet 100% v

3 Open the Participation Rate Report. Navigate to the same folder where the reports have been
saved as noted in sections A and B above.
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0 e Bl A e d erne p g
& | https: ffsecure-ausomxapa. il . comfOnDy analytics{saw, di? Answer sdPath=".2Fshared%2FCompany_AAPA-3E5XXT_Shared_Falderss2FParticipation®s20R ate % 20Report % 20by %20l serddction=Prampt v =
~ Getting Started Manage Anslyses Close Window
ORACLE CAM.OnDemand n
Answers

0=
\Active Subject Area:
Service Requests

B Columns

Build and View Analysis rep sscx

Account Step 1 Step 2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review

Date Closed (optional)
Date Opened

Owned By User

Service Request
Service Request Metrics

Participation Rate Report by User || Preview Analysis
Columns

Add columns to your analysis by selecting them from the selection pane. You can re-order the columns below by dragging and dropping them. Define the column sorting and other properties of the columns by
clicking on the action icons

Date Closed Owned By User Service Request Service Request Custom Fields

Fiscal Wesk/Year 11| User N

=] =]

ber 11| #of Closed Cases 11| #Cases Closed

x =] x =]

ith Solutions 11| Participati

x

i "F W Open Saved Filter

Add a fiter by either clicking the New Fitter button in the columns above or hold the Ctri k

No filters have been added.

le clicking a column in the

Advanced

|E3

Done & Internet 100% v

4  Go to the Prompts Section and delete the previously created prompt. If this was not defined in
section B then you may skip this step.

| hitps:/Jsecure-ausomxapa. crmondemand, camOnD analyticsfsaw. dIF AnswersaPath="2Fshared%2FCompany _AAPA-385XXT_shared_Folder%2FParticipation®20Rate%20Report*20by %.20UsersAction=Prompt v
A Cewn S
ORACLE: -CAMOnDemand =
Answers
0=

Build and View Analysis rep sscx

|Active Subject Area:
Service Requests.

£ Columns
Account Step1 Step 2 Step3 Step4

Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User -
Service Request tiext | save | [ Cancel |
Service Request Metrics

Participation Rate Report by User || Preview Analysis

IR Create PromptL

Add prompts to this analysis using the Create Prompt button. Prompts allow the user to select values which dynamically fiter all views within the analysis. (3

|E3

& Internet 100% v
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ADD TO SERVICE HOME PAGE: PARTICIPATION REPORT (OPTIONAL)

5 Save this report under a different Name e.g. Participation Rate Report for HomePage. You may
close the window after Saving.

Bl Answers - Wi

ndows Internet Explorer

& hitpsi/fsecure-ausomxapa.c

demand, comiOnD

swers

0=

ORACLE CAM.OnDemand 5

~

Build arf Save Analysis

|Active Subject Area:
Service Requests.

£ Columns
Account
Contact

Date Closed
Date Opened
Owned By User
Service Request

B EEEEEE

Service Request Metrics

<3 My Folders

Copy of ofreport

Justsr

o2tstrpt

03NewRpt

o3tstrpt

Participation Rate Report _ IJ

TstRpt

3 Shared Folders
&1 Company Wide Shared Folder
& Pre-built Analysis

Step 1

e el

analytics/saw, di? Answer sPath="%2Fsharsd®2FCompany_AAPA-385XXT_Shared_Folder®2FParticipation®20R ake%20R sport%20by%20UserdAction=Prompt

Folder  [Company Wide Shared Folder

Name [Participation Rate Report for HomePage

Description

£

H100% v

& Internet

6 Click the Admin link on the top right corner of your screen.

- Ehttps:ﬂsecure-ausnm 5PA.Cl i

d.comionDemand, dminHome

9[8[ x| Bk

Fle Edt View Favorites

Tools  Hslp Links ] Hotmail [T Msh [®] Oracle CRM ©n Demand - Sign In

wodr I@ Adin - Oracls CRM On Demand

f- B &-Eee- G- @ 800

CTE ; Leading Environment

|+l Message Center
[l Search

Al +
Last Name

El

First Name:

Email

Advanced
[+| Create
[~ Recently Viewed
13 480430-242256280
£ 280430-245025102
£ a80430-249538435
£ a80430-228197700
£ a80430-249538434
test
[ Topic 1
[ private Note
Test
B This should not show up

|+| Favorite Records

Done

ronn Wi wemand

1| calendar 2 Opportunities

Admin Homepage | Back to Reports Homepage
Company Administration

Company Administration - Manage your company profile and global information, including currencies and active
Ianguages. Monitor usage and set passward policies. Define company Fiscal Calendars. Create Homepage
alerts.

User Management and Access Controls

User Management and Access Controls - Create and manage user profiles and relationships. Set up user roles
that define data access levels, privileges to various application features and presentation of information.
Manage groups of sers to share data and calendar entries.

Territory Management - Define the hierarchy that makes up your company's Territory.

Data Management Tools

Import and Export Tools - Impart your company data, export your company data, or view the import and
export queues.

Batch Delete Queue - View the batch delete requests (active and completed).

Web Services Integration
Web Services Administration - View and download web services.

Web Services Utilization - Review a summary of services used by your company.

ntacts | Opportunitie: s | Dashboard | Campaigns

ct 07 | Cu

Selutions | Fer

ct 11 | Cu

Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

nQuira Answers | i Reports Dashboard | (5 Campaigns
Help | Printer Friendly

Application Customization

Application Customization - Customize application specific to your company; create custom page ayouts,

homepage layouts, search result layouts, and dynamic layouts; change field names, modify picklist values,

create custom fields, specify cascading picklists, define custom web tabs and applets, set up custom audit trai

and rename record types.

Business Process Management

Data Rules & Assignment - Define the data rules for your company, induding automatic assignment of records,
forecasting, and sales methodologies.

Content Management

Content Management - Define your company Preduct list and hierarchy. View, delete and replace all of your
company's Attachments, Manage access to Reports Folders and define visibility to shared custom analyses
folders. Define your company's assessments templates.

& Internet

A, 100%
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ADD TO SERVICE HOME PAGE: PARTICIPATION REPORT (OPTIONAL)

7 Click ‘Application Customization’ and Then ‘Service Request’ Link. Then Select the Service
Request Homepage Custom Report.

rdTypeNav?activeObj=Service%20Request

d.comfOnDemand,

@.\__/«. - [E hepsisisecure ausomape.a

Fle  Edit

View Favorites  Tools  Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In

W I@ Admin - Cracle CRM On Demand

renn wn wemand

CTE - Leading Environment
1 s

F5 Opportunities

|+l Message Center 1| Calendar

|-l search Service Request Application Custemization | Back to Application Customization
Field Hanagement
All + Relabel field names, create custom fields, manage picklist values, spedify default values for a field or setup
Last Name field validation.
Service Request Field Setup
First Name
Cascading Picklists
Email
Define and manage cascading picklists by spedifying a parent and a related picklist.
Service Request Cascading Picklists
Advanced
[l Create List Access & Order
I Recently Viewed Manage defauit ist access and the dislay order for each role.

o Service Request List Access & Order
(a 480430-242256280

A 280430-245026102
£ 480430-249538436
A 280430-228197700
£ 280430-249538434

Field Audit Setup

Customize the field audit trail for your company.
Service Request Field Audit Setup

test

B Topic 1 Lookup Window Sctup

[F Private Note Manage the behavior of the Lookup Windows
Test Service Request Lookup Window Setup

[ This should not show up

|+ Favorite Records

|+| Favorite Lists

Done

Help | Printer Friendly

Page Layout Management
Create and manage page layouts and web applets that can be used on Detail page layouts.
Service Request Page Layout
Service Request Related Information Layout

Service Request Web Applet

Search Layout Management
Specify targeted search fields and manage layouts for search results.

Service Request Search Layout

Homepage Layout Management
Create and manage Homepage layouts and specify custom reports to be displayed on the Homepages.

Service Request Homepage Layout
Service Request Homepage Custom Report

Dynamic Layout Management

Manage Dynamic Layouts by assodiating different page layouts with different values of the pickiist that controls

page display at runtime.
Service Request Dynamic Layout

& Internet

d.comionDemand,

@'C)‘ - Ehttps:ﬂsecure-ausnm spa.ci

ustomReportList?CMTGT—CustomReportsBOMTHE=ListiActiveObi=Ssrvice-RequestCustomReparts.55 ¥ | E e

File Edit View Favortes Tools  Help Links ] Hotmail [T s [ Oracle CRM On Demand - Sign In

W I@ Admin - Cracle CRM On Demand

fi - B

B

o bpage - Tk - @ o @

CTE - Leading Environment
1 s

renn wn wemand

[+ Message Center 1| Calendar F5 Opportunities

[=| search
Contacts

Al +
Last Name

Service Request Homepage Custom Reports

New Homepage Report

Al 09 ABCDEFGHIIJIKLMNOPQRSTUVWXY?Z

Name4 Description

First Name

Email

Advanced
|+l Create
|~ Recently Viewed
8 480430-242256280
A 280430-245026102
£ 480430-249538436
A 280430-228197700
£ 280430-249538434
test
[ Topic 1
[F Private Note
Test all
[ This should not show up
[l Favorite Records

0 ABCDEFGHIJKLMNOPQRSTUVWXYZ

|+| Favorite Lists

rts | Dashboard |
10 | ¢

ts | Opportuniti | InQuira An:
07| c

Done

| Back to Service Request Application Customization

Number of records displayet

@ InQuira Answers | i Reports | @) Dashboard | 5J Campaigns

Last Modified

Help | Printer Friendly

Previous | Next

Previous | Next

& Internet

100%
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9 Give the Homepage Report a Name e.g, Participation Report HP. The report path will change
depending on the name of the report you are putting on the homepage. Enter the following Report
Path value. NOTE: This must be the same name as specified during creation else it will error out.

= Admin - Oracle CRM On Demand - Windows Internet Explorer ‘ EI@
@\:: - Ehttps:ﬂsacure-ausnm pa. crmondemand comjOnDemand, usto OMRET 1=CustomReportList: 3FONTGT%3dCustomReports7,260MTHD%3dList 2:26c) | SJ e 2B
Fle Edt View Favorites Tools Hslp Links ] Hotmail [T Msh [®] Oracle CRM ©n Demand - Sign In

wodr IEAdmin-Orade CRM O Demand liw fir - B - & - [Ghease - GTos - @- & @

C:LE,.- \I',e—a.d_m.g_.E_n "\'.';?.{" m?ﬂsmnd Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

| Message Center % Home | 1| Calendar | E? Leads | [Jl, Accounts Contacts | F5 Opportunities | 2 Service | @ InQuira Answers | [ Reports | @) Dashboard | 5] Campaigns | ¥

[=I Search

Homepage Custom Report Detail | 5ack to Service Request Homepage Custom Reports

Homepage Custom Report

Help | Printer Friendly

All+ =]
Lacth Specify the homepage custom report properties. If you want the report to span the entire homepage from left to right, set the width to Double. If you set the height to Double, the report wil be twice the height
asthiame , of the other sections on the homepage. The repart path is defined when you save the report. To view the path, navigate to the Save Analyses window in the Buld and View Analysis wizard. The path is
¢ constructed by cutting and pasting the value in the Folder field, followed by a colon () and a space, and then adding the value in the Name field, For example: Shared Folders : Pre-buit Analysis : Sales Stage
First Name History Analytics : Team Sales Stage History Analysis
Email

Neme* [Participation Report HP

Heght
Advanced

it
[+| Create

S Company Wide Shared Folder : Participation Rate Repart for HomePage]

Report Path™
2 480430-242256280 o

2, 480430-249026102

Dbt Company Wide Shared Folder : Participation Rate

B wovozesons =" Report for HomePage

[ Topic 1

[ private Note *= Required Field
Test

B This should not show up

|+| Favorite Records

|+ Favorite Lists

Home | Calendar | Leads | Accounts | Contacts | Opportunities | Service | InQuira Answers | Reports | Dashboard | Campaigns | Solutions | Forecasts | Custom Object 01 | Custom Object 02 | Custom Object 03 | Custom Object 04 | Custom Object 05

Custom Object 06 | Custom Object 07 | Custom Object 08 | Custom Object 09 | Custom Object 10 | Custom Object 11 | Custom Object 12 | Custom Object 13 | Custom Object 14 | Custom Object 15 | Deleted Items

Dane & Internet H100% -

10 Click Save and Exit.

11 Now Select the ‘Service Request Homepage’ Layout. Click the copy link to create a copy of the
out-of-the-box homepage layout. Choose any name you want for the layout.
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M On Demand - Windows Internet Explo;

@._«.v &2 https:f1secure-ausamxapa. crmendemand.comjonDemanduseradn

b

rdTypeNav?activeObj=Service%20Request

Ble Edt Yiew Favorites Tools Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In

W I@ Admin - Cracle CRM On Demand

CTE - Leading Environment
1 s

renn wn wemand

[+] Message Center 1| Calendar F5 Opportunities
|-l search Service Request Application Custemization | Back to Application Customization Help | Printer Friendly
Fiekd Management Page Layout Hasagement
Al + Relabel field names, create custom fields, manage picklist values, spedify default values for a field or setup Create and manage page layouts and web applets that can be used on Detail page layouts.
Last Name field validation. Service Request Page Layout
Service Request Field Setup Service Request Related Information Layout
First Name Service Request Web Applet
Cascading Picklists
Email
Define and manage cascading picklists by specifying a parent and a related picklist. Search Layout Management
Service Request Cascading Picklists Specify targeted search fields and manage layouts for search results.

Advanced

Service Request Search Layout

|+l Create List Access & Order

= Recently Viewed Manage defauit ist access and the dislay order for each role. Homepage Layout Management

A 450430-242256380 Service Request List Access & Order Create and manage Homepage layouts and specify custom reports to be displayed on the Homepages.
e} R Service Request Homepage Layout

In’; 430430-243026102 - .

8 280430-249538436 cklenincetn ervice Request Homepage Custom Report

7 450430-238 157700 Customize the field audit trail for yeur company.

8 30430-249538434 Service Request Field Audit Setup Dynamic Layout Management

[ test Manage Dynamic Layouts by assodiating different page layouts with different values of the picklist that controls
B Topic 1 Lookup Window Setup page display at runtime.

[ private Hote Manage the behaviar of the Lookup Windows Service Request Dynamic Layout

B est Service Request Lookup Window Setup

[ This should not show up

|+l Favorite Records

e | InQuira Answers | Reports | Dashboard | C Solutions | Fort
| t 11| ¢

Dane & Internet 100% v

@. e Ehttus:ﬂse:ure—ausum apa.crmondemand,comjOrDemandfuser Homepagel ayoutwizard? CustomAppletsControl 55_VIE! iceRequestt ayoutwiz ¥ | 5 |4 |
Ble Edt Yiew Favorites Tools Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In
W IEAdmlnrorac\E CAM On Demand I } fi - B - ® - e - Gk - @- @@ =

CTE - Leading Environment
1 s

renn wn wemand

[+ Message Center F5 Opportunities @ InQuira Answers
|-l search Homepage Layout Wizard: Service Request | 5ack to Service Request Homepage Layout Help | Printer Friendly
Step 1 Step 2

Al + Layout Name Homepage Layout
Last Name

First Name Layout Name

Emal Layout Name™

Modified By Santosh Chakrapani

Advanced

[+l Create Description

|~| Recently Viewed

8 480430-242256280
A 280430-245026102
£ 480430-249538436
A 280430-228197700
£ 280430-249538434
[F test

[ Topic 1

[F Private Note

[ Test

[ This should not show up
[l Favorite Records

|+| Favorite Lists

*= Required Field

eports | Dashboard | Campaigns
Object 10 | ¢

Done & Internet

12 Click ‘Next’, on the next screen swap the out-of-the-box ‘Open Service Request Analysis’ for the
‘Participation Report HP’ — the custom report we created in the previous steps.
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and - Windows Internet Explorer
@ [ M E hitps: {secure-ausomiapa. crmondemand comjonDemand/user/HomepageL ayout wizard?Ss iceRequestHomepageBOMRET L=+ istee3Fadmi ¥ \ m || X |
Ble Edt Yiew Favorites Tools Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In
W IEAdmlnrorac\E CAM On Demand I } fi - B - ® - e - Gk - @- @@ =
E
Contacts Step 1 Step 2 =
Al + =] Layout Name Homepage Layout
Last Name
First Name Available Homepage Sections Homepage Layout
Email Use the left and right directional buttons to move sections from one list to the other. The Sections Use the up, down, left and right directional buttons to move sections to the desired locations, Double-
4 Available To Users listincludes the sections that can be added to a homepage. If you do not want a &' width sections should be placed in the Left Side list and wil automatically stretch across the homepage
user to add a section to a homepage, leave the section in the All Sections list. when it is displayed.
Advanced (=]
Ficreate All Sections Available Sections Left Side Right Side
Open Service Request Analysis Service Request Lists Iy Open Service Requests.
[=| Recently Viewed Service Request-Related Tasks My Open Service Request Related Tasks Participation Report HP

A 4g0430.242256280 My Current Service Request Related Tasks
@ -

£ 280430-245025102
£ a80430-249538435
£ a80430-228197700
£ a80430-249538434
test
[ Topic 1
[ private Note
Test
B This should not show up
+| Favorite Records
|+ Favorite Lists

W&

(%

*
*

®© ¢

Done & Internet 100% v

13 Click Finish.

emand - Windows Internet Explorer

@.\ [ retpsifisecure-ausomxaps.crmondemand.comjonDemanduserit el ist?AdminHomePageList,55_VIEWNAVE=ServiceR equestHomepageBOMTGT=AdminHomepz v | & |41 | X | 2B
File Edit View Favortes Tools  Help Links ] Hotmail [T s [ Oracle CRM On Demand - Sign In
w o IEAdmin-Orada CRM &n Demmand l 1 fir - B - & - [Ghease - GTos - @- & @

C\T_E,.- \I',e—a.d_m.g_‘E_n V\I‘I;?'{l \'J.‘.?,'lﬁmu “E ort | Admin | My Setup | Deleted Items | Help | Sign Out

|+| Message Center 1| calendar 2 Opportunities @ InQuira Answers | [ Reports | @) Dashboard | 5] Campaigns
—Isearch Service Request Homepage Layout | Back to Service Request Application Customization Help | Printer Friendly
Contacts ~ Mew Layout
AT = : - ) Previous | Next
Lasth Display Name ™ Description Last Modified
st lame Copy Service Request Homepage Standard Layout System Generated
Edt - Client Layout Santosh Chakrapani,04/02/2010 16:09:48
First Name
Email

Advanced

[+| Create

[~ Recently Viewed

13 480430-242256280

£ 280430-245025102

£ a80430-249538435

£ a80430-228197700

£ a80430-249538434
test

[ Topic 1

3 Private Note Previous | Next
Test

B This should not show up

+| Favorite Records

Number of records displayed:

Opporturnitie:

Dane & Internet H100% -

14 Now you have a separate homepage layout for the ‘Participation Rate’ report. You can now use
this Service Page layout and Associate it to any Role Name.
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15 Next step is to show the Report on the Service Home Page.

a Go to the Service Home Page and Click on the Edit Layout link.

