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PREFACE

About This Guide

This guide provides detailed instructions and supporting information for installing and configuring Oracle
Knowledge iConnect for Siebel Contact Center 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
iConnect for Siebel Contact Center with an Oracle Knowledge application and a supported Siebel CRM
application.

This preface includes information on:
* “In This Guide” - The general organization of this guide.
« “Screen and Text Representations”

* “References to World Wide Web Resources”

In This Guide

The Oracle Knowledge iConnect for Siebel Contact Center Integration Guide is divided into the following
sections:

Chapter 1, Oracle This chapter describes Oracle Knowledge iConnect for Siebel Con-
Knowledge iConnect for tact Center installation, installed directories and files, product compo-
Siebel Contact Center nents, and the integration process.
Chapter 2, Configuration This chapter provides an overview of the different ways iConnect can
Scenarios be configured to interoperate with Siebel CRM applications.
Chapter 3, Deploying This chapter describes how to import and deploy the iConnect com-
iConnect in a Siebel ponents into the Siebel environment using Siebel Tools.
Environment
Chapter 4, Configuring This chapter describes how to configure the iConnect components
Content Integration that make Oracle Knowledge application available to the Siebel
application.

Chapter 5, Configuring Data This chapter describes how to configure the data transfer between
Integration the Oracle Knowledge application and the Siebel application.

Chapter 6, Configuring the  This chapter describes how to adjust the height of the search results
iConnect Integrated User frame within the Siebel application.
Interface

Appendix A, Deploying This appendix discusses the Content Converter Style Sheet, the
Intelligent Search for Siebel Runtime Event, and the Web Services.

Appendix B, Configuring This appendix discusses the Siebel Content Acquisition and Presen-
Oracle Knowledge Content tation and provides information on configuring a Siebel crawler.

Processing

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE"



SCREEN AND TEXT REPRESENTATIONS

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.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



CHAPTER 1

Oracle Knowledge iConnect for
Siebel Contact Center

The Oracle Knowledge iConnect for Siebel Contact Center provides a complete intelligent search interface that
enables contact center agents to quickly and easily find accurate answers to customer inquiries from within
their Siebel dashboard.

iConnect for Siebel Contact Center leverages Oracle Knowledge’s patented Intelligent Search technology to
find exact answers to inquiries based on their meaning, and to search unstructured content, structured data
sources and transactional business applications in parallel. The Oracle Knowledge technology can
automatically incorporate customer context, call context, and CRM contextual information in the search for
answers to customer inquiries.

iConnect for Siebel Contact Center user interface is embedded within the CRM desktop, designed to maximize
agent productivity and minimize keystrokes, improving call resolution rates. The answers are more than just
mere links to source content; they also include relevant excerpts that have a high probability of answering the
inquiry based on their intent.

iConnect for Siebel Contact Center significantly streamlines the call wrap-up process by automatically
providing embedded links to associate the right enterprise knowledge with each service request resolution
task.

Integration Requirements and Supported Applications

The following table lists the requirements and supported applications for the iConnect for Siebel Contact
Center for Oracle Knowledge integration:

Oracle Knowledge Requirements Supported Siebel Products
The following Oracle Knowledge products are One of the following supported Siebel products:
required: « Siebel Call Center 7.8
« Complete and configured Oracle Knowledge | « Siebel Call Center 8.0
8.1.3, or higher, installation « Siebel Call Center 8.1

* iConnect for Siebel Contact Center 8.1.3

Siebel integration with Oracle Knowledge requires a complete and configured Oracle Knowledge installation,
as well as the installed and deployed iConnect for Siebel Contact Center software components.

You must access Siebel Tools to import the Siebel Import Files (.sif) containing the Oracle Knowledge-supplied
Siebel components, including the Project and Workflow for content access integration, as well as integration
Applets and associated Business Components used for application user interface integration.