RM On Demand - Windows Internet Explorer

- | = heeesi D

Links 2| Hotmail LD msn [ oracle CRM on Demand - Sign In

LI1ST Execute=Y ~ & |[#2][x] | 2]~

iceReq

View Favorites Iools Help

- reese - @ oo - @- &8 B =

¢ @r [ service - Oracle CRM On Demand

(=l Search

Service Request Homepage

Edit Layout | Help | Printer Friendly

Service Request Lists
A+ = - all Service Requests Service ) o
Last Name = All Closed Service Reguests Number " SEES i
= Al Escalated Servics Requests Dafact in Search CaseSSPCase servicaRequest = new SSPCase(;SSPCase
T — - o Service Regues - serviceRequest = new SSPCase();SSPCase serviceRequest = new SSPCase o »
First M All Open S Reguests 227659558 ;SSPCase serviceRequest = new SSPCase(;SSPCase serviceRequest = O LASAR
: = All Recently Created Servies Reguests Rew SSPCase();SSPCase serviceRequest = new SSPCa
Emai = All Recently Modified Service Requests 480430~ R
e e s 3599397 ,.  Serene Implements CRMOD - "High Priority’ Open  2+igh
Advanced =1 = My Servics Requests e d30es0  SR_KEY_7 FOR JUNIT TEST CASE [Do Mot Touch] Open  Er i
Manage Lists
I Create P1RERIGET Serene Implements Siebel 22 Open 1-ASAP
[~ Recently Viewed 480430~ e
= 430430 .. SR_KEY_S FOR JUNIT TEST CASE [Do Not Touch] Open P
2 as0430-242256280 , o 1t O Do 5 5
2 4s0430-248025102 213306836 racle has issues wi N Deman PEN Medium
£ 480430-249538436 Shows Full List
a
2 450430-228197700
ry Upen Service Kequest kelated 1asks | new | rartapaton report HE L
2 450430-245538434 " > o = [ ] - = o
=g Due Date Priorty subject service Request.
[ Topic 1 - e Participation Rate Report for HomePage
[ rrivate note n Private Note 1-226516084
B Test B Mare Detalls 220515097 Fiscal #o0fClosed  #Cases Closedwith  Participation
== -226530483 Week/Year User Name Cases Solutions
|ESF This should not show up n are locking into this 226826854 r—
] Favorite Records n ks for yruar patience. —>38a1R130 srrmimEE | Eereen 4 2 7%
—— f In Progress 228857074 Fimma Al B 1 100%
e Lets L Plesce send log Ales 226922340 e .
n This should not show up. -226922340 Santo = 2 40%
1/11/2010 Test 4G0430-22G90615G 2008 Weekas Kurmar, Alul s z 40%
Show Full List Saini, Vinay 4 + 100%
,,,,,, — Chakrapani. - - ]
Done € 1neernet SLi00% -

b Swap the out-of-the-box ‘Open Service Request Analysis’ for the ‘Participation Report HP’ — the
custom report we created in the previous steps. When finished, click Save.

demand, comiOnDemand,

MyHomepagel ayoutPCUstomippletsControl.55_VIEWNAME=ServiceRequestHomepsget:OMTGT=RageLayo ¥ | E e

File Edit View

Favorites

Tools  Help

wodr IEAdmin-Orada

CRM On Demand

Links ] Hotmail [T Msh [®] Oracle CRM ©n Demand - Sign In

fa- B

#=h - [rpage - ool - @ &4 D

CTE ; Leading Environment

|+l Message Center
[l Search

All+ =]

Last Name
First Name:

Email

]

Advanced
[+| Create
[~ Recently Viewed

13 480430-242256280
£ 280430-245025102
£ a80430-249538435
£ a80430-228197700

£ a80430-249538434

B test

[ Topic 1

[ private Note
[ Test

B This should not show up
'+ Favorite Records

|+ Favorite Lists

wrm win vemand

Service Request Homepage Layout

Available Sections

2 Opportunities

| Back to Service Request Homepage

Left Side

@ InQuira Answers | i Reports

Right Side

Use the up, down, left, and right directionsl buttons to mave fields to the section of the page you want the fields to display. Certain Large Text Box fields cannot be moved in Field Layout.

Help | Printer Friendly

Service Request Related Tasks.
Wy Current Service Request Related Tasks
Open Service Requsst Analysis

@@

Service Request Lists

My Open Service Request Related Tasks

IDIOIS

©

n Service Requests
tion Report HP

Done

& Internet

#100% -

¢ You should now see the Participation Rate Report by User on the Service Homepage.

Note:

report as shown below click on the link.

Generating analysis. .. Click here to view the results

Due to performance of generating the report, it will not automatically render. To see the
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Windows Internet Explorer

| =D hetpsufisecure-ausomxapa. crmand

d.comfonDs rviceRequestHomepage7AAPA-44U15T Execute=

G-

Fle  Edit Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In

[

View  Favorites  Tools

W I@ Service - Oracle CRM On Demand

CTE - Leading Environment
1 s

renn wn wemand

Training and Support | Admin | My Setup | Deleted Ttems | Help | Sign Out

| Message Center

F5 Opportunities

2 Service | @ InQuira Answers | [k Reports

Dashboard | 57 Campaigns

|-l search Service Request Homepage Edit Layout | Help | Printer Friendly
Service Request Lists My Open Service Requests
Al ® All Service Requests Service
Subject Status Priori
LastName « ll Closed Service Requests Number L T Loznky
® All Escalated Service Requests Defect in Search CaseSSPCase serviceRequest = new SSPCase();S5PCase
FE— « Al Open Service Requests 430430-  serviceRequest = new 55PCase();S5PCase serviceRequest = new S3PCase }
rstHame e SErvce Requests 227653558 (};55PCase serviceRequest = new SSPCase();SSPCase serviceRequest = OPen IASAR
‘ ® All Recently Created Service Requests new S5PCase();55PCase serviceRequest = new SSPCa
Emai * All Recently Modified Service Requests 450430~ ) .
« Uy Open Service Requests oeiipq  Serene Implements CRMOD - High Priority Open  2+High
® My Service Requests 480430~ -
Advanced 70 SRKEY_7FOR JUNIT TEST CASE [De Not Touch] open
Manage Lists .
real erene Implements Siebel pen 1
[FlCreate s Serene Implements Siehel 23 o 1-ASAP
= i1 SRKEY_S FOR JUNIT TEST CASE [Do Not Touch] open
£ 480430-242256280 s o M o B . >
8 4s0430-248026 102 213306835 O ooe s sses n beman PEN Medium
£ 480430-249538436 Show Full List
o
A 480430-228157700 5 R
o My Open Service Request Related Tasks Participation Report HP =
£ 80430-243638434
B st Due Date& Priority Subject Service Request
1f6/2010 Topic 1 430430-225877784 T
[ Topic 1 = e Participation Rate Report for HomePage
] 1fs/2010 | Private Note 480430-226518094
Private Note
8 Test 1/6/2010 L Mare Detals 480430-2265 15094 Fiscal #ofClosed  #Cases Closedwith  Participation
17/2010 | test 480430-226530483 WeekiYear | User Name Cases Solutions Rate
[ Tris should not showup | /2010 i We are logking into this 430430-226896664 T
7| Favorite Records 1/5/2010 | Thanks for your patience 480430-226918130 2008 Weekd7  Santosh 4 2 5%
i Favorite L 1//2010 | Viork In Progress 430430-226387074 Kumar, Atul 1 1 100%
/82010 | Please send log files 480430-226922340 Chakrapani
: s 2 40%
1//2010 | This shoid not show up 430430-226922340 Santosh
1/11/2010 Test 480430-226906156 2008 Weekd8 o, mar Atul 5 2
Show Full List Saini, Vinay A A
Chakragani
Done & Internet -
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APPENDIX A

Build Configuration Updates

To build configuration updates:
1 Under <target name="infocenter-init"> add the following entry:

<I-- SSP InfoCenter root -->

<property name="'ssp-infocenter.rootdir" value="${infocenter.rootdir}/ssp" />
<I-- SSP InfoCenter destination-->

<property name="'ssp.dest"” value="${basedir}/Build/IM_HOME/install/ssp" />

2 Under <target name="infocenter" depends="infocenter-init">, append the following entry to <copy
todir="${infocenter.dest}">

<exclude name="'ssp/**" />
3 Create a new target for SSP.

<target name=''ssp-infocenter" depends="infocenter-init, infocenter'>

<mkdir dir="${ssp.dest}" />
<l-- Copy everything except app/infocenter/system/pages folder to ssp destination. -->
<copy todir="${ssp.dest}">

<fileset dir="${infocenter.dest}">

<l--<exclude name="‘apps/infocenter/system/pages/**" /> -->

</fileset>

</copy>

<I-- copy ssp"s file to destination and may replace the same ones with InfoCenter-->

<copy todir="${ssp.dest}" overwrite=""true'>
<fileset dir="${ssp-infocenter.rootdir} >
<exclude name="WEB-INF/**/* _properties"/>
</fTileset>

</copy>

<I-- copy crmselfservice jar and other ssp related jar to ssp-infocenter -->

<copy todir="${ssp.dest}/WEB-INF/1ib" overwrite="true">

<fileset dir="CRMSelfService/lib"/>

<fileset dir="Build/Frameworks/CRMSelfService.framework/Resources/Java"

includes="**/*_jar"/>
</copy>

<mergeProperties oriConfig="${infocenter.dest}/WEB-INF/infocenter.properties"
overConfig="${ssp-infocenter.rootdir}/WEB-INF/infocenter.properties”
destConfig=""${ssp.dest}/WEB-INF/infocenter.properties" />

<mergeProperties
oriConfig="${infocenter.dest}/WEB-INF/classes/ApplicationResources.properties”
overConfig="${ssp-infocenter.rootdir}/WEB-INF/classes/ApplicationResources.properties
destConfig="${ssp.dest}/WEB-INF/classes/ApplicationResources.properties” />

</target>

4 Add ssp-infocenter as dependency to <target name="dist”../>
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5 Add the following target for building CRMSelfService jar.

<target name="CRMSelfService" description="Build CRMSelfService.framework"'>
<ant dir="CRMSelfService'/>

<emma enabled=""${emma.enabled}">
<instr destdir="${emma.instr.dir}"
metadatafile="${emma.coverage.dir}/crmselfservice.emma’ ' merge="no" mode="full-
copy''>
<instrpath>
<fileset dir="Build/Frameworks/CRMSelfService.framework/Resources/Java"
includes="**/*_jar"/>
</instrpath>
</instr>
</emma>
</target>

6 Add the CRMSelfService as dependency to target ‘dev’.

<target name="dev" depends=".., ,CRMSelfService”>
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TROUBLESHOOTING THE CRM ONDEMAND XML FILES

APPENDIX B

Troubleshooting

This appendix contains information on troubleshooting the XML sent by Information Manager and
Intelligent Search.

Troubleshooting the CRM OnDemand XML Files

Self-Service Portal InfoCenter(IM)

1 Stop the Information Manager server if it is running.

2 Open the file $1M_HOME\conTig\$SSP_Repository\log4j .properties.

4

If it does not exist, then create a new log4j -properties under
$IM_HOME\conTig\$SSP_Repository.

Add the following contents into the log4j .properties:

log4j - logger.org.apache.axis.transport_http.HTTPSender=DEBUG, LOGFILE
# LOGFILE is set to be a File appender using a PatternlLayout.

log4j .appender.LOGFILE=0rg.apache.log4j .FileAppender

log4j .appender.LOGFILE.File=axis.log

log4j .appender.LOGFILE.Append=true

log4j -appender . LOGFILE. Threshold=DEBUG

log4j -appender . LOGFILE. layout=org.apache.log4j .PatternLayout

log4j -appender . LOGFILE. layout.ConversionPattern=%-4r [%t] %-5p %c %x -
%md%n

Restart the Information Manager server.

The SOAP message appears in $IM_instance\axis. log if there is a webservice call from Information
Manager. See “Self-Service Portal Axis Log” on page 139 for an example.

Runtime (Search)

1
2

Stop the Runtime server if it is running.

Open the $Runtime_instance\appserver\webapps\inquiragw.war, unzip the file
inquiragw.war\WEB-INF\lib\merged. jar.

Open the unzipped merged. jar, unzip the file log4j .properties.
Add a new line:

log4j - logger.org.apache.axis.transport_http.HTTPSender=DEBUG, LOGFILE
to the log4j .properties file.

Change the value of

log4j .appender.LOGFILE.Threshold
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to DEBUG.
Here is the file content after making the preceding changes:

# Set root category priority to INFO and its only appender to CONSOLE.
log4j -rootCategory=INFO, CONSOLE

#log4j -rootCategory=INFO, CONSOLE, LOGFILE

log4j . logger.org.apache.axis.transport.http.HTTPSender=DEBUG, LOGFILE
# Set the enterprise logger category to FATAL and its only appender to
CONSOLE.

log4j -logger.org.apache.axis.enterprise=FATAL, CONSOLE

# CONSOLE is set to be a ConsoleAppender using a PatternlLayout.

log4j -appender .CONSOLE=0org.apache.log4j .ConsoleAppender

log4j .appender .CONSOLE.Threshold=INFO

log4j .appender.CONSOLE. layout=org.apache.log4j .PatternLayout

log4j .appender.CONSOLE. layout.ConversionPattern=- %m%n

# LOGFILE is set to be a File appender using a PatternLayout.

log4j -appender .LOGFILE=0rg.apache.log4j .FileAppender

log4j -appender . LOGFILE.File=axis.log

log4j .appender .LOGFILE.Append=true

log4j .appender.LOGFILE. Threshold=DEBUG

log4j .appender.LOGFILE. layout=org.apache.log4j .PatternLayout

log4j -appender . LOGFILE. layout.ConversionPattern=%-4r [%t] %-5p %c %x -
%md%n

6 Addthe new log4j .properties into merged. jar.
7 Copy the new merged. jar to inquiragw.war\WEB-INF\lib
8 Restart the Runtime server.

The SOAP message appears in $Runtime_instance\axis. log when there is a webservice call (link/
unlink in iConnect) from Runtime. See “Runtime Axis Log” on page 165 for an example.

Self-Service Portal Axis Log

9562 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Enter:
HTTPSender: : invoke

9750 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
9750 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - --——————-

9750 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - POST /
Services/Integration/Picklist;jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44ea130dd7fbad£3420464b95 . e3i1RbxgLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: "document/urn:crmondemand/ws/picklist/:GetPicklistValues"
Content-Length: 438

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/" xmlns:xsd="http://www.w3.0rg/2001/XMLSchema™
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xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-
instance'><soapenv:Body><PicklistWS_GetPicklistValues_Input xmlns="urn:crmondemand/ws/
picklist/"><FieldName>Area</FieldName><RecordType>Service Request</RecordType></
PicklistWS_GetPicklistValues_Input></soapenv:Body></soapenv:Envelope>

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - HTTP/1.0
200 OK

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Date
Tue, 28 Sep 2010 08:33:08 GMT

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Server
Oracle-Application-Server-10g

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Set-
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44ea130dd7fbad£3420464b95 . e3i1RbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - P3P CP=
""CAO CUR ADM DEV TAI PSA PSD 1VDi CONi TEL# OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE™

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Cache-
Control no-cache
10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport._http.HTTPSender - Cache-

Control no-store

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Pragma
no-cache

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender
Thu, 01 Jan 1970 00:00:00 GMT

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport._http.HTTPSender -
Connection close

Expires

Content-

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender
Type text/xml; charset=UTF-8

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender -

no Content-Length

10078 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender -

XML received:

10078 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - --———-—-

10172 [ProcessChangesQueue] DEBUG org.apache.axis.transport._http.HTTPSender <SOAP-
ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/" xmlns:xsi=
"http://www.w3.0rg/2001/XMLSchema-instance' xmlns:xsd="http://www.w3.0rg/2001/
XMLSchema'><SOAP-ENV:Body><ns:PicklistWS_GetPicklistValues Output xmlns:ns=
"urn:crmondemand/ws/picklist/><ListOfParentPicklistValue xmlns="urn:/crmondemand/xml/
picklist"><ParentPicklistValue><Language>ENU</Language><ParentFieldName/
><ParentDisplayValue/><ParentCode/><Disabled/
><ListOfPicklistValue><PicklistValue><Code>Billing</Code><DisplayValue>Billing</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Installation</
Code><DisplayValue>Installation</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>Maintenance</Code><DisplayValue>Maintenance</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>Training</
Code><DisplayValue>Training</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>0ther</Code><DisplayValue>0ther</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>Brakes</
Code><DisplayValue>Brakes</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Car Wash</Code><DisplayValue>Car Wash</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Cash
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Register</Code><DisplayValue>Cash Register</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Comfort</Code><DisplayValue>Comfort</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Company
Information</Code><DisplayValue>Company Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Complaint</
Code><DisplayValue>Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Dealer Complaint</Code><DisplayValue>Dealer
Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Dealer Information</Code><DisplayValue>Dealer
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Disconnect</Code><DisplayValue>Disconnect</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Dispenser</
Code><DisplayValue>Dispenser</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Driveability</Code><DisplayValue>Driveability</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Electrical</
Code><DisplayValue>Electrical</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Emergency</Code><DisplayValue>Emergency</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Emergency
Repair</Code><DisplayValue>Emergency Repair</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Engine</Code><DisplayValue>Engine</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Equipment</
Code><DisplayValue>Equipment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Event Information</Code><DisplayValue>Event
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Failure to Start</Code><DisplayValue>Failure to
Start</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Finance
Complaint</Code><DisplayValue>Finance Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>HVAC</Code><DisplayValue>HVAC</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Hard Shift</
Code><DisplayValue>Hard Shift</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Hesitation</Code><DisplayValue>Hesitation</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Information</
Code><DisplayValue>Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Insurance Complaint</Code><DisplayValue>Insurance
Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Inventory Replenishment</
Code><DisplayValue>Inventory Replenishment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Knocking</Code><DisplayValue>Knocking</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Lights</
Code><DisplayValue>Lights</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Medical Information Request</
Code><DisplayValue>Medical Information Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>New Connect</Code><DisplayValue>New Connect</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Nozzle</
Code><DisplayValue>Nozzle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>0ffice Phone</Code><DisplayValue>0ffice Phone</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Outage</
Code><DisplayValue>0utage</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pay Phone</Code><DisplayValue>Pay Phone</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Product
Complaint</Code><DisplayValue>Product Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Product Information</Code><DisplayValue>Product
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Radio</Code><DisplayValue>Radio</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Rattle</
Code><DisplayValue>Rattle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Scheduled Maintenance</Code><DisplayValue>Scheduled
Maintenance</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Services</Code><DisplayValue>Services</
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DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Shimmy</
Code><DisplayValue>Shimmy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Slipping</Code><DisplayValue>Slipping</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Squeaking</
Code><DisplayValue>Squeaking</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Stalling</Code><DisplayValue>Stalling</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Sticking in
Gear</Code><DisplayValue>Sticking in Gear</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Surging</Code><DisplayValue>Surging</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Tank</
Code><DisplayValue>Tank</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transmission</Code><DisplayValue>Transmission</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Underground
Fuel</Code><DisplayValue>Underground Fuel</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Unscheduled Maintenance</
Code><DisplayValue>Unscheduled Maintenance</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Vending</Code><DisplayValue>Vending</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Wind Noise</
Code><DisplayValue>Wind Noise</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Wipers</Code><DisplayValue>Wipers</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Product</
Code><DisplayValue>Product</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>Referral</Code><DisplayValue>Referral</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Auto New
Policy</Code><DisplayValue>Auto New Policy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Policy Change</Code><DisplayValue>Auto Policy
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group
General Information</Code><DisplayValue>Group General Information</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group Member</
Code><DisplayValue>Group Member</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Household Change</
Code><DisplayValue>Household Household Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Information</Code><DisplayValue>Household
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Quote</Code><DisplayValue>Household
Quote</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Appeals</
Code><DisplayValue>Individual Health Appeals</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Benefits</
Code><DisplayValue>Individual Health Benefits</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Change PCP</
Code><DisplayValue>Individual Health Change PCP</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Complaints</
Code><DisplayValue>Individual Health Complaints</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Billing</
Code><DisplayValue>Individual Health Billing</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Claims</
Code><DisplayValue>Individual Health Claims</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Ind Health Fulfillment</Code><DisplayValue>Ind
Health Fulfillment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Ind Health General Information</
Code><DisplayValue>Ind Health General Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Investment Customer Address</
Code><DisplayValue>Investment Customer Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment Customer Name</
Code><DisplayValue>Investment Customer Name</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life Investment Change</Code><DisplayValue>Life
Investment Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life Loan/Withdrawal</Code><DisplayValue>Life Loan/

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



143 TROUBLESHOOTING THE CRM ONDEMAND XML FILES

Withdrawal</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life New Policy</Code><DisplayValue>Life New
Policy</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Life
Policy Change</Code><DisplayValue>Life Policy Change</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Life Policy Information</
Code><DisplayValue>Life Policy Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PUL New Policy</Code><DisplayValue>PUL New Policy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>PUL Policy
Change</Code><DisplayValue>PUL Policy Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PUL Policy Information</Code><DisplayValue>PUL
Policy Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension Contribution Change</
Code><DisplayValue>Pension Contribution Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension Investment</Code><DisplayValue>Pension
Investment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension Plan Change</Code><DisplayValue>Pension Plan
Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property New Policy</Code><DisplayValue>Property New
Policy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Policy Change</Code><DisplayValue>Property
Policy Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Policy Information</
Code><DisplayValue>Property Policy Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Policy Information</Code><DisplayValue>Auto
Policy Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Bank Company Address</Code><DisplayValue>Bank
Company Address</DisplayValue><Disabled>Y</Disabled></
PicklistvValue><PicklistValue><Code>Bank Company Name</Code><DisplayValue>Bank Company
Name</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank
Company Phone</Code><DisplayValue>Bank Company Phone</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Bank Customer Address</
Code><DisplayValue>Bank Customer Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Bank Customer Name</Code><DisplayValue>Bank Customer
Name</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank
Customer Phone Chge</Code><DisplayValue>Bank Customer Phone Chge</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim Claim
Information</Code><DisplayValue>Claim Claim Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Claim Claim Request</
Code><DisplayValue>Claim Claim Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claim New Claim</Code><DisplayValue>Claim New
Claim</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contact
Contact Change</Code><DisplayValue>Contact Contact Change</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Contact Contact Information</
Code><DisplayValue>Contact Contact Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contact Quote</Code><DisplayValue>Contact Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group
Benefits</Code><DisplayValue>Group Benefits</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Group Billing</Code><DisplayValue>Group Billing</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group
Complaint</Code><DisplayValue>Group Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Group Fulfillment</Code><DisplayValue>Group
Fulfillment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life</Code><DisplayValue>Life</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>PUL</
Code><DisplayValue>PUL</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension</Code><DisplayValue>Pension</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Property</
Code><DisplayValue>Property</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Provider</Code><DisplayValue>Provider</

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



144 TROUBLESHOOTING THE CRM ONDEMAND XML FILES

DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Authorization
Request</Code><DisplayValue>Authorization Request</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Referral Request</
Code><DisplayValue>Referral Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto</Code><DisplayValue>Auto</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim</
Code><DisplayValue>Claim</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contact</Code><DisplayValue>Contact</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Facility</
Code><DisplayValue>Facility</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Group</Code><DisplayValue>Group</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Household</
Code><DisplayValue>Household</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health</Code><DisplayValue>Individual
Health</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment</Code><DisplayValue>Investment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank</
Code><DisplayValue>Bank</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Commissions</Code><DisplayValue>Commissions</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>General
Information</Code><DisplayValue>General Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Licensing</
Code><DisplayValue>Licensing</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Technical Support</Code><DisplayValue>Technical
Support</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Access Problems</Code><DisplayValue>Access
Problems</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Account Value Inquiry</Code><DisplayValue>Account
Value Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Accounting</Code><DisplayValue>Accounting</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Activities</
Code><DisplayValue>Activities</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Claim Contact</Code><DisplayValue>Add Claim
Contact</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add
Contact</Code><DisplayValue>Add Contact</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Coverage Beneficiary</Code><DisplayValue>Add
Coverage Beneficiary</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Dependent</Code><DisplayValue>Add Dependent</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add Driver</
Code><DisplayValue>Add Driver</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Insured</Code><DisplayValue>Add Insured</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add Member</
Code><DisplayValue>Add Member</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Payment</Code><DisplayValue>Add Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add Policy
Beneficiary</Code><DisplayValue>Add Policy Beneficiary</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Add Property</Code><DisplayValue>Add
Property</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add
Vehicle</Code><DisplayValue>Add Vehicle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add dependant</Code><DisplayValue>Add dependant</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Additional
Contribution</Code><DisplayValue>Additional Contribution</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Address Change</
Code><DisplayValue>Address Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Adverse Property Location</
Code><DisplayValue>Adverse Property Location</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>All Service Request</Code><DisplayValue>All Service
Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Analysis Inquiry</Code><DisplayValue>Analysis
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Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Appeals</Code><DisplayValue>Appeals</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Application</
Code><DisplayValue>Application</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Appraisals</Code><DisplayValue>Appraisals</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Assignments</
Code><DisplayValue>Assignments</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Payment</Code><DisplayValue>Auto Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Auto Quote</
Code><DisplayValue>Auto Quote</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Saver</Code><DisplayValue>Auto Saver</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank Check</
Code><DisplayValue>Bank Check</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Benefits</Code><DisplayValue>Benefits</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bill Pay Add
Sched</Code><DisplayValue>Bill Pay Add Sched</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Bill Pay Sign Up</Code><DisplayValue>Bill Pay Sign
Up</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Broker
Change</Code><DisplayValue>Broker Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>COBRA Conversion</Code><DisplayValue>COBRA
Conversion</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Cancel Policy</Code><DisplayValue>Cancel Policy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Card
Services</Code><DisplayValue>Card Services</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Change Allocation</Code><DisplayValue>Change
Allocation</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Change Benefit</Code><DisplayValue>Change Benefit</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Change Billing
Type</Code><DisplayValue>Change Billing Type</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Change Member Status</Code><DisplayValue>Change
Member Status</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Change PCP</Code><DisplayValue>Change PCP</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Change
Status</Code><DisplayValue>Change Status</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Check Copy</Code><DisplayValue>Check Copy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Check Order</
Code><DisplayValue>Check Order</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claim Form</Code><DisplayValue>Claim Form</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim
Information</Code><DisplayValue>Claim Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Claim Request</Code><DisplayValue>Claim
Request</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim
Status</Code><DisplayValue>Claim Status</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claims</Code><DisplayValue>Claims</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claims
Status</Code><DisplayValue>Claims Status</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Close Account</Code><DisplayValue>Close Account</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Company
Address</Code><DisplayValue>Company Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Company Name</Code><DisplayValue>Company Name</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Company
Phone</Code><DisplayValue>Company Phone</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contact Change</Code><DisplayValue>Contact Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contact
Information</Code><DisplayValue>Contact Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Contract Terms</
Code><DisplayValue>Contract Terms</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contracts</Code><DisplayValue>Contracts</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contribution
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Change</Code><DisplayValue>Contribution Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Coverage Beneficiaries</Code><DisplayValue>Coverage
Beneficiaries</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Coverages</Code><DisplayValue>Coverages</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Customer
Address</Code><DisplayValue>Customer Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Customer Name</Code><DisplayValue>Customer Name</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Customer
Phone</Code><DisplayValue>Customer Phone</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Customer Satisfaction</Code><DisplayValue>Customer
Satisfaction</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Decrease Contribution</Code><DisplayValue>Decrease
Contribution</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Delete Contact</Code><DisplayValue>Delete Contact</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Delete
Coverage Beneficiary</Code><DisplayValue>Delete Coverage Beneficiary</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Delete
Driver</Code><DisplayValue>Delete Driver</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Delete Insured</Code><DisplayValue>Delete Insured</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Delete Policy
Beneficiary</Code><DisplayValue>Delete Policy Beneficiary</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Delete Property</
Code><DisplayValue>Delete Property</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Delete Vehicle</Code><DisplayValue>Delete Vehicle</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Discounts</
Code><DisplayValue>Discounts</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Document Request</Code><DisplayValue>Document
Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Driver Information</Code><DisplayValue>Driver
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>EOB Request</Code><DisplayValue>EOB Request</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Employee
welcome packet</Code><DisplayValue>Employee welcome packet</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Establish EFT</
Code><DisplayValue>Establish EFT</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Extra Payment</Code><DisplayValue>Extra Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Fee Reversal</
Code><DisplayValue>Fee Reversal</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>FulfillIment</Code><DisplayValue>Fulfillment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Funds
Transfer</Code><DisplayValue>Funds Transfer</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>General Info</Code><DisplayValue>General Info</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>General
Inquiry</Code><DisplayValue>General Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Group welcome packet</Code><DisplayValue>Group
welcome packet</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>HR Personnel Change</Code><DisplayValue>HR Personnel
Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Holding Allocation</Code><DisplayValue>Holding
Allocation</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Change</Code><DisplayValue>Household
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>ID
Card</Code><DisplayValue>ID Card</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Increase Contribution</Code><DisplayValue>Increase
Contribution</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Fulfillment</
Code><DisplayValue>Individual Health Fulfillment</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Individual Health General Info</
Code><DisplayValue>Individual Health General Info</DisplayValue><Disabled>Y</
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Disabled></PicklistValue><PicklistValue><Code>Individual Welcome Packet</
Code><DisplayValue>Individual Welcome Packet</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Information Requests</
Code><DisplayValue>Information Requests</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Initiate Loan</Code><DisplayValue>Initiate Loan</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Initiate
Withdrawal</Code><DisplayValue>Initiate Withdrawal</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Insured(s)</
Code><DisplayValue>Insured(s)</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Interest/ Fee Reversal</
Code><DisplayValue>Interest/ Fee Reversal</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment Change</Code><DisplayValue>Investment
Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment Transactions</
Code><DisplayValue>Investment Transactions</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investments</Code><DisplayValue>Investments</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>ltem Inquiry</
Code><DisplayValue>ltem Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Line Increase</Code><DisplayValue>Line Increase</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Loan
Transactions</Code><DisplayValue>Loan Transactions</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Loan/Withdrawal</
Code><DisplayValue>Loan/Withdrawal</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Lock Box Inquiry</Code><DisplayValue>Lock Box
Inquiry</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Login
Problems</Code><DisplayValue>Login Problems</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Lost/Stolen Information</Code><DisplayValue>Lost/
Stolen Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Lump Sum</Code><DisplayValue>Lump Sum</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Marketing
Materials</Code><DisplayValue>Marketing Materials</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Married</Code><DisplayValue>Married</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Member</
Code><DisplayValue>Member</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Member Inquiry</Code><DisplayValue>Member Inquiry</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Member-
related</Code><DisplayValue>Member-related</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Modify Payment</Code><DisplayValue>Modify Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Moved</
Code><DisplayValue>Moved</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Name Change</Code><DisplayValue>Name Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>New Claim</
Code><DisplayValue>New Claim</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>New Policy</Code><DisplayValue>New Policy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Notice-of-
Loss</Code><DisplayValue>Notice-of-Loss</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>0Open Enrollment Materials</Code><DisplayValue>0Open
EnrolIment Materials</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>0Opportunities</Code><DisplayValue>Opportunities</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>0Options</
Code><DisplayValue>0Options</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>0ther Form</Code><DisplayValue>0Other Form</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>0Other Forms</
Code><DisplayValue>0ther Forms</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PH Property Location</Code><DisplayValue>PH Property
Location</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>P0S
Support</Code><DisplayValue>P0S Support</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PUL Quote</Code><DisplayValue>PUL Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Pay Off</
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Code><DisplayValue>Pay Off</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pay Plan</Code><DisplayValue>Pay Plan</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Pay Plans</
Code><DisplayValue>Pay Plans</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Dispute</Code><DisplayValue>Payment
Dispute</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Inquiry</Code><DisplayValue>Payment
Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Plan</Code><DisplayValue>Payment Plan</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Payment
Promises</Code><DisplayValue>Payment Promises</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Status</Code><DisplayValue>Payment Status</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Payment Stop
Pay</Code><DisplayValue>Payment Stop Pay</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payments</Code><DisplayValue>Payments</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Plan Change</
Code><DisplayValue>Plan Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Beneficiaries</Code><DisplayValue>Policy
Beneficiaries</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Change</Code><DisplayValue>Policy Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Policy
Coverages</Code><DisplayValue>Policy Coverages</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Face Value</Code><DisplayValue>Policy Face
Value</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Policy
Information</Code><DisplayValue>Policy Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Policy Options</
Code><DisplayValue>Policy Options</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Owner</Code><DisplayValue>Policy Owner</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Policy
Termination</Code><DisplayValue>Policy Termination</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Property Coverages</
Code><DisplayValue>Property Coverages</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Information</Code><DisplayValue>Property
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Quote</Code><DisplayValue>Property Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Provide
Quote</Code><DisplayValue>Provide Quote</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Provider Directory</Code><DisplayValue>Provider
Directory</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Quick Pay</Code><DisplayValue>Quick Pay</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Quote</
Code><DisplayValue>Quote</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Reassign Claim</Code><DisplayValue>Reassign Claim</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Redeem
Points</Code><DisplayValue>Redeem Points</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Remove Dependent</Code><DisplayValue>Remove
Dependent</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Remove Member</Code><DisplayValue>Remove Member</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Remove
dependant</Code><DisplayValue>Remove dependant</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Service Level Agreements</
Code><DisplayValue>Service Level Agreements</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Solution Search</Code><DisplayValue>Solution
Search</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Statement Copy</Code><DisplayValue>Statement Copy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Statement
Error</Code><DisplayValue>Statement Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Stop Contribution</Code><DisplayValue>Stop
Contribution</DisplayValue><Disabled>Y</Disabled></
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PicklistValue><PicklistValue><Code>Stop Payment</Code><DisplayValue>Stop Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Summary Plan
Document Request</Code><DisplayValue>Summary Plan Document Request</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Third
Parties</Code><DisplayValue>Third Parties</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Trade</Code><DisplayValue>Trade</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Transaction
Amount Error</Code><DisplayValue>Transaction Amount Error</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Transaction Date Error</
Code><DisplayValue>Transaction Date Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transaction Dispute</Code><DisplayValue>Transaction
Dispute</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transaction Posting Error</
Code><DisplayValue>Transaction Posting Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transactions</Code><DisplayValue>Transactions</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Transfer
Holdings</Code><DisplayValue>Transfer Holdings</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transfer Securities In</Code><DisplayValue>Transfer
Securities In</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transfer Securities Out</
Code><DisplayValue>Transfer Securities Out</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Typo</Code><DisplayValue>Typo</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Underlying
Policies</Code><DisplayValue>Underlying Policies</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Updates</Code><DisplayValue>Updates</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Vehicle
Coverages</Code><DisplayValue>Vehicle Coverages</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Vehicle Information</Code><DisplayValue>Vehicle
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Watercraft Information</
Code><DisplayValue>Watercraft Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Web Site Error</Code><DisplayValue>Web Site Error</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Wire
Transfer</Code><DisplayValue>Wire Transfer</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Wrong Amount</Code><DisplayValue>Wrong Amount</
DisplayValue><Disabled>Y</Disabled></PicklistValue></ListOfPicklistValue></
ParentPicklistValue></ListOfParentPicklistValue></
ns:PicklistWS_GetPicklistValues_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