See the Oracle Knowledge Platform and Language Requirements for complete information on supported
platforms and databases. The document is available at:

https://documentation. inquira.com.
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4 ICONNECT FOR SIEBEL CONTACT CENTER

Terminology
Throughout this guide, the following terms are used:

Term Description

Siebel Import File This refers specifically to the files imported into the Siebel application to activate an
(SIF) integration with another application and have the .sif file extension.

Siebel Repository File | This refers specifically to the files used by the Siebel repository and have the .srf file
(SRF) extension.

integration files This term refers collectively to all of the necessary files to implement the iConnect
for Siebel application in the Siebel CRM environment.

iConnect for Siebel Contact Center Installation

To install the iConnect for Siebel Contact Center, access the Oracle Knowledge release download site. Under
the Platform: All heading, click Siebel Files.

Download the following files for your platform and Siebel version:

Platform Siebel File
Windows Siebel-7.8.zip
Siebel-8.0.zip
Siebel-8.1.zip

UNIX/LINUX Siebel-7.8.tar.gz
Siebel-8.0.tar.gz
Siebel-8.1.tar.gz

Open the Siebel-X.x.zip file and extract the contents to:

<InQuira homes\archive\siebel

* You may need to create the siebel directory when extracting the files.

The iConnect for Siebel Contact Center file extraction creates the following directory structure in Windows:

\cca
\DataMaps
\SIF
\WebService
\WebTemplate
\Workflows!
\Wsd1?!

\CRAWLER
\DataMaps
\RunTimeEvents
\SIF
\WebService
\Workflows®
\Wsd1?!

\xsl

1. Workflows supporting the iConnect for Siebel Contact Center for Siebel versions 8.0 and 8.1 are
included as part of SIF files and are imported into Siebel Tools during the SIF import process. Therefore,
the iConnect for Siebel contact center file extraction does not create separate directories for workflow
processes. The separate workflow directories as mentioned in the directory structure above will be cre-
ated with iConnect for Siebel Contact Center for Siebel version 7.8 only.
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ICONNECT FOR SIEBEL CONTACT CENTER

iConnect for Siebel Contact Center Installation Directories

The following tables describe the installation directories and files for iConnect for Siebel Contact Center.

The Siebel directory contains the following sub-directories and files:

Directory Description

CCA This directory contains the iConnect for Siebel Contact Center components.

CRAWLER This directory contains the iConnect for Siebel Contact Center components. See
Appendix B, “Configuring Oracle Knowledge Content Processing.” for more information
on the Siebel crawler.

xsl This directory contains the standard content converter stylesheets which you copy to

the Oracle Knowledge application and the web server.

main.xsl
sr_transformation.xsl

The CCA directory contains the following iConnect for Siebel Contact Center directories and files:

Directory Description
DataMaps This directory contains two files which are used in the data integration process.
InQuiraLinkUnlinkSRDM.XML
InQuiraSRLinkedAnswersDM.XML
SIF This directory contains the Siebel Import File for the iConnect for Siebel Contact
Center.
InQuiraProject.sif
You import this file into the Siebel environment during the deployment process.
WebService This directory contains the webservices file:

InQuiraSRLinkedAnswers .XML

WebTemplate

This directory contains the Oracle Knowledge search applet,
InquiraSearchApplet.swt, for deployment in the Siebel environment.

Workflows

The directory contains the workflows which must be imported into Siebel 7.8:

InQuiraGetSRLinkedAnswers
InQuiraLinkUnlinkAdapter

Note: This directory appears only in the siebel-7.8.zip or siebel-
7.8.tar.gz files.

Wsdl

This directory contains the WSDL (Web Services Description Language) files which
must be imported into Siebel 7.8 to link answers.