10219 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

10328 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - Enter:
HTTPSender: : invoke

10453 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - XML
sent:

10453 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - --———-—-

10453 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - POST /
Services/Integration/Picklist;jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46ad44eal30dd7fbadf3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache
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Pragma: no-cache
SOAPAction: "document/urn:crmondemand/ws/picklist/:GetPicklistValues"
Content-Length: 439

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/” xmlns:xsd="http://www.w3.0rg/2001/XMLSchema™
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-
instance'><soapenv:Body><PicklistWS_GetPicklistValues_Input xmlns="urn:crmondemand/ws/
picklist/"><FieldName>Cause</FieldName><RecordType>Service Request</RecordType></
PicklistWS_GetPicklistValues_Input></soapenv:Body></soapenv:Envelope>

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_.HTTPSender - HTTP/1.0
200 OK

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Date
Tue, 28 Sep 2010 08:33:09 GMT

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - Server
Oracle-Application-Server-10g

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - Content-
Length 1321

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Set-
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44ea130dd7fbad£3420464b95 . e3i1RbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - P3P CP=
""CAO CUR ADM DEV TAI PSA PSD 1VDi CONi TEL# OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE™

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Cache-
Control no-cache
10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport._http.HTTPSender - Cache-

Control no-store

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http_HTTPSender - Pragma
no-cache

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport._http.HTTPSender -
Connection close

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - Content-

Type text/xml; charset=UTF-8

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender -

XML received:

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport_http.HTTPSender - --———-—-

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/" xmlns:xsi=
"http://www.w3.0rg/2001/XMLSchema-instance' xmlns:xsd="http://www.w3.0rg/2001/
XMLSchema''><SOAP-ENV:Body><ns:PicklistWS_GetPicklistValues Output xmlns:ns=
"urn:crmondemand/ws/picklist/"><ListOfParentPicklistValue xmlns="urn:/crmondemand/xml/
picklist"><ParentPicklistValue><Language>ENU</Language><ParentFieldName/
><ParentDisplayValue/><ParentCode/><Disabled/
><ListOfPicklistValue><PicklistValue><Code>Unclear Instructions</
Code><DisplayValue>Unclear Instructions</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>User Needs Training</Code><DisplayValue>User Needs
Training</DisplayValue><Disabled>N</Disabled></
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PicklistValue><PicklistValue><Code>Existing Issue</Code><DisplayValue>Existing lIssue</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>New Issue</
Code><DisplayValue>New Issue</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>0ther</Code><DisplayValue>0ther</
DisplayValue><Disabled>N</Disabled></PicklistValue></ListOfPicklistValue></
ParentPicklistValue></ListOfParentPicklistValue></
ns:PicklistWS_GetPicklistValues_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport._http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

59139 [http-8226-Processor24] DEBUG org.apache.axis.transport.http_HTTPSender - Enter:
HTTPSender: : invoke

59295 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - XML
sent:

59295 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - --——-—-

59295 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/Contact;jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbadf3420464b95. e3iRbxgLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: ""document/urn:crmondemand/ws/contact/:ContactQueryPage"
Content-Length: 1458

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/* xmIns:xsd="http://www.w3.0rg/2001/XMLSchema""
xmIns:xsi="http://www._.w3.0rg/2001/XMLSchema-
instance''><soapenv:Body><ContactWS_ContactQueryPage_Input xmlns="urn:crmondemand/ws/
contact/"'><UseChi ldAnd>false</UseChi ldAnd><PageSize>100</PageSize><nsl:ListOfContact
xmIns:nsl="urn:/crmondemand/xml/contact'><nsl:Contact><nsl:Contactld>= "AAPA-5CUQEC"</
nsl:Contactld><nsl:Accountld></nsl:Accountld><nsl:CreatedDate></
nsl:CreatedDate><nsl:ContactEmai l></nsl:ContactEmail><nsl:ExternalSystemld></
nsl:ExternalSystemld><nsl:ContactFirstName></
nsl:ContactFirstName><nsl:ContactFul IName></

nsl:ContactFul IName><nsl:ContactLastName></nsl:ContactLastName><nsl:MrMrs></
nsl:MrMrs><nsl:ModifiedBy></nsl:ModifiedBy><nsl:ModifiedByld></
nsl:ModifiedByld><nsl:ModifiedDate></nsl:ModifiedDate><nsl:TimeZoneName></
nsl:TimeZoneName><nsl:CustomBoolean0></nsl:CustomBoolean0><nsl:CustomDate0></
nsl:CustomDateO><nsl:CustomPickList0></nsl:CustomPickListO><nsl:CustomPickListl></
nsl:CustomPickListl><nsl:CustomPickList2></nsl:CustomPickList2><nsl:CustomText0></
nsl:CustomTextO><nsl:CustomText30></
nsl:CustomText30><nsl:ListOfAccount><nsl:Account><nsl:Accountld></
nsl:Accountld><nsl:AccountName></nsl:AccountName></nsl:Account></nsl:ListOfAccount></
nsl:Contact></nsl:ListOfContact><StartRowNum>0</StartRowNum></
ContactWS_ContactQueryPage_Input></soapenv:Body></soapenv:Envelope>

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - HTTP/
1.0 200 OK

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http_HTTPSender - Date
Tue, 28 Sep 2010 08:33:58 GMT
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59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http_HTTPSender - Server
Oracle-Application-Server-10g

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http_HTTPSender -
Content-Length 1360

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - Set-
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44ea130dd7fbad£3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - P3P
CP="CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE"

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-cache

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-store

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma
no-cache

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http_HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http_HTTPSender -
Connection close

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Type text/xml; charset=UTF-8

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http_HTTPSender -
XML received:
59451 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - ---———-

59467 [http-8226-Processor24] DEBUG org.apache.axis.transport_http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/" xmlns:xsi=
“http://www.w3.0rg/2001/XMLSchema-instance"™ xmlns:xsd="http://www.w3.0rg/2001/
XMLSchema'><SOAP-ENV :Body><ns:ContactWS_ContactQueryPage Output xmlns:ns=
""'urn:crmondemand/ws/contact/''><ns:LastPage>true</ns:LastPage><ListOfContact xmlns=
"urn:/crmondemand/xml/contact'><Contact><Contactld>AAPA-5CUQEC</
Contactld><Accountld>No Match Row ld</Accountld><CreatedDate>09/27/2010 18:27:45</
CreatedDate><ContactEmai I>1e8_new@nn.com</ContactEmai l><ExternalSystemld/
><ContactFirstName>ie8_ new</ContactFirstName><ContactFul IName>ie8_new ie8_new</
ContactFul IName><ContactLastName>ie8_new</ContactLastName><MrMrs/><ModifiedBy>Dariush
Mojahed 09/27/2010 18:34:21</ModifiedBy><ModifiedByld>AAPA-3SO68N</
ModifiedByld><ModifiedDate>09/27/2010 18:34:21</ModifiedDate><TimeZoneName>(GMT-07:00)
Arizona</TimeZoneName><CustomBoolean0>N</CustomBoolean0><CustomDate0>09/27/2010
18:27:40</CustomDateO><CustomPickListO>View My Cases</
CustomPickListO><CustomPickListl>Approved</CustomPickListl><CustomPickList2>External</
CustomPickList2><CustomText0>q6zJKzjluLl=</CustomText0><CustomText30>-1</
CustomText30><ListOfAccount/></Contact></ListOfContact></
ns:ContactWS_ContactQueryPage_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

59467 [http-8226-Processor24] DEBUG org.apache.axis.transport_http_HTTPSender - Exit:
HTTPDispatchHandler: : invoke

104950 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Enter: HTTPSender::invoke

105075 [http-8226-Processor25] DEBUG org.apache.axis.transport_http.HTTPSender - XML
sent:

105075 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-
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105075 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - POST
/Services/Integration/Picklist;jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbadf3420464b95. e3iRbxglLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: "document/urn:crmondemand/ws/picklist/:GetPicklistValues"
Content-Length: 442

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/* xmIns:xsd="http://www.w3.0rg/2001/XMLSchema"
xmIns:xsi="http://ww.w3.0rg/2001/XMLSchema-
instance'><soapenv:Body><PicklistWS_GetPicklistValues_Input xmlns="urn:crmondemand/ws/
picklist/"><FieldName>Priority</FieldName><RecordType>Service Request</RecordType></
PicklistWS_GetPicklistValues_Input></soapenv:Body></soapenv:Envelope>

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport_http.HTTPSender - HTTP/
1.0 200 OK

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender
Tue, 28 Sep 2010 08:34:44 GMT

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Server Oracle-Application-Server-10g

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender -
Content-Length 1142

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbad£3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport_http.HTTPSender - P3P
CP=""CAO CUR ADM DEV TAIl PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE™

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-cache

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Cache-Control no-store

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Pragma no-cache

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender -
Connection close

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Type text/xml; charset=UTF-8

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
105372 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-

Date

Set-
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105387 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
<SOAP-ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-instance" xmlns:xsd="http://www.w3.0rg/
2001/XMLSchema' ><SOAP-ENV:Body><ns:PicklistWS_GetPicklistValues Output xmlns:ns=
""urn:crmondemand/ws/picklist/"><ListOfParentPicklistValue xmlns="urn:/crmondemand/xml/
picklist"><ParentPicklistValue><Language>ENU</Language><ParentFieldName/
><ParentDisplayValue/><ParentCode/><Disabled/
><ListOfPicklistValue><PicklistValue><Code>1-ASAP</Code><DisplayValue>1-ASAP</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>2-High</
Code><DisplayValue>2-High</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>3-Medium</Code><DisplayValue>3-Medium</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>4-Low</
Code><DisplayValue>4-Low</DisplayValue><Disabled>N</Disabled></PicklistValue></
ListOfPicklistValue></ParentPicklistValue></ListOfParentPicklistValue></
ns:PicklistWS_GetPicklistValues_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

105387 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

115106 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Enter: HTTPSender::invoke

115262 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - XML
sent:

115262 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-

115450 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST
/Services/Integration/ServiceRequest; jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44ea130dd7fbad£3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: "document/urn:crmondemand/ws/servicerequest/:ServiceRequestlnsert™
Content-Length: 13329