InQuiraSR Linked Answers.WSDL
InQuiraSRLinkedAnswers InQuira SR Linked Answers.WSDL.xml

Note: This directory appears only in the siebel-7.8.zip or siebel-
7.8.tar.gz files.
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6 ICONNECT FOR SIEBEL CONTACT CENTER

The CRAWLER directory contains the following iConnect for Siebel Contact Center files:

File Description

DataMaps This directory contains the datamap file:

InQuiraSRDetails.XML

RunTimeEvents | This directory contains the runtime event file:
RTE.xml

SIF This directory contains the Siebel Integration File, which is imported into the Siebel
environment during the deployment process:

InQuiraCrawlerProject.sif

WebService This directory contains the webservices file:

InQuiraCrawler .XML

Workflow This directory contains the packaged workflow processes that you deploy within the
Siebel environment that locate the Integration Objects and write the associated data
to XML files for access by the configured Oracle Knowledge Siebel crawlers.

The following workflow processes are for Siebel 7.8:

InQuiraCleanUpTransCrawlRecord
InQuiraCrawlerFullGet
InQuiraCrawlerGetSRDetails
InQuiraCrawlerPartialGe
InQuiraInsertTransCrawlRecord
InQuiraMainTransCrawlRecord

Note: This directory appears only in the siebel-7.8.zip or siebel-
7.8.tar.gz files

Wsdl This directory contains the WSDL (Web Services Description Language) files that
must be imported into Siebel 7.8 to use the crawler.

SiebelInQuira_Crawler.WSDL
SiebelInQuira InQuiraCrawler.WSDL.xml

Note: This directory appears only in the siebel-7.8.zip or siebel-
7.8.tar.gz files

iConnect for Siebel Contact Center Components

iConnect for Siebel Contact Center consists of the following components that you deploy within the Siebel
CRM environment:

» Custom Siebel Projects packaged as Siebel Import Files (.sif) that you import and deploy as described in
Chapter 3, Deploying iConnect in a Siebel Environment

* Custom user interface templates (Inquirasearchapplet.swt) as described in “Deploying the Oracle
Knowledge Search Applet Template” on page 20

The Integration Process

iConnect for Siebel Contact Center integration requires a complete and configured Oracle Knowledge
installation, as well as a supported Siebel CRM application installation.
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THE INTEGRATION PROCESS

You need access to Siebel Tools to import the Siebel Import files (.sif) containing the Oracle Knowledge-
supplied Siebel components.

The iConnect for Siebel Contact Center deployment process consists of the following steps:

Deploy the iConnect for Siebel Contact Center components in the Siebel environment as described in
Chapter 3, Deploying iConnect in a Siebel Environment

» Configure content integration as described in Chapter 4, Configuring Content Integration
e Configure data integration as described in Chapter 5, Configuring Data Integration

» Edit the Siebel user interface as described in Chapter 6, Configuring the iConnect Integrated User
Interface

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



CHAPTER 2

Configuration Scenarios

This chapter describes the configuration options to integrate Siebel and Oracle Knowledge iConnect for each
of the following scenarios:

Search in Context

Single Sign-on

Localizing Oracle Knowledge and Multi-Lingual Content
Linking a Document to a Case

Unlinking a Document

Creating New Content and Providing Feedback

Supporting Multiple CRM Systems

The function provided for individual documents from Information Manager are available when viewing search
results from the web pages. These functions include document editing, recommending changes to documents,
viewing change recommendations, rating, subscribing, and other useful functions for users.

Search in Context

Search in context is the ability to allow a user to find an answer based upon the content of the case that they
are currently working. With the click of a button, information is pulled from the case and presented to Oracle
Knowledge to identify the best answer. The user can then interact with Oracle Knowledge to further refine their
search, click to view content, provide feedback, or perform one of other many functions provided through the
Oracle Knowledge Ul.

Siebel Implementation

Configure the Symbolic URL to point to the Oracle Knowledge instance.

Configure Single Sign-on for Siebel (either through Siebel SSO mapping or some other third party SSO
solution).

Configure application views.

Configure data integration.

IConnect Application Configuration

Configure to point to Oracle Knowledge search runtime.
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9 SINGLE SIGN-ON

Single Sign-on

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

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 IAuthenticate.

Using HTTPS communication between Siebel 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.

Siebel Implementation

Define Oracle Knowledge User Name and Password in Siebel 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.

IConnect 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 Siebel and on iConnect.

Localizing Oracle Knowledge and Multi-Lingual Content

The Oracle Knowledge iConnect Application accepts the user locale to dynamically determine the localized
version of iConnect to display for the user. The locale for the user is also used to determine the locale of the
answers returned. In addition, the user can select additional languages for which they would like to see results
returned. Oracle Knowledge provides cross-lingual search where results may be returned in all languages,
while the user enters the question in the native language. Automatic spell checking occurs for their native
language and concepts are identified that may match other languages and in-turn match on other content for
those languages.
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10 LINKING A DOCUMENT TO A CASE

For example, when entering "funcionnes" in Spanish, Information Manager uses spell check to correct this as
"funciones” and matches on the concept "features" in English. Often all content is not translated into all
languages. Cross-lingual search allows users who can read multiple languages, but have trouble writing in
another, to enter a question in the native language and see results in other languages that they can read.

Siebel Implementation

Locale is passed for the user in the Symbolic URL (param "locale") or embedded in iConnect customized
implementation.

IConnect Application Configuration

Multiple Languages can be configured within Oracle Knowledge to provide a checkbox to the end user
for the language of results.

Linking a Document to a Case

Oracle Knowledge iConnect provides the feature to link an answer to a case. When a user finds a solution, the
user can link that solution to the case and Information Manager records the following details:

« URL * Document ID e User Name*
e Excerpt  Solution ID « Linked Date
* Title * Version « Oracle Knowledge Status

*This is the user who linked the solution.

For the case, this is an audit trail of what was used as a solution for the case. Within Oracle Knowledge, the
activity of linking a document to a case results in the document reuse count and document value being
incremented, identifying the author for the usefulness or value of the contribution in reports and in the author's
reputation.

An optional parameter, incident value for the case, can be applied to influence the document value by passing
in a value for the case when the document is linked (e.g. Severity 1 passes in 10, while Severity 4 passes in 1).
The document value is the sum of all incident values for the cases to which the document was linked.

Using an incident value allows the recognition of users who author documents that are reused to solve critical
cases. It also influences the user's reputation points. Often the best support people work on the fewest, but
most critical cases, and write the fewest documents, but they are valuable documents to the company. Incident
value helps to recognize these individuals for their contributions.

Important! A closed case cannot link any additional answers.

Siebel Implementation

Configure web services.

Oracle Knowledge Search Configuration

Create a Linked Answers tab, as described in “Configuring Service Request Screen” on page 46.
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11 UNLINKING A DOCUMENT

Unlinking a Document

Oracle Knowledge iConnect provides the feature to unlink an answer from a case. When a user determines
that the answer linked to the case did not resolve the case, the user can unlink the answer from the case. This
process will also decrement the reuse count and the document value for the document that is unlinked.

Siebel Implementation

Configure web services.

Oracle Knowledge Search Configuration

The linking configuration described above also creates the ability to unlink.

Creating New Content and Providing Feedback

If the issue is not known, the user can create a document which frames the problem and the resolution to the
issue. The information from the case can be used to create a new document. The draft document can be
automatically linked to the case as what was used to resolve the case, and the document will be available for
other users to view and possibly publish to the web site for external users.

A knowledge management platform is a content manufacturing engine as users create content to resolve new
issues, systematically filling content gaps and publishing new, relevant content to the web site.

If granted the privileges to do, users may edit existing content as they use it in the case that they find a problem
with a document that needs to be fixed.

Users may also recommend new content if they are not provided the privilege to create new content directly.
Users may recommend changes to an existing document and see recommended changes from other users
when viewing a document.

Users may provide other feedback specifically for their search experience to flag sessions that are problematic
for offline analysis, as well as provided ratings and feedback on content.