<?xml version="1.0" encoding=""UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/" xmlns:xsd="http://www.w3.0rg/2001/XMLSchema™
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-
instance''><soapenv:Body><ServiceRequestWS_ServiceRequestinsert_Input xmlns=
"urn:crmondemand/ws/servicerequest/''><nsl:ListOfServiceRequest xmIns:nsl="urn:/
crmondemand/xml/servicerequest'><nsl:ServiceRequest><nsl:CreatedDate></
nsl:CreatedDate><nsl:Subject>test attachment in 820</nsl:Subject><nsl:AccountName></
nsl:AccountName><nsl:Accountld>No Match Row ld</nsl:Accountld><nsl:AccountLocation></
nsl:AccountLocation><nsl:Area>Installation</nsl:Area><nsl:ClosedTime></
nsl:ClosedTime><nsl:ContactEmail></nsl:ContactEmail><nsl:ContactFirstName></
nsl:ContactFirstName><nsl:ContactFul IName></nsl:ContactFul IName><nsl:Contactld>AAPA-
5CUQEC</nsl:Contactld><nsl:ContactLastName></nsl:ContactLastName><nsl:CreatedByName></
nsl:CreatedByName><nsl:Description>test</nsl:Description><nsl:Ownerld></
nsl:Ownerld><nsl:0wner></nsl:0wner><nsl:Priority>1-ASAP</
nsl:Priority><nsl:Cause>Unclear Instructions</nsl:Cause><nsl:Status>0pen</
nsl:Status><nsl:ListOfAttachment><nsl:Attachment><nsl:DisplayFileName>exception</
nsl:DisplayFileName><nsl:FileNameOrURL>exception</
nsl:FileNameOrURL><nsl:FileExtension>log</nsl:FileExtension><nsl:FileSize>8562</
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nsl:FileSize><nsl:ExternalSystemld>exception</nsl:ExternalSystemld><nsl:Attachment
AttachmentlsTextData=
"Ffalse">PEINV2ViU2Vydml jZXM+Wz IWMTAtOSOyMCAzOj 120jMy I FBEVFOgPGhOdHAtOD IyNi11Qcm9jZXNzb3
1yMj4gQXhpc0ZhdWx0DQogZmF1bHRDb2R10iB7aHROcDovVL3NjaGVtYXMueGlsc29hcC5vemeve29hcColbnzl
bGOwWZS99U2VydmVyLnVzZXJIFeGNIcHRpb24NCiBmYXVsdFN1YmNvZGU6 1 AOK I GZhdWxOU3RyaW5n0iBqYXZhLm
xhbmcuTnVsbFBvaW50ZXJFeGNIcHRpb24NCiBmYXVsdEF jdG9yO i ANCiBmYXVsdE5vZGU6 1 AOK1GZhdWxORGVO
YWIsOiANCgl7aHROcDovL3htbC5hcGFjaGUub3JInL2F4aXMvFXNOYWNrVHIhY2UB6amF2YS5sYW5nLk51bGxQb2
ludGVyRXhjZXB0aWw9uDQoJYXQgY29tLmlucXVpcmEuaWl3b3dzLmFwcGxpY2F0aWOuLKINV2ViU2Vydml j ZUxv
Zy5sb2dNZXNzYWd IKEINV2ViU2Vydml j ZUxvZy5qYXZhO jU4KQOKCWFO I GNvbS5pbnF1laXJhLmltd293cy5hcH
BsaWNhdGIvbi5J3TVdlYINIcnZpY2VMb2cubGInRGY idWANZXNzYWd IKEINV2ViU2Vydml jZUxvZy5qYXZhOjEy
NCKNCg IhdCBjb20uaw5xdWlyYS5pbXdvd3MuzXJyb31uVINFcnJvci5hZGRNZXNzYWd IKFATRXJyb3 luamF2YT
oyODgpDQoJYXQgY29tLmlucXVpcmEuaWl3b3dzLmVycm9yL 1dTRXJyb3 lud3NFcnJvckZvckR1c2NyaXBOb3JB
bmRGb3J jZWRNZXNzYWd IKFATRXJyb3 luamF2YTo1Ni1kNCglhdCBjb20uaWs5xdWlyYS5pbXdvd3MuaWlwbC5Db2
50zW50U2Vydml jZXNJIbXBsLmFKkZENhc2VMaW5rKENvbnRIbnRTZXJ2aWN 1cOltcGwuamF2YTox0TgpDQoJYXQg
c3VuLnJ 1Zmx1Y3QuTmFOaxXZ I TWV0aG9kQWN jZXNzb3J3JbXBsLmludm9rZTAoTmFOaxXZl IE11dGhvZCkNCglhdC
BzdW4ucmVmbGV jdC50YXRpdmVNZXRob2RBY2N Ic3Nvckl tcGwuaWs52b2t IKEShdGI2ZU11dGhvZEFjY2Vzc29y
SWiwbC5gYXZhOjM5KQOKCWFO IHN1bi5yZWZsZWNOLKR IbGVnYXRpbmdNZXRob2RBY2N 1c3Nvck I tcGwuaWs52b2
tIKERIbGVNYXRpbmdNZXRob2RBY2N 1 c3NvckltcGwuamF2YToyNSKNCg lhdCBqgYXZhLmxhbmcucmVmbGVjdC5N
ZXRob2QuaW52b2tIKE11dGhvZC5qYXZhOjUSNYkNCglhdCBvemcuYXBhY2h ILmF4aXMucHIvdmIkZXJzLmphdm
EuUIBDUHJIvdmIkZXTuaW52b2t 1 TWW0aG9kKFJIQQ1Byb3ZpZGVyLmphdmE6MzKk3KQOKCWFO 1 G9yZy5hcGF jaGUu
YXhpcy5wem92aWR IcnMuamF2YS5SUENQcm92aWR 1 ci5wem9 jZXNzTWVzc2FnZShSUENQem92aWRIci5qYXZhOj
E4ANiKkNCgIhdCBvcmcuYXBhY2hlLmF4aXMucHIvdmlkZXJzLmphdmEuSmF2YVByb3ZpZGVyLmludm9rZShKYXZh
UHJIvdmIkZX1uamF2YTozMjMpDQoJYXQgb3JInLmFwYWNoZS5heG 1 zLNNOcmFOZWdpZXMuSW52b2NhdG Ivb INOcm
FOZWd5LNnZpc2 10KEudm9j YXRpb25TdHIhdGVYNneS5qYXZhO jMyKQOKCWFO 1G9yZy5hcGFjaGUuYXhpcy5Tawlw
bGVDaGFpbi5kb1Zpc210aWs5nKFNpbXBsZUNoYWIuLmphdmE6GMTE4KQOKCWFO1G9yZy5hcGFjaGUuYXhpecy5Taw
1wbGVDaGFpbi5pbnzZva2UoU2ltcGx 1Q2hhaW4uamF2YTo4MykNCg lhdCBvemcuYXBhY2h ILmF4aXMuaGFuZGx1
cnMuc29hcC5TTOFQU2Vydml j ZS5pbnZva2UoU09BUFNIcnZpY2UuamF2YToONTQpDQoJYXQgb3JInLmFwYWNoZS
5heGlzLnNIcnZlci5BeGlzU2VydmVyLmludm9rZShBeGlzU2VydmVyLmphdmE6MjgxKQOKCWFO IGNvbS53ZWJv
YmplY3RzLmFwcHNIcnZlci5FfcHIpdmFOZS5XT1d 1Y INIcnZpY2UucGVyZm9ybUFjdGIvbk5hbWVKKFdPV2ViU2
Vydml jJZS5qYXZh0jQzNykNCglhdCBjb20ud2Vib2JgZWNOcy5hcHBzZXJ2ZX 1uX3ByaXZhdGUuV09BY3Rpb25S
ZXF1ZXNOSGFuZGxIci5FfaGFuZGx 1UmVxdWVzdChXTOF jdGlvb1J1cXVIc3R1YW5kbGVyLmphdmE6GMj USKQOKCW
FOIGNvbS53ZWIvYmplY3RzLmFwcHNIcnZlci5fcHIpdmFOZS5XTOFjdGIvblJlcXVIc3RIYWS5kbGVyLmhhbmRs
ZVJI1cXVIc3QoV09BY3Rpb25SZXF1ZXNOSGFuUZGx 1ci5qYXZh0jE2MSKNCg IhdCBjb20ud2Vib2J3gZWNOcy5hcH
BzZXJ2ZX1uX3ByaXZhdGUuV0O9XZWJITZXJI2aWNIUmVxdWVzdEhhbmRsZX luaGFuZGx IUmVxdWVzdChXT1d 1Y INI
cnZpY2VSZXF1ZXNOSGFuZGx1ci5qYXZhOjEwOSKNCgIhdCBjb20ud2Vib2J3qZWNOcy5hcHBzZXJ2ZX1uV0O9BcH
BsaWNhdGlvbiSkaXNwYXRjaFJ1cXVIc3QoV09BcHBsaWNhdGlvbi5qYXZhOjE20TgpDQoJYXQQZX luZXh0ZW5z
aW9ucy5hcHBzZXJ2ZX1uRVIYQXBwbG 1 j YXRpb24uZG1zcGFOY2hSZXF1ZXNOSW1tZWRpYXR IbHkoRVJIYQXBwhG
1j YXRpb24uamF2YToxNzM3KQOKCWFO 1GVyLmV4dGVuc2 lvbnMuYXBwc2VydmVyLKVSWEFwcGxpY2FO0aWQuLmRp
c3BhdGNoUmVxdWVzdChFUIhBcHBsaWNhdGIvbi5qYXZhOjE3MD 1pDQoJYXQgY29tLnd ' Ym9iamVjdHMuanNwc2
Vydmx 1dC5FfV09BcHBsaWNhdGIvb ldyYXBwZXluc2Vydmx ldERpc3BhdGNoUmVxdwWVzdChfV09BcHBsaWNhdG v
b1dyYXBwZX1uamF2YToxMzEpDQoJYXQgY29tLndl'Ym9iamVjdHMuanNwc2Vydmx1dC5XT1INIcnZsZXRBZGFwdG
9yL 190YW5kbGVSZXF1ZXNOKFdPU2Vydmx I dEFKYXBOb3 1uamF2YTo3MjcpDQoJYXQgY29tLndlYm9iamVjdHMu
anNwc2Vydmx 1dC5XTINIecnZsZXRBZGFwdGOyLmMRVUG9zdChXT1N I cnZsZXRBZGFwdG9yLmphdmEGN j k1KQOKCW
FO1GphdmF4LnNIcnZsZXQuaHROcC5 IdHRwU2Vydmx 1dC5zZXJ2aWN IKEhOdHBTZXJ2bGVOLmphdmEGNzA5KQOK
CWFO1GphdmF4LnNIcnZsZXQuaHROcC5 IdHRwU2Vydmx 1dC5zZXJ2aWN IKEhOdHBTZXJ2bGVOLmphdmEGODAYKQ
OKCWFO1G9yZy5hcGF jaGUuY2F0YWxpbmEuY29yZS5BcHBsaWNhdG I vbkZpbHRIckNoYWIuLmludGVybmFsRGOG
aWx0zX10QXBwbG 1 j YXRpb25GaWx0ZXJDaGFpbi5gYXZhOj 1 IMikNCg lhdCBvemcuYXBhY2h ILmNhdGFsaW5hLm
NvemUuQXBwbG I j YXRpb25GaWx0ZXJDaGFpb i 5kb0ZpbHR IcihBcHBsaWNhdG I vbkZpbHR IckNoYWHuLmphdmE6
MTczKQOKCWFO IGNvbS5pbnFlaXJhLmltd293cy5maWx0zXJzLkZvemN1VVRGOFJ I cXVIc3RFbmNvZGluzZ0ZpbH
RIci5kb0ZpbHRIcihGb3JjZVVURJhSZXF1ZXNORWS jb2RpbmdGaWx0ZX luamF2YTozMCKNCg lhdCBvcmcuYXBh
Y2hILmNhdGFsaW5hLmNvemUuQXBwbG 1 j YXRpb25Gawx0zXJDaGFpb i 5pbnRIcm5hbERVRMIsdGVYKEFwCGXpY?2
FOaWw9uRmlsdGVyQ2hhaW4uamF2YToyMD I pDQoJYXQgb3JInLmFwYWNoZS5§ YXRhbGIuYS5jb3J I LKFwcGxpY2F0
aW9uRmlsdGVyQ2hhaW4uzG9GaWx0ZX 10QXBwhG I j YXRpb25GaWx0ZXJDaGFpbi5qYXZhOjE3MykNCglhdCBvcm
cuYXBhY2hILmNhdGFsaW5hLmNvemUuU3RhbmRhemRXemFweGVyVmFsdmUuaW52b2t IKFNOYWS5kYXJkV3JhcHBI
clZhbHZ1LmphdmE6Mj EzKQOKCWFO1G9yZy5hcGF jaGUuY2FOYWxpbmEuY29yZS5TdGFUZGFyZENvbnRIeHRWYW
x2ZS5pbnzZva2UoU3RhbmRhcmRDb250ZXh0VmFsdmUuamF2YToxNzgpDQoJYXQgb3JInLmFwYWNoZS5§ YXRhbGIu
YS5jb3JILINOYWS5KYXJIKSG9zdFZhbHZ ILmludm9rZShTdGFUZGFyZEhvec3RWYWXx2ZS5qYXZhOjEyNikNCglhdC
BvcmcuYXBhY2hILmNhdGFsaW5hLnZhbHZ1cy5FcnJdvelJ1cG9ydFZhbHZ ILmludm9rZShFenJdvelJ1cG9ydFZh
bHZILmphdmE6GMTALKQOKCWFO 1 G9yZy5hcGFjaGUuY2FOYWxpbmEuY29yZS5TdGFUZGFYZEVUZ2 luZVZhbHZ ILm
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Tudm9rZShTdGFuZGFyZEVuzZ2luZzVZhbHZILmphdmEGMTA3KQOKCWFO 1 G9yZy5hcGF jaGUuY2F0YWxpbmEuY29u
bmVjdG9yLkNveW90ZUFkYXBOZX1uc2Vydml jZShDb31vdGVBZGFwdGVyLmphdmEGMTQ4KQOKCWFO1G9yZy5hcG
FjaGUuY295b3RILMhOdHAXMS5 IdHRWMTFQcm9 j ZXNzb3 1ucHJIvY2Vzcyh ldHRWMTFQcm9jZXNzb3luamF2YTo4
Nj kpDQoJYXQgb3JInLmFwYWNoZS5jb31vdGUuaHROCDEXLKhOdHAXMUJhc2VQcecm90b2NvbCR I dHRWMTFDb25uZW
NOaW9uSGFuzGxlci5wem9jZXNzQ29ubmVjdGIvbihldHRWMTFCYXNITUHJvAGO jb2wuamF2YTo2NjQpDQoJYXQg
b3JINLmFwYWN0ZS50b21 j YXQudXRpbC5uZXQuUGOVbFRjcEVuZHBvaW50LnByb2N1c3NTb2NrZXQoUG9vhbFRjcE
VuzZHBvaW50LmphdmEGNT 1 3BKQOKCWFO 1G9y Zy5hcGF jaGUudGOtY2FOLNnVOawwubmVOLKkx1YWREckZvbGxvd2Vy
V29ya2VyVGhyZWFKkLnJ1bk I0OKEX 1 YWRIckZvbGxvd2VyV29ya2VyVGhyZWFKLmphdmEGODAPDQoJYXQgb3JnLm
FwYWNoZS50b21 j YXQudXRpbC50aHJ I YWRzL IRocmVhZFBvb2wkQ29udHJIvbFJI1bm5hYmxILnJ1bihUaHJ 1YWRQ
b29sLmphdmE6N j gOKQOKCWFO I GphdmEubGFuzZy5UaHJ I YWQucnVuKFRocmVhZC5qYXZhOjYxOSKNCgOKCXtodH
RwOi8veGlsLmFwYWNoZS5vemevYXhpecy99aG9zdG5hbWU6ZW5nNgOKDQpgYXZhLmxhbmcuTnVsbFBvaW50ZXJF
eGNI1cHRpb24NCglhdCBvemcuYXBhY2h ILmF4aXMuQXhpcOZhdWxOLm1ha2VGYXVsdChBeGlzRmF1bHQuamF2YT
OoXMDEpDQoJYXQgb3JInLmFwYWNoZS5heG1zLnByb3ZpZGVycy5qYXZhLkphdmFQcm92aWR 1 ci5pbnZva2UoSmF2
YVByb3ZpZGVyLmphdmE6MzMzKQOKCWFO1G9yZy5hcGF jaGUuYXhpcy5zdHIhdGVnaWvVzLkludm9jYXRpb25TdH
JhdGVneS52aXNpdChJbnzvY2F0aW9uU3RyYXR1Z3kuamF2YTozMikNCglhdCBvcmcuYXBhY2hILmF4aXMuU21t
cGx1Q2hhaW4uzG9WaXNpdGluZyhTaWlwbGVDaGFpbi5qYXZhOjExOCKNCgIhdCBvcmcuYXBhY2h ILmF4aXMuU2
1tcGx1Q2hhaW4uaw52b2t IKFNpbXBsZUNoYWHuLmphdmE6ODMpDQoJYXQgb3JInLmFwYWNozZS5heGlzLmhhbmRs
ZXJzLnNVvYXAUUO9BUFNIcnZpY2UuaW52b2t IKFNPQVBTZXJ2aWN I LmphdmEGNDUOKQOKCWFO 1G9y Zy5hcGF jaG
UuYXhpecy5zzXJ2ZX1uQXhpclNlcnZlci5pbnzva2UoQXxhpcINlenZlci5qYXZhOj 14MSKNCgIhdCBjb20ud2Vi
b2JgZWNOcy5hcHBzZXJ2ZX 1uX3ByaXZhdGUuV09XZWITZXJ2aWNILnBIcmZvcm1BY3Rpb250YW11ZChXT1d1Y1
NIcnZpY2UuamF2YToOMzcpDQoJdYXQgY29tLndlYm9iamVjdHMuYXBwc2VydmVyL19wemI2YXRILIdPQWNOaWwOu
UmVxdWVzdEhhbmRsZX1uX2hhbmRszVJ1cXVI1c3QoV09BY3Rpb25SZXF1ZXNOSGFuZGxIci5qYXZhOj 110SkNCg
1hdCBjb20ud2Vib2JgZWNOcy5hcHBzZXJ2ZX 1uX3ByaXZhdGUuV09BY3Rpb25SZXF1ZXNOSGFuZGx Ici50YW5k
bGVSZXF1ZXNOKFdPQWNOaWwOuUmVxdwWVzdEhhbmRsZX1uamF2YToxNjEpDQoJYXQgY29tLndlYm9iamVjdHMuYX
Bwc2VydmVyL19wemI2YXRILIdPV2ViU2Vydml jZVIIcXVIc3RIYWSKkbGVyLmhhbmRsZVJIIcXVIc3QoVO9XZWIT
ZXJ2aWNTUmVxdWVzdEhhbmRsZX 1uamF2YToxMDkpDQoJdYXQgY29tLndlYm9iamVjdHMuYXBwc2VydmVyL 1dPQX
BwbG1jYXRpb24uZG1zcGFOY2hSZXF1ZXNOKFdPQXBwbGI j YXRpb24uamF2YToxNjk4KQOKCWFO 1 GVyLmV4dGVu
c2lvbnMuYXBwc2VydmVyLKVSWEFwcGxpY2F0aW9uLmRpc3BhdGNoUmVxdwVzdE I tbWWkaWFOZWx5KEVSWEFwcG
XpY2F0aW9uLmphdmE6MTczNykNCglhdCBIci51eHRIbnNpb25zLmFwcHNIcnZIci5FUIThBcHBsaWNhdGIvbi5k
aXNwYXRjaFJIcXVIc3QoRVIYQXBwbGI jYXRpb24uamF2YToxNzAyKQOKCWFO IGNvbS53ZWIvYmpl Y3RzLmpzcH
NIcnZszZXQuX1dPQXBwbGI j YXRpb25XcmFwcGVyLnNIcnZsZXREaXNwYXRjaFJlcXVIc3QoX1dPQXBwbGH jYXRp
b25XcmFwecGVyLmphdmEBMTMXKQOKCWFO I GNvbS53ZWIvYmp 1 Y3RzLmpzcHNIcnZsZXQuVvV09TZXJ2bGVOQWRhcH
Rvci5faGFuzGxIUmVxdWVzdChXT1NIcnZsZXRBZGFwdGOyLmphdmEGNz 1 3BKQOKCWFO IGNvbS53ZWIvYmp1Y3Rz
LmpzcHNIcnZsZXQuVv09TZXJ2bGVOQWRhcHRvCi5kb1Bvc3QoV09TZXJI2bGVOQWRhcHRvC150YXZhOj YSNSKNCg
1hdCBqYXZheC5z2XJ2bGVOLMhOdHAUSHROCFNIcnZsZXQuc2Vydml jZSh 1 dHRwU2Vydmx1dC5qYXZhOj cwOSKN
CglhdCBgYXZheC5zZXJ2bGVOLMhOdHAUSHROCFNIcnZszXQuc2Vydml jZSh 1dHRwU2Vydmx 1dC5qYXZhOjgwMi
KNCglhdCBvcmcuYXBhY2h ILmNhdGFsaW5hLmNvemUuQXBwbG 1 j YXRpb25GaWx0ZXJDaGFpbi5pbnRIcm5hbERV
RmIsdGVyKEFwcGxpY2F0aw9uRml sdGVyQ2hhaW4uamF2YToyNT I pDQoJYXQgb3InLmFwYWNoZS5j YXRhbGluYS
5j)b3JILKFwcGxpY2F0aWOuRmlsdGVyQ2hhaW4uzG9GaWx0ZX10QXBwbG 1 J YXRpb25GaWx0ZXJIDaGFpbi5qYXZh
0j E3MykNCg I hdCBjb20uaWsxdWlyYS5pbXdvd3MuZmlsdGVycy5Gb3JjZVVURJhSZXF1ZXNORWS jb2RpbmdGaw
X0ZX1uZG9GaWx0ZX 1oRm9yY2VVVEY4UmVxdWVzdEVuY29kaW5nRmlsdGVyLmphdmE6MzApDQoJYXQgb3JInLmFw
YWNoZS5j YXRhbGIuYS5jb3JILkFwcGxpY2F0aW9uRmlsdGVyQ2hhaW4uaW50ZXJuYWXEbOZpbHRIcihBcHBsaW
NhdGlvbkZpbHRIckNoYWIuLmphdmE6MjAyKQOKCWFOIG9yZy5hcGFjaGUuY2F0YWxpbmEuY29yZS5BcHBsaWNh
dGlvbkZpbHRIckNoYWIuLmRVRmIsdGVYyKEFwcGxpY2F0aW9uRmlsdGVyQ2hhaW4uamF2YToxNzMpDQoJYXQgb3
InLmFwYWNoZS53YXRhbGluYS53b3JILINOYW5KYXJIkV3JIhcHBIclZhbHZ ILmludm9rZShTdGFuZGFyZFdyYXBw
ZXIWYWx2ZS5qYXZhOj IxMykNCg lhdCBvcmcuYXBhY2h ILmNhdGFsaWs5hLmNvemUuU3RhbmRhecmRDb250ZXh0Vm
FsdmUuaW52b2t IKFNOYW5kYXJkQ29udGV4dFZhbHZ I LmphdmEGMTc4KQOKCWFO 1G9y Zy5hcGF jaGUuY2F0YWxp
bmEuY29yZS5TdGFUZGFyZEhvec3RWYWXx2ZS5pbnZva2UoU3RhbmRhcmR 1b3NOVmFsdmUuamF2YToxMj YpDQoJYX
Qgb3JInLmFwYWNOZS5JYXRhbGluYS52YWx2ZXMuRXJyb3JISZXBvcnRWYWx2ZS5pbnZva2UoRXJyb3JSZXBvcnRW
YWx2ZS5qYXZhO jEwNSKNCglhdCBvcmcuYXBhY2h ILmNhdGFsaWw5hLmNvemUuU3RhbmRhecmRFbmdpbmVWYWx2ZS
5pbnzva2UoU3RhbmRhcmRFbmdpbmVWYWx2ZS5qYXZhO jEwNykNCglhdCBvemcuYXBhY2h1LmNhdGFsaw5hLmNv
bm51Y3Rvci5Db31vdGVBZGFwdGVyLNNIcnZpY2UoQ295b3RIQWRhcHRIci5gYXZhOJEOOCKNCgIhdCBvemcuYX
BhY2hILmNveW90ZS50dHRWMTEUSHROCDEXUHJIVY2VZzc29yLnByb2N I c3MoSHROCDEXUHJIVY2VZzc29yLmphdmE6
ODY5KQOKCWFO1G9yZy5hcGFjaGUuY295b3RILMhOdHAXMSS IdHRWMTFCYXNIUHJIvVAGY jb2wkSHROCDEXQ29ubm
VjdGlvbkhhbmRszZX1ucHJIvY2VzcONvbm51Y3Rpb240SHROCDEXQMFzZVBYb3RvY29sLmphdmEGN j YOKQOKCWFO
1G9yZy5hcGF jaGUudGItY2FOLNnVOaWwwubmVOL 1Bvb2xUY3BFbmRwb2 ludC5wem9 jZXNzU29 ja2VOKFBvb2xUY3
BFbmRwb2 1udC5qYXZhO jUyNykNCglhdCBvcmcuYXBhY2hILnRvbWNhdC51dGIsLm51dC5MZWFkZXJGb2xsb3dl
cldvcemtlclRocmVhZC5ydW5JdChMZWFkZXJGh2xsb3dcldvemtlcIRocmVhZC5qYXZhO jgwKQOKCWFO 1G9yZy
5hcGFjatUudGotY2F0LnVOoaWwudGhyZWFkcy5UaHJI 1 YWRQb29sJENVbNRyb2xSdW5uYWJIsZS5ydwW4oVGhyZWRk
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UG9vbC5qYXZh0jY4NCKNCg IhdCBqYXZhLmxhbmcuVGhyZWFkLnJ1bihUaHJ1YWQuamF2YTo2MTkpDQpDYXVzZW
QgYnk61GphdmEubGFuzy50dWxsUG9pbnRIckV4Y2VwdG I vbgOKCWFO I GNvbS5pbnFlaXJhLmltd293cy5hcHBs
aWNhdGlvbi5JTVdIYINIcnZpY2VMb2cubGOnTWVzc2FnZShJTVdIlY INIcnZpY2VMb2cuamF2YTo10CKNCglhdC
Bjb20uaW5xdWlyYS5pbXdvd3MuYXBwbG 1 jYXRpb24uSU1XZWITZXJ2aWNITGONLmxvZORIYNVnTWVzc2FnZShJ
TVdIYINIcnZpY2VMb2cuamF2YToxMjQpDQoJYXQgY29tLmlucXVpcmEuaWl3b3dzLmVycmOyL IdTRXJyb3 1uYW
RKTWVzc2FnZShXUOVycm9yLmphdmE6Mjg4KQOKCWFO IGNvbS5pbnFlaxXJhLmltd293cy51cndvci5XU0Vycm9y
LndzRXJyb3JGb3JEZXNjcmlwdGOyQWS5KRmMIOYY2VKTWVZzc2FnZShXUOVycm9yLmphdmEGNTYpDQoJYXQgY29tLm
lucXVpcmEuaW13b3dzLmltcGwuQ29udGVudFNIcnZpY2VzSW1wbC5hZGRDYXNITGluayhDb250ZW50U2Vydml j
ZXNJIbXBsLmphdmE6MTk4KQOKCWFOIHN1bi5yZWZsZWNOLk5hdG12ZU1 1dGhvZEFjY2Vzc29ySW1wbC5pbnZva2
UWKE5hdG12ZSBNZXRob2QpDQoJYXQgc3VuLnJIZmx1Y3QuTmFOaXZ I TWV0aGOkQWN jZXNzb3JJbXBsLmludm9r
ZShOYXRpdmVNZXRob2RBY2N I c3Nvck I tcGwuamF2YTozOSKNCg lhdCBzdW4ucmVmbGVjdC5EZWx 1 Z2F0aw5nTW
V0aG9kQWNjZXNzb3JJbXBsLmludm9rZShEZWx 1Z2F0aWsnTWV0aG9kQWN j ZXNzb3JJbXBsLmphdmE6G6MjUpDQoJ
YXQgamF2YS5sYW5nLnJIZmx1Y3QuTWY0aGOKLmludm9rZShNZXRob2QuamF2YTo10TcpDQoJYXQgb3InLmFwYW
NozZS5heGlzLnByb3ZpZGVycy5qYXZhL1JQQ1Byb3ZpZGVyLmludm9rZU11dGhvZChSUENQcm92aWRIci5qYXZh
OjM5NykNCg IhdCBvecmcuYXBhY2hlLmF4aXMucHIvdml kZXJzLmphdmEuU 1 BDUHIvdmIkZX TucHJIvY2VzcO01lc3
NhZ2UoUIBDUHJvdmIkZX TuamF2YToxO0DYpDQoJYXQgb3JInLmFwYWNoZS5heGl zLnByb3ZpZGVycy5qYXZhLkph
dmFQcm92aWR Ici5pbnZva2UoSmF2YVByb3ZpZGVyLmphdmE6Mz 1 zKQOKCS4uL iAzNCBtbh3J1</
nsl:Attachment></nsl:Attachment><nsl:Attachment xsi:nil="true"/><nsl:Attachment
xsi:znil="true"/><nsl:Attachment xsi:nil="true"/><nsl:Attachment xsi:nil="true"/
><nsl:Attachment xsi:nil="true"/><nsl:Attachment xsi:nil="true"/><nsl:Attachment
xsi:nil=""true"/><nsl:Attachment xsi:nil="true"/><nsl:Attachment xsi:nil=""true"/></
nsl:ListOfAttachment></nsl:ServiceRequest></nsl:ListOfServiceRequest></
ServiceRequestWS_ServiceRequestinsert_Input></soapenv:Body></soapenv:Envelope>

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender
1.0 200 OK

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender
Tue, 28 Sep 2010 08:34:54 GMT

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Server Oracle-Application-Server-10g

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Length 1473

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbadt3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - P3P
CP=""CAO CUR ADM DEV TAIl PSA PSD IVDi CONi TEL®T OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE™

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-cache

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-store

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Pragma no-cache

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender -
Content-Type text/xml; charset=UTF-8

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - ---—-

HTTP/

Date

Set-

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



158 TROUBLESHOOTING THE CRM ONDEMAND XML FILES

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender -
<SOAP-ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-instance" xmlns:xsd="http://www.w3.0rg/
2001/XMLSchema'><SOAP-ENV:Body><ns:ServiceRequestWS_ServiceRequestinsert_Output
xmIns:ns="urn:crmondemand/ws/servicerequest/'"><ListOfServiceRequest xmlns="urn:/
crmondemand/xml/servicerequest'><ServiceRequest><LastUpdated>09/28/2010 01:34:55</
LastUpdated><ServiceRequestld>AAPA-5CWQMP</ServiceRequestld><CreatedDate>09/28/2010
01:34:55</CreatedDate><Accountld>No Match Row ld</Accountld><Contactld/
><ExternalSystemld/><Integrationld>AAPA-5CWQMP</Integrationld><ModifiedBy>Dariush
Mojahed, 09/28/2010 01:34:55</ModifiedBy><ModifiedByld>AAPA-3S068N</

Modi FiedByld><ModifiedDate>09/28/2010 01:34:55</ModifiedDate><CreatedByld>AAPA-
3S068N</CreatedByld><CreatedBy>Dariush Mojahed, 09/28/2010 01:34:55</
CreatedBy><ListOfAttachment><Attachment><1d>AAPA-5CWQMR</ Id><SRId>AAPA-5CWQMP</
SRI1d><CreatedDate>09/28/2010 01:34:58</CreatedDate><CreatedByld>AAPA-3S068N</
CreatedByld><CreatedBy>Dariush Mojahed, 09/28/2010 01:34:58</CreatedBy><Modld>2</
Modld><ModifiedDate>09/28/2010 01:34:58</ModifiedDate><ModifiedByld>AAPA-3S068N</
Modi FiedByld><ModifiedBy>Dariush Mojahed, 09/28/2010 01:34:58</ModifiedBy></
Attachment></ListOfAttachment></ServiceRequest></ListOfServiceRequest></
ns:ServiceRequestWS_ServiceRequestlnsert_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

119934 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

119934 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Enter: HTTPSender::invoke

120059 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - XML
sent:

120059 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender - ----—-

120059 [http-8226-Processor25] DEBUG org.apache.axis.transport_http.HTTPSender - POST
/Services/Integration/ServiceRequest; jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbad£3420464b95. e3iRbxglLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: *"document/urn:crmondemand/ws/servicerequest/:ServiceRequestQueryPage™
Content-Length: 958

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/’ xmIns:xsd="http://www.w3.0rg/2001/XMLSchema"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-
instance''><soapenv:Body><ServiceRequestWS_ServiceRequestQueryPage Input xmlns=
"urn:crmondemand/ws/servicerequest/><UseChildAnd>false</
UseChildAnd><nsl:ListOfServiceRequest xmlns:nsl="urn:/crmondemand/xml/
servicerequest''><nsl:ServiceRequest><nsl:ServiceRequestld>= "AAPA-5CWQMP"</
nsl:ServiceRequestld><nsl:CreatedDate></nsl:CreatedDate><nsl:Subject></
nsl:Subject><nsl:Area></nsl:Area><nsl:ContactEmail></
nsl:ContactEmail><nsl:Contactld></nsl:Contactld><nsl:Description></
nsl:Description><nsl:ModifiedDate></nsl:ModifiedDate><nsl:Owner></
nsl:0wner><nsl:SRNumber></nsl:SRNumber><nsl:Cause></nsl:Cause><nsl:Status></
nsl:Status></nsl:ServiceRequest></nsl:ListOfServiceRequest></
ServiceRequestWS_ServiceRequestQueryPage_Input></soapenv:Body></soapenv:Envelope>
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HTTP/

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender
1.0 200 OK

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender
Tue, 28 Sep 2010 08:34:59 GMT

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Server Oracle-Application-Server-10g

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Content-Length 969

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbad£3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_.HTTPSender - P3P
CP=""CAO CUR ADM DEV TAIl PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE™

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-cache

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-store

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Pragma no-cache

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Type text/xml; charset=UTF-8

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - ----—-

Date

Set-

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
<SOAP-ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-instance" xmlns:xsd="http://www.w3.0rg/
2001/XMLSchema''><SOAP-ENV:Body><ns:ServiceRequestWS_ServiceRequestQueryPage Output
xmIns:ns="urn:crmondemand/ws/servicerequest/''><ns:LastPage>true</
ns:LastPage><ListOfServiceRequest xmIns="urn:/crmondemand/xml/
servicerequest'><ServiceRequest><ServiceRequestld>AAPA-5CWQMP</
ServiceRequestld><CreatedDate>09/28/2010 01:34:55</CreatedDate><Subject>test
attachment in 820</Subject><Area>Installation</Area><ContactEmail/><Contactld/
><Description>test</Description><ModifiedDate>09/28/2010 01:34:55</

Modi FiedDate><Owner/><SRNumber>480430-324013777</SRNumber><Cause>Unclear
Instructions</Cause><Status>0pen</Status></ServiceRequest></ListOfServiceRequest></
ns:ServiceRequestWS_ServiceRequestQueryPage Output></SOAP-ENV:Body></SOAP-
ENV:Envelope>

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

120371 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Enter: HTTPSender::invoke

120496 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - XML
sent:

120496 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-
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120496 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - POST
/Services/Integration/Activity;jsessionid=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbadf3420464b95. e3iRbxglLaNbOax4NaNeRb
xyKa40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: "document/urn:crmondemand/ws/activity/partner:Activity_Insert"
Content-Length: 880

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/* xmIns:xsd="http://www.w3.0rg/2001/XMLSchema"
xmIns:xsi="http://ww.w3.0rg/2001/XMLSchema-
instance''><soapenv:Body><ActivityNWS_Activity_Insert_Input xmlns="urn:crmondemand/ws/
activity/partner><nsl:ListOfActivity xmlns:nsl="urn:/crmondemand/xml/
activity'><nsl:Activity><nsl:CreatedDate>09/28/2010</
nsl:CreatedDate><nsl:CreatedBy>INQUIRA-DEV3/DMOJAHED</
nsl:CreatedBy><nsl:Description>Search History

1) test

Documents Viewed

)
</nsl:Description><nsl:Activity>Task</nsl:Activity><nsl:ServiceRequestNumber>480430-
324013777</nsl:ServiceRequestNumber><nsl:Status>Completed</
nsl:Status><nsl:Subject>Service Request Context</nsl:Subject><nsl:Type>Other</
nsl:Type></nsl:Activity></nsl:ListOfActivity></ActivityNWS_Activity_ Insert_Input></
soapenv:Body></soapenv:Envelope>

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_.HTTPSender - HTTP/
1.0 200 OK

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:34:59 GMT

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Server Oracle-Application-Server-10g

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Length 891

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Set-
Cookie JSESSIONID=
79ebbcd137679b86c18daf6c38labdb2f2bl46a44eal30dd7fbadf3420464b95 . e3iRbxgLaNbOax4NaNeRb
xyKa40; path=/Services; secure

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport_http.HTTPSender - P3P
CP=""CAO CUR ADM DEV TAIl PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE™

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-cache
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124855 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Cache-Control no-store

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender -
Pragma no-cache

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Connection close

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Type text/xml; charset=UTF-8

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
124855 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-