Users may also post topics for discussion using Oracle Knowledge forums, from which new documents can be
sourced.

Siebel Implementation

Uses the Link Web Service defined for linking a document to a case.

Uses the Symbolic URL to pass information about the case and prefill draft documents or
recommendations.

Supporting Multiple CRM Systems

A single instance of Oracle Knowledge can be used for multiple CRM systems. Different groups within a
company may use different CRM systems, but still need to find and share answers. Each CRM system can be
configured and passed to iConnect for iConnect to know which CRM system is linking answers to their cases.
iConnect would then invoke the corresponding set of link or unlink web services.
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12 SUPPORTING MULTIPLE CRM SYSTEMS

Siebel Implementation

The Symbolic URL passes a system parameter ("cca_system" value has to match the Call Center
Advisor name of Call Center Advisor config in Advanced config).

Oracle Knowledge iConnect Configuration (Search instances)

The iConnect is configured in System Manager, see Chapter 4, “Configuring Content Integration”. The
CC Advisor name must match the "cca_system" value in Symbolic URL defined in Siebel. A different CC
Advisor with a unique name can be created for each CRM system.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



CHAPTER 3

Deploying iConnectin a Siebel
Environment

iConnect for Siebel Contact Center contains various integration files that you import into the Siebel repository
and configure within the Siebel environment. You use the Siebel Tools application to import the following
integration files:

Integration File L ocation
InQuiraProject.sif <InQuira home>\archive\siebel\CCA\SIF
InQuiraLinkUnlinkSRDM.xml <InQuira home>\archive\siebel\CCA\Datamaps

InQuiraSRLinkedAnswersDM.xml <InQuira home>\archive\siebel\CCA\Datamaps

InQuiraSearchApplet.swt <InQuira home>\archive\siebel\CCA\WebTemplate
InQuiraSRLinkedAnswers.xml <InQuira homes\archive\siebel\CCA\WebService
InQuiraGetSRLinkedAnswers <InQuira home>\archive\siebel\CCA\Workflows
InQuiraLinkUnlinkAdapter <InQuira home>\archive\siebel\CCA\Workflows
Note: To deploy in Siebel 7.8, you must first import the following workflows:

* InQuiraCleanUpTransCrawlRecord
* TnQuiraCrawlerFullGet

* TnQuiraCrawlerGetSRDetails

* InQuiraCrawlerPartialGe

* InQuiraInsertTransCrawlRecord
* InQuiraMainTransCrawlRecord

To import the iConnect for Siebel Contact Center integration files:

Ensure that your environment is prepared for the import process as described in “Preparing for the
Import Process” on page 14.

Log onto the Siebel Tools application as described in “Accessing the Siebel Tools Application” on

page 14.

Set the repository into which you want to install the Siebel Repository Configuration as the current
repository.

Select a project to import the iConnect for Siebel Contact Center SIF files into, as described in “Selecting
the Project for the Import Process” on page 15.

Import the integration files as described in “Importing iConnect for Siebel Contact Center Integration
Files” on page 15 and “Importing the Crawler Integration Files” on page 20.

Important! This chapter describes the import process using the integration file Oracle Knowledge Project
as an example. You must repeat the import process for each integration file.
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14 PREPARING FOR THE IMPORT PROCESS

Once you have imported the iConnect for Siebel Contact Center SIF files into the selected project, you
complete the deployment process by:

» Deploying the Oracle Knowledge Search Applet template as described in “Deploying the Oracle
Knowledge Search Applet Template” on page 20.

 Activate the table in Siebel as described in “Activating the Table in Siebel” on page 21.
» Compiling the Siebel repository as described in “Compiling the Siebel Repository” on page 22.

» Deploying the updated repository as described in “Deploying the Updated Repository in the Siebel
Environment” on page 31.