124871 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
<SOAP-ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-instance"” xmlns:xsd="http://www.w3.0rg/
2001/XMLSchema'><SOAP-ENV:Body><ns:ActivityNWS_Activity_Insert_Output xmlns:ns=
""'urn:crmondemand/ws/activity/partner''><ListOfActivity xmlns="urn:/crmondemand/xml/
activity'"><Activity><Activityld>AAPA-5CWQP3</Activityld><CreatedByld>AAPA-3S068N</
CreatedByld><CreatedDate>09/28/2010 01:34:59</CreatedDate><ModifiedByld>AAPA-3S068N</
ModifiedByld><ModifiedDate>09/28/2010 01:35:01</ModifiedDate><CreatedBy>Dariush
Mojahed, 09/28/2010 01:34:59</CreatedBy><ExternalSystemld/><Integrationld>AAPA-
5CWQP3</Integrationld><ModifiedBy>Dariush Mojahed, 09/28/2010 01:34:59</ModifiedBy></
Activity></ListOfActivity></ns:ActivityNWS_Activity_Insert_Output></SOAP-ENV:Body></
SOAP-ENV:Envelope>

124871 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

129558 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Enter: HTTPSender::invoke

129683 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - XML
sent:

129683 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-

129683 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - POST
/Services/Integration/ServiceRequest; jsessionid=
01cd44169F5c3c32aaa93158c6¢cF71246e835e406524a3aa221fa2334d9a8d05 . e3iRbxgLaNbOax4NaNeRb
xyKaiO; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: "document/urn:crmondemand/ws/servicerequest/:ServiceRequestQueryPage
Content-Length: 1874

<?xml version="1.0" encoding=""UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/" xmlns:xsd="http://www.w3.0rg/2001/XMLSchema™
xmIns:xsi="http://ww.w3.0rg/2001/XMLSchema-
instance''><soapenv:Body><ServiceRequestWS_ServiceRequestQueryPage Input xmlns=
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"urn:crmondemand/ws/servicerequest/''><UseChildAnd>false</UseChildAnd><PageSize>100</

PageSize><nsl:ListOfServiceRequest xmlns:nsl="urn:/crmondemand/xml/

servicerequest''><nsl:ServiceRequest><nsl:CreatedDate></nsl:CreatedDate><nsl:Subject></

nsl:Subject><nsl:AccountName></nsl:AccountName><nsl:Accountld></
nsl:Accountld><nsl:AccountLocation></nsl:AccountLocation><nsl:Area></
nsl:Area><nsl:ClosedTime></nsl:ClosedTime><nsl:ContactEmail></

nsl:ContactEmai I><nsl:ContactFirstName></nsl:ContactFirstName><nsl:ContactFul IName></

nsl:ContactFul IName><nsl:Contactld></nsl:Contactld><nsl:ContactLastName></
nsl:ContactLastName><nsl:CreatedByName></nsl:CreatedByName><nsl:Description></

nsl:Description><nsl:Ownerld></nsl:0Ownerld><nsl:0wner></nsl:Owner><nsl:Priority></

nsl:Priority><nsl:SRNumber>= "480430-324013777"</nsl:SRNumber><nsl:Cause></

nsl:Cause><nsl:Status></nsl:Status><nsl:ListOfActivity><nsl:Activity><nsl:Subject></

nsl:Subject><nsl:Type></nsl:Type><nsl:ServiceRequestld></
nsl:ServiceRequestld><nsl:Description></nsl:Description><nsl:CreatedByName></
nsl:CreatedByName><nsl:CreatedDate></nsl:CreatedDate><nsl:ModifiedDate></
nsl:ModifiedDate><nsl:Private></nsl:Private><nsl:CreatedBy></
nsl:CreatedBy><nsl:Activityld></nsl:Activityld></nsl:Activity></
nsl:ListOfActivity><nsl:ListOfAttachment><nsl:Attachment><nsl:Ild></
nsl:ld><nsl:FileNameOrURL></ns1:FileNameOrURL><nsl:FileExtension></
nsl:FileExtension></nsl:Attachment></nsl:ListOfAttachment></nsl:ServiceRequest></
nsl:ListOfServiceRequest><StartRowNum>0</StartRowNum></
ServiceRequestWS_ServiceRequestQueryPage Input></soapenv:Body></soapenv:Envelope>

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender -
1.0 200 OK

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender
Tue, 28 Sep 2010 08:35:08 GMT

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Server Oracle-Application-Server-10g

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Content-Length 1858

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cookie JSESSIONID=

HTTP/

Date

Set-

01cd44169f5c3c32aaa93158c6¢cf71246e835e406524a3aa221fa2334d9a8d05 - e3iRbxgLaNbOax4NaNeRb

xyKai0; path=/Services; secure

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
CP=""CAO CUR ADM DEV TAIl PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV
CNT STA PRE™

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-cache

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Cache-Control no-store

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Pragma no-cache

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Type text/xml; charset=UTF-8

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -

P3P
INT

ICONNECT FOR ORACLE CRM ON DEMAND INTEGRATION GUIDE ORACLE"



163 TROUBLESHOOTING THE CRM ONDEMAND XML FILES

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
<SOAP-ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/"
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-instance" xmlns:xsd="http://www.w3.0rg/
2001/XMLSchema' ><SOAP-ENV:Body><ns:ServiceRequestWS_ServiceRequestQueryPage Output
xmIns:ns="urn:crmondemand/ws/servicerequest/''><ns:LastPage>true</
ns:LastPage><ListOfServiceRequest xmlIns="urn:/crmondemand/xml/
servicerequest''><ServiceRequest><CreatedDate>09/28/2010 01:34:55</
CreatedDate><Subject>test attachment in 820</Subject><AccountName/><Accountld>No Match
Row ld</Accountld><AccountLocation/><Area>Installation</Area><ClosedTime/
><ContactEmai l/><ContactFirstName/><ContactFul IName> </ContactFul IName><Contactld/
><ContactLastName/><CreatedByName>INQUIRA-DEV3/DMOJAHED</
CreatedByName><Description>test</Description><Owner ld/><0wner/><Priority>1-ASAP</
Priority><SRNumber>480430-324013777</SRNumber><Cause>Unclear Instructions</
Cause><Status>0Open</Status><ListOfActivity><Activity><Subject>Service Request
Context</Subject><Type>0ther</Type><ServiceRequestld>AAPA-5CWQMP</
ServiceRequestld><Description>Search History

1) test

Documents Viewed

1
</Description><CreatedByName>INQUIRA-DEV3/DMOJAHED</CreatedByName><CreatedDate>09/28/
2010 01:34:59</CreatedDate><ModifiedDate>09/28/2010 01:35:01</
ModifiedDate><Private>N</Private><CreatedBy>Dariush Mojahed, 09/28/2010 01:34:59</
CreatedBy><Activityld>AAPA-5CWQP3</Activityld></Activity></
ListOfActivity><ListOfAttachment><Attachment><1d>AAPA-5CWQMR</
Id><FileNameOrURL>exception</FileNameOrURL><FileExtension>log</FileExtension></
Attachment></ListOfAttachment></ServiceRequest></ListOfServiceRequest></
ns:ServiceRequestWS_ServiceRequestQueryPage_ Output></SOAP-ENV:Body></SOAP-
ENV:Envelope>

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

130074 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Enter: HTTPSender::invoke

130199 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - XML
sent:

130199 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-

130199 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - POST
/Services/Integration/CustomObjectl; jsessionid=
01cd44169F5c3c32aaa93158c6cF71246e835e406524a3aa221fa2334d9a8d05 . e3iRbxgLaNbOax4NaNeRb
xyKaiO; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: "document/urn:crmondemand/ws/customobjectl/:CustomObjectlQueryPage"
Content-Length: 1066
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<?xml version="1.0" encoding=""UTF-8"?><soapenv:Envelope xmlns:soapenv="http://
schemas.xmlsoap.org/soap/envelope/* xmIns:xsd="http://www.w3.0rg/2001/XMLSchema""
xmIns:xsi="http://www.w3.0rg/2001/XMLSchema-
instance''><soapenv:Body><CustomObjectlWS_CustomObjectlQueryPage_lnput xmlns=
"urn:crmondemand/ws/customobjectl/""><UseChi ldAnd>false</UseChi ldAnd><PageSize>100</
PageSize><nsl:ListOfCustomObjectl xmlns:nsl="urn:/crmondemand/xml/
customobjectl'><nsl:CustomObjectl><nsl:ExternalSystemld></
nsl:ExternalSystemld><nsl:Name>= "480430-324013777"</
nsl:Name><nsl:ServiceRequestNumber>= "480430-324013777"</
nsl:ServiceRequestNumber><nsl:CustomText0></nsl:CustomText0><nsl:CustomTextl></
nsl:CustomTextl><nsl:CustomText2></nsl:CustomText2><nsl:CustomText30></
nsl:CustomText30><nsl:CustomText31l></nsl:CustomText3l><nsl:CustomText32></
nsl:CustomText32><nsl:CustomText33></nsl:CustomText33><nsl:CustomText34></
nsl:CustomText34></nsl:CustomObjectl></nsl:ListOfCustomObjectl><StartRowNum>0</
StartRowNum></CustomObjectlWS_CustomObjectlQueryPage_ Input></soapenv:Body></
soapenv:Envelope>

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender
1.0 200 OK

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender
Tue, 28 Sep 2010 08:35:09 GMT

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Server Oracle-Application-Server-10g

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Length 529

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender
Cookie JSESSIONID=
01cd44169f5c3c32aaa93158c6¢cf71246e835e406524a3aa221fa2334d9a8d05 .. e3iRbxgLaNbOax4NaNeRb
xyKai0; path=/Services; secure

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - P3P
CP="CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE™

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Cache-Control no-cache

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport._http.HTTPSender -
Cache-Control no-store

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Pragma no-cache

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport._http_HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Content-Type text/xml; charset=UTF-8

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender -
XML received:
130308 [http-8226-Processor25] DEBUG org.apache.axis.transport_http_HTTPSender - ----—-

HTTP/

Date

Set-

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
<SOAP-ENV:Envelope xmlns:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/"
xmIns:xsi="http://www._.w3.0rg/2001/XMLSchema-instance"” xmlns:xsd="http://www.w3.0rg/
2001/XMLSchema'><SOAP-ENV :Body><ns:CustomObjectlWS_CustomObjectlQueryPage_Output
xmIns:ns=""urn:crmondemand/ws/customobjectl/"><ns:LastPage>true</
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ns:LastPage><ListOfCustomObjectl xmlns="urn:/crmondemand/xml/customobjectl”/></
ns:CustomObjectlWS_CustomObjectlQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

Runtime Axis Log

523421 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

523608 [Consumer-questions-0] DEBUG org.apache.axis.transport_http.HTTPSender - XML
sent:

523608 [Consumer-questions-0] DEBUG org.apache.axis.transport_http.HTTPSender - ---———-

523608 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/CustomObjectl;jsessionid=
017753e084cb26537e037b8d02127c6¢c72a7673961b2F0da58540d87880Fe534 . e3iRbxgLaNbOax4NaNeRb
xyKai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control : no-cache

Pragma: no-cache

SOAPAction: ?document/urn:crmondemand/ws/customobjectl/:CustomObjectlQueryPage?

Content-Length: 1066

<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www._w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><CustomObjectlWS_CustomObjectlQueryPage_lnput xmlns=
?urn:crmondemand/ws/customobjectl/?><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><nsl:ListOfCustomObjectl xmlns:nsl=?urn:/crmondemand/xml/
customobjectl?><nsl:CustomObjectl><nsl:ExternalSystemld></
nsl:ExternalSystemld><nsl:Name>= ?480430-3199791387</
nsl:Name><nsl:ServiceRequestNumber>= ?480430-3199791387?</
nsl:ServiceRequestNumber><nsl:CustomText0></nsl:CustomTextO><nsl:CustomTextl></
nsl:CustomTextl><nsl:CustomText2></nsl:CustomText2><nsl:CustomText30></
nsl:CustomText30><nsl:CustomText31></nsl:CustomText31><nsl:CustomText32></
nsl:CustomText32><nsl:CustomText33></nsl:CustomText33><nsl:CustomText34></
nsl:CustomText34></nsl:CustomObjectl></nsl:ListOfCustomObjectl><StartRowNum>0</
StartRowNum></CustomObjectlWS_CustomObjectlQueryPage Input></soapenv:Body></
soapenv:Envelope>

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http_HTTPSender - HTTP/
1.0 200 OK

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 04:54:21 GMT

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http_HTTPSender - Server
Oracle-Application-Server-10g
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523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http_HTTPSender -
Content-Length 529

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http.HTTPSender - Set-
Cookie JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880Fe534 . e3iRbxgLaNbOax4NaNeRb
xyKai0; path=/Services; secure

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http_HTTPSender - P3P
CP=?CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT
CNT STA PRE?

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-cache

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-store

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma
no-cache

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender -
Expires Thu, 01 Jan 1970 00:00:00 GMT

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http_HTTPSender -
Connection close

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http_HTTPSender -
Content-Type text/xml; charset=UTF-8

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport_http.HTTPSender - --——-—-

523733 [Consumer-questions-0] DEBUG org.apache.axis.transport_http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www.w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:CustomObjectlWS_CustomObjectlQueryPage_Output xmlns:ns=
?urn:crmondemand/ws/customobjectl/?><ns:LastPage>true</
ns:LastPage><ListOfCustomObjectl xmlns=?urn:/crmondemand/xml/customobjectl?/></
ns:CustomObjectlWS_CustomObjectlQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

523733 [Consumer-questions-0] DEBUG org.apache.axis.transport_http_HTTPSender - Exit:
HTTPDispatchHandler: : invoke

560670 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Enter:
HTTPSender: : invoke

560826 [Consumer-default-3] DEBUG org.apache.axis.transport_http_.HTTPSender - XML
sent:

560826 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—-————-—-

560826 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/CustomObjectl; jsessionid=
4115a4567b5264fed459ae26b60a6F3e8353324b8ca83e26b552677016ad5d5¢ - e3iRbxgLaNbOax4NaNeRb
xyKayO; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8
Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com
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Cache-Control: no-cache
Pragma: no-cache
SOAPAction: ?document/urn:crmondemand/ws/customobjectl/:CustomObjectlQueryPage?

Content-Length: 1066

<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www_w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><CustomObjectlWS_ CustomObjectlQueryPage_Input xmlns=
?urn:crmondemand/ws/customobjectl/?><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><nsl:ListOfCustomObjectl xmlns:nsl=?urn:/crmondemand/xml/
customobjectl?><nsl:CustomObjectl><nsl:ExternalSystemld></
nsl:ExternalSystemld><nsl:Name>= ?480430-3199791387</
nsl:Name><nsl:ServiceRequestNumber>= ?480430-3199791387</
nsl:ServiceRequestNumber><nsl:CustomText0></nsl:CustomTextO><nsl:CustomTextl></
nsl:CustomTextl><nsl:CustomText2></nsl:CustomText2><nsl:CustomText30></
nsl:CustomText30><nsl:CustomText31></nsl:CustomText31><nsl:CustomText32></
nsl:CustomText32><nsl:CustomText33></nsl:CustomText33><nsl:CustomText34></
nsl:CustomText34></nsl:CustomObjectl></nsl:ListOfCustomObjectl><StartRowNum>0</
StartRowNum></CustomObjectlWS_CustomObjectlQueryPage_ Input></soapenv:Body></
soapenv:Envelope>

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Date
Tue, 28 Sep 2010 04:54:58 GMT

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Server
Oracle-Application-Server-10g

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 529

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Set-
Cookie JSESSIONID=
4f15a4567b5264fed459ae26b60a6F3e8353324b8ca83e26b552677016ad5d5c - e3iRbxgLaNbOax4NaNeRb
xyKay0; path=/Services; secure

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
?CAO0 CUR ADM DEV TAIl PSA PSD 1VDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE?

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-cache

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-store

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Pragma
no-cache

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http_HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
Connection close

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-

Type text/xml; charset=UTF-8
560920 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
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XML received:

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—-————-—-

560935 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www.w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:CustomObjectlWS_CustomObjectlQueryPage_Output xmlns:ns=
?urn:crmondemand/ws/customobjectl/?><ns:LastPage>true</
ns:LastPage><ListOfCustomObjectl xmlns=?urn:/crmondemand/xml/customobjectl?/></
ns:CustomObjectlWS_CustomObjectlQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

560935 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

561014 [Consumer-default-3] DEBUG org.apache.axis.transport_http_HTTPSender - Enter:
HTTPSender: : invoke

561139 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - XML
sent:

561139 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————-—-

561139 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/CustomObjectl;jsessionid=
017753e084ch26537e037b8d02127c6c72a7673961b2F0da58540d87880Fe534 . e3i1RbxgLaNbOax4NaNeRb
xyKaiO; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: ?document/urn:crmondemand/ws/customobjectl/:CustomObjectlQueryPage?

Content-Length: 697

<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www.w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><CustomObjectlWS_CustomObjectlQueryPage_lnput xmlns=
?urn:crmondemand/ws/customobjectl/?><UseChi ldAnd>false</
UseChildAnd><nsl:ListOfCustomObjectl xmIns:nsl=?urn:/crmondemand/xml/
customobjectl?><nsl:CustomObjectl><nsl:ExternalSystemld>= ?2410371008?</
nsl:ExternalSystemld><nsl:ServiceRequestNumber>= ?480430-3199791387</
nsl:ServiceRequestNumber></nsl:CustomObjectl></nsl:ListOfCustomObjectl></
CustomObjectlWS_CustomObjectlQueryPage Input></soapenv:Body></soapenv:Envelope>

561639 [Consumer-default-3] DEBUG org.apache.axis.transport._http_HTTPSender - HTTP/1.0
200 OK

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Date
Tue, 28 Sep 2010 04:54:59 GMT

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g
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561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http_HTTPSender - Content-
Length 529

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-
Cookie JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880Fe534 . e3iRbxgLaNbOax4NaNeRb
xyKai0; path=/Services; secure

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - P3P CP=
?CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE?

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender
Control no-cache

Cache-

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-store

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Pragma
no-cache

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender
Thu, 01 Jan 1970 00:00:00 GMT

Expires

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
Connection close

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender Content-

Type text/xml; charset=UTF-8
561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————-—-

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www.w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:CustomObjectlWS_CustomObjectlQueryPage_Output xmlns:ns=
?urn:crmondemand/ws/customobjectl/?><ns:LastPage>true</
ns:LastPage><ListOfCustomObjectl xmlns=?urn:/crmondemand/xml/customobjectl?/></
ns:CustomObjectlWS_CustomObjectlQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - EXxit:
HTTPDispatchHandler: : invoke

561639 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Enter:
HTTPSender: : invoke

561764 [Consumer-default-3] DEBUG org.apache.axis.transport_http_.HTTPSender - XML
sent:

561764 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—-————-—-

561764 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/CustomObjectl; jsessionid=
017753e084chb26537e037b8d02127c6c72a7673961b2F0da58540d87880fFe534 . e3iRbxgLaNbOax4NaNeRb
xyKai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8
Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com
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Cache-Control: no-cache
Pragma: no-cache
SOAPAction: ?document/urn:crmondemand/ws/customobjectl/:CustomObjectlinsert?

Content-Length: 1331

<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www_w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><CustomObjectlWS_ CustomObjectllnsert_Input xmlns=
?urn:crmondemand/ws/customobjectl/?><nsl:ListOfCustomObjectl xmlns:nsl=?urn:/
crmondemand/xml/customobjectl?><nsl:CustomObjectl><nsl:ExternalSystemld>2410371008</
nsl:ExternalSystemld><nsl1:Name>480430-319979138</
nsl:Name><nsl:ServiceRequestNumber>480430-319979138</
nsl:ServiceRequestNumber><nsl:CustomTextO>http://www.augmentum.com/who-we-are/
executive-team</nsl:CustomTextO><nsl:CustomTextl>He has played key roles in the
development of the PC, enterprise software and semiconductor industries. Most recently,
he served as president of ASE Group, a provider of IC test and packaging services,
having held roles as Chairman and CEO of Walker Inte</
nsl:CustomTextl><nsl:CustomText2>Augmentum | Executive Team</
nsl:CustomText2><nsl:CustomText30></nsl:CustomText30><nsl:CustomText31>HTML</
nsl:CustomText31><nsl:CustomText32></nsl:CustomText32><nsl:CustomText33></
nsl:CustomText33><nsl:CustomText34>09/27/2010 09:54:56</nsl:CustomText34></
nsl:CustomObjectl></nsl:ListOfCustomObjectl></
CustomObjectlWS_CustomObjectllnsert_Input></soapenv:Body></soapenv:Envelope>

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http_HTTPSender - HTTP/1.0
200 OK

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Date
Tue, 28 Sep 2010 04:54:59 GMT

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Server
Oracle-Application-Server-10g

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http_HTTPSender - Content-
Length 950

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-
Cookie JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2F0da58540d87880Fe534 . e3iRbxgLaNbOax4NaNeRb
xyKai0; path=/Services; secure

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - P3P CP=
?CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE?

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-cache

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-store

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Pragma
no-cache

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
Connection close
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562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http_HTTPSender - Content-
Type text/xml; charset=UTF-8

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————-—-

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www.w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:CustomObjectlWS CustomObjectllnsert_Output xmlns:ns=
?urn:crmondemand/ws/customobjectl/?><ListOfCustomObjectl xmlns=?urn:/crmondemand/xml/
customobjectl?><CustomObjectl><Integrationld>AAPA-5CVJI6H</
Integrationld><CreatedBy>Dariush Mojahed, 09/27/2010 21:54:59</
CreatedBy><CreatedByld>AAPA-3S068N</CreatedByld><CreatedDate>09/27/2010 21:54:59</
CreatedDate><CustomObjectl Id>AAPA-5CVI6H</
CustomObjectlld><ExternalSystemld>2410371008</ExternalSystemld><ModifiedBy>Dariush
Mojahed, 09/27/2010 21:54:59</ModifiedBy><ModifiedByld>AAPA-3SO068N</
ModiFiedByld><ModifiedDate>09/27/2010 21:54:59</ModifiedDate></CustomObjectl></
ListOfCustomObjectl></ns:CustomObjectlWS_CustomObjectllInsert Output></SOAP-ENV:Body></
SOAP-ENV:Envelope>

562763 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - EXxit:
HTTPDispatchHandler: : invoke

563045 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Enter:
HTTPSender: : invoke

563170 [Consumer-default-3] DEBUG org.apache.axis.transport_http_.HTTPSender - XML
sent:

563170 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—-————-—-

563170 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/Activity;jsessionid=
017753e084chb26537e037b8d02127c6c72a7673961b2F0da58540d87880Fe534 . e3iRbxgLaNbOax4NaNeRb
xyKai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: ?document/urn:crmondemand/ws/activity/partner:Activity_Insert?

Content-Length: 874

<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www_w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><ActivityNWS_Activity_Insert_Input xmlns=?urn:crmondemand/ws/
activity/partner?><nsl:ListOfActivity xmlns:nsl=?urn:/crmondemand/xml/
activity?><nsl:Activity><nsl:CreatedDate>09/27/2010</
nsl:CreatedDate><nsl:CreatedBy>INQUIRA-DEV3/DMOJAHED</nsl:CreatedBy><nsl:Description>1
Answers have been Linked to the Service Request</nsl:Description><nsl:Activity>Task</
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nsl:Activity><nsl:ServiceRequestNumber>480430-319979138</
nsl:ServiceRequestNumber><nsl:Status>Completed</nsl:Status><nsl:Subject>1 Answers
Linked</nsl:Subject><nsl:Type>0ther</nsl:Type></nsl:Activity></nsl:ListOfActivity></
ActivityNWS_Activity_Insert_Input></soapenv:Body></soapenv:Envelope>

563435 [Consumer-default-3] DEBUG org.apache.axis.transport._http_HTTPSender - HTTP/1.0
200 OK

563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Date
Tue, 28 Sep 2010 04:55:01 GMT

563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Server
Oracle-Application-Server-10g

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 891

563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Set-
Cookie JSESSIONID=
017753e084ch26537e037b8d02127c6¢c72a7673961b2F0da58540d87880Fe534 . e3i1RbxqLaNbOax4NaNeRb
xyKai0; path=/Services; secure

563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - P3P CP=
?CAO0 CUR ADM DEV TAIl PSA PSD 1VDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE?

563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-cache

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-store

563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Pragma
no-cache

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-

Type text/xml; charset=UTF-8
563435 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
XML received:

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————--

563451 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www.w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:ActivityNWS_Activity_Insert_Output xmlns:ns=
?urn:crmondemand/ws/activity/partner?><ListOfActivity xmlns=?urn:/crmondemand/xml/
activity?><Activity><Activityld>AAPA-5CVJI6M</Activityld><CreatedByld>AAPA-3S068N</
CreatedByld><CreatedDate>09/27/2010 21:55:01</CreatedDate><ModifiedByld>AAPA-3SO068N</
Modi FiedByld><ModifiedDate>09/27/2010 21:55:01</ModifiedDate><CreatedBy>Dariush
Mojahed, 09/27/2010 21:55:01</CreatedBy><ExternalSystemld/><Integrationld>AAPA-
5CVvJ6M</Integrationld><ModifiedBy>Dariush Mojahed, 09/27/2010 21:55:01</ModifiedBy></
Activity></ListOfActivity></ns:ActivityNWS_Activity_lInsert_Output></SOAP-ENV:Body></
SOAP-ENV:Envelope>

563451 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke
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563607 [Consumer-default-3] DEBUG org.apache.axis.transport_http_HTTPSender - Enter:
HTTPSender: : invoke

563732 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent:

563732 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————-—-

563732 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/ServiceRequest;jsessionid=
017753e084ch26537e037b8d02127c6¢c72a7673961b2F0da58540d87880Fe534 . e3i1RbxgLaNbOax4NaNeRb
xyKaiO; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: ?document/urn:crmondemand/ws/servicerequest/:ServiceRequestUpdate?

Content-Length: 653

<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www.w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><ServiceRequestWS_ServiceRequestUpdate_Input xmlns=
?urn:crmondemand/ws/servicerequest/?><nsl:ListOfServiceRequest xmlns:nsl=?urn:/
crmondemand/xml/servicerequest?><nsl:ServiceRequest><nsl:SRNumber>480430-319979138</
nsl:SRNumber><nsl:Status>0pen</nsl:Status><nsl:CustomBoolean0>Y</nsl:CustomBoolean0></
nsl:ServiceRequest></nsl:ListOfServiceRequest></
ServiceRequestWS_ServiceRequestUpdate_Input></soapenv:Body></soapenv:Envelope>

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http_HTTPSender - HTTP/1.0
200 OK

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Date
Tue, 28 Sep 2010 04:55:01 GMT

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Server
Oracle-Application-Server-10g

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1071

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Set-
Cookie JSESSIONID=
017753e084ch26537e037b8d02127c6¢c72a7673961b2F0da58540d87880Fe534 . e3i1RbxgLaNbOax4NaNeRb
xyKai0; path=/Services; secure

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - P3P CP=
?CAO CUR ADM DEV TAIl PSA PSD 1VDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE?

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-cache

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-store
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564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Pragma
no-cache

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
Connection close

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http_HTTPSender - Content-
Type text/xml; charset=UTF-8

564279 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
XML received:

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————--

564295 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www.w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:ServiceRequestWS_ServiceRequestUpdate Output xmlns:ns=
?urn:crmondemand/ws/servicerequest/?><ListOfServiceRequest xmlIns=?urn:/crmondemand/
xml/servicerequest?><ServiceRequest><LastUpdated>09/27/2010 21:55:02</
LastUpdated><ServiceRequestld>AAPA-5AI9HE</ServiceRequestld><CreatedDate>09/21/2010
03:09:55</CreatedDate><Accountld>No Match Row ld</Accountld><Contactld>AAPA-5A13NK</
Contactld><ExternalSystemld/><Integrationld>AAPA-5AI9HE</
Integrationld><ModifiedBy>Dariush Mojahed, 09/27/2010 21:55:02</

Modi FiedBy><ModifiedByld>AAPA-3S068N</Modi fFiedByld><ModifiedDate>09/27/2010 21:55:02</
Modi fFiedDate><CreatedByld>AAPA-3S068N</CreatedByld><CreatedBy>Dariush Mojahed, 09/21/
2010 03:09:55</CreatedBy></ServiceRequest></ListOfServiceRequest></
ns:ServiceRequestWS_ServiceRequestUpdate_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

564295 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - EXxit:
HTTPDispatchHandler: : invoke

564357 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Enter:
HTTPSender: : invoke

564482 [Consumer-default-3] DEBUG org.apache.axis.transport_http_.HTTPSender - XML
sent:

564482 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—-————-—-

564482 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - POST /
Services/Integration/CustomObjectl; jsessionid=
4115a4567b5264fed459ae26b60a6F3e8353324b8ca83e26b552677016ad5d5¢ - e3iRbxgLaNbOax4NaNeRb
xyKayO; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: ?document/urn:crmondemand/ws/customobjectl/:CustomObjectlQueryPage?

Content-Length: 1066
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<?xml version=?1.0? encoding=?UTF-8??><soapenv:Envelope xmlns:soapenv=?http://
schemas.xmlsoap.org/soap/envelope/? xmlns:xsd=?http://www.w3.0rg/2001/XMLSchema?
xmIns:xsi=?http://www.w3.0rg/2001/XMLSchema-
instance?><soapenv:Body><CustomObjectlWS CustomObjectlQueryPage_Input xmlns=
?urn:crmondemand/ws/customobjectl/?><UseChi ldAnd>false</UseChi ldAnd><PageSize>100</
PageSize><nsl:ListOfCustomObjectl xmlns:nsl=?urn:/crmondemand/xml/
customobjectl?><nsl:CustomObjectl><nsl:ExternalSystemld></
nsl:ExternalSystemld><nsl:Name>= ?480430-3199791387</
nsl:Name><nsl:ServiceRequestNumber>= ?480430-3199791387</
nsl:ServiceRequestNumber><nsl:CustomText0></nsl:CustomText0><nsl:CustomTextl></
nsl:CustomTextl><nsl:CustomText2></nsl:CustomText2><nsl:CustomText30></
nsl:CustomText30><nsl:CustomText31></nsl:CustomText31><nsl:CustomText32></
nsl:CustomText32><nsl:CustomText33></nsl:CustomText33><nsl:CustomText34></
nsl:CustomText34></nsl:CustomObjectl></nsl:ListOfCustomObjectl><StartRowNum>0</
StartRowNum></CustomObjectlWS_CustomObjectlQueryPage_ Input></soapenv:Body></
soapenv:Envelope>

564560 [Consumer-default-3] DEBUG org.apache.axis.transport._http_HTTPSender - HTTP/1.0
200 OK

564560 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Date
Tue, 28 Sep 2010 04:55:02 GMT

564560 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Server
Oracle-Application-Server-10g

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1276

564560 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Set-
Cookie JSESSIONID=
4f15a4567b5264fed459ae26b60a613e8353324h8ca83e26b552677016ad5d5¢ - e3iRbxgLaNbOax4NaNeRb
xyKay0; path=/Services; secure

564560 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - P3P CP=
?CAO CUR ADM DEV TAIl PSA PSD 1VDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT
STA PRE?

564560 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Cache-
Control no-cache

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-store

564560 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - Pragma
no-cache

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-

Type text/xml; charset=UTF-8
564576 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender -
XML received:

564576 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - -—————-—-

564576 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=?http://schemas.xmlsoap.org/soap/envelope/? xmlns:xsi=
?http://www._w3.0rg/2001/XMLSchema-instance? xmlns:xsd=?http://www.w3.0rg/2001/
XMLSchema?><SOAP-ENV:Body><ns:CustomObjectlWS_ CustomObjectlQueryPage_Output xmlns:ns=
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?urn:crmondemand/ws/customobjectl/?><ns:LastPage>true</
ns:LastPage><ListOfCustomObjectl xmlns=?urn:/crmondemand/xml/
customobjectl?><CustomObjectl><ExternalSystemld>2410371008</
ExternalSystemld><Name>480430-319979138</Name><ServiceRequestNumber>480430-319979138</
ServiceRequestNumber><CustomTextO>http://www.augmentum.com/who-we-are/executive-team</
CustomTextO><CustomTextl>He has played key roles in the development of the PC,
enterprise software and semiconductor industries. Most recently, he served as president
of ASE Group, a provider of IC test and packaging services, having held roles as
Chairman and CEO of Walker Inte</CustomTextl><CustomText2>Augmentum | Executive Team</
CustomText2><CustomText30/><CustomText31>HTML</CustomText31><CustomText32/
><CustomText33/><CustomText34>09/27/2010 09:54:56</CustomText34></CustomObjectl></
ListOfCustomObjectl></ns:CustomObjectlWS_CustomObjectlQueryPage_Output></SOAP-
ENV:Body></SOAP-ENV:Envelope>

564576 [Consumer-default-3] DEBUG org.apache.axis.transport_http.HTTPSender - EXxit:
HTTPDispatchHandler: : invoke
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APPENDIX C

Crawler Support for Multiple
Web Applications

This appendix contains information on customizing the crawler URL Builder to support multiple web
applications.

Customizing the Crawler URL Builder

A search collection which is crawling Information Manager content includes the configuration of a URL
Builder and a Prefix for the URL which identifies the specific web application name to display search
results.

For example the following configuration parameters for an Information Manager collection enable the
display of Information Manager content as search results in InfoCenter on the Company support system.

Parameter Value
URL Builder IMURLBuilder
Protocol http

Host company.inquira.com

Port

Prefix /support/index?page=content&id=
Suffix &actp=search

The Prefix identifies the web application named support.

Multiple Web Applications

In the case that there are multiple web applications returning the content as search results then the Prefix
specified for the collection cannot be specific to one web application. For example, in the case of the two
web applications used with the integration to CRMOD, iConnect and SSP, the crawled content must
display in either web application. In this case, a web application name variable must be provided in the
Prefix. The specific variable is {instanceContext}. The parameters for the IM collection then change
to the following:

Parameter Value
URL Builder IMURLBuilder
Protocol http

Host company.inquira.com
Port
Prefix /{instanceContext}/index?page=content&id=

Suffix &actp=search
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The {instanceContext} is replaced when the URL is built as part of the search response. When the
content is displayed in the iConnect web application, the URL includes the name iConnect to identify the
path to the iConnect web application. When the content is displayed in the SSP web application, the URL
includes the name SSP to identify the path to the SSP web application. The content detail pages differ in
the iConnect and SSP web applications.
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