Preparing for the Import Process

To prepare for the import process, ensure that the following prerequisites are met in your environment:
e There are no existing projects having the names of the SIF files that you will import in this process.
» The appropriate Siebel repository is set as the current repository.

Important! If a project of the same name as one of the iConnect for Siebel Contact Center integration
files currently exists, you must lock it to ensure that the import process can resolve any object definition
conflicts.

Accessing the Siebel Tools Application

To access the Siebel Tools application, log onto the Siebel Tools application as a user with administrator
privileges, and specify the server connection, as in the following example:

Login Parameter | Value

User ID: | <siebel admin_ ID>

Password: | <siebel passwords

Connect: | Server

£
ORACI_E Siebel Customer Relationship Management

Siebel Call Center 8.1
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15 SELECTING THE PROJECT FOR THE IMPORT

Selecting the Project for the Import Process

The import process prompts you to specify the project into which you will import the iConnect integration files.
You can import the integration files into an existing project, or create a new project. In the examples that

s
88| Applcation ¥ £ Bk R
i1 Butiness Comerart B a0 ke sacuant Lt v s e R
@ Bumes Obmcl B Ac Tas v Eral
¥ & Business Sorvics ADH Ags S I ey
A EIM Interface: Table ADM Correspondence-Proposal Tame ¢ e
1-[3] Enity Prelasionzhio Disgram ADM Smiel Serich v By
(B e ren W Era This prajact
ADS Muste Complste 4
ADE o Olrject; L4
[B atr com o prieng v
DS e v
ADS HOS Dpportardy TUL ¥
AL b Call Wik L TLE s
ADE HRZ Conlact Quidk Creste TUL v
(B A0S HEZ Crnale Campaign TUD 4 ADG HRT O
(B aors otz Cay Camuign, Tt v AL BT C
[ ADS HRZ PMP Creste Pordfolle TUD v
L ADS HRT PRM Craste Progean TUL L EMY

Importing iConnect for Siebel Contact Center Integration Files

This section describes how to import iConnect Siebel integration files into the Siebel environment and
discusses:

» Specifying the Conflict Resolution Method for the Import Process
» Reviewing Conflicts

e Confirming the Import

* Viewing the Import Summary

You import the iConnect for Siebel Contact Center integration (.sif) files into the Siebel environment using the
Siebel Tools application.

To import the Oracle Knowledge project:

1 In the Siebel Tools application, select Import from Archive from the Tools menu:

Compile Projects. .. F7
Compile Selected| Objects,,. Chrl+F7
Check Cut. .. Fi0
Check In... Zhrl+F10
Lock Project Ak
Wnlock Project AlE+HL
Add bo Archive, ..

Import From Archive. ..

Compate Objects »
Search Repository, .
Yalidate Object, ..

Upgrade »
Ltilities »
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16 IMPORTING ICONNECT FOR SIEBEL CONTACT

You may see the following message:

Siebel [ <]

@ This operation should only be perfarmed while connected ko yvour local database.

‘Whould vou like ko continue anyway?

2 Select Yes to continue.
Siebel Tools displays the Select Archive to Import dialog:
Select Archive to wport @]
Lok e 23 51Fs x| = ®E et E-

Inquira Project.sif

5_SRY_REQ_#M.sif
Service Request,sif

Filz narne: j Open I
Files of type: [ Siebel Archive fles [~ | Cancel |

3 Inthe file browser, navigate to the following directory:
<InQuira home>\archive\siebel\CCA\SIF
4 Select the first integration file in the list, INnQuiraProject.sif.
5 Click Open.
Siebel Tools displays the Import Wizard.

Specifying the Conflict Resolution Method for the Import Process

The Siebel Tools Import Wizard displays a preview screen that:
« Lists the objects in the selected archive
» Prompts you to specify conflict resolution method for any objects that currently exist in the repository
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17 IMPORTING ICONNECT FOR SIEBEL CONTACT

Import Wizard - Preview

I S =

InCuira Service Request Answers Applet  [nQuira 04/23/2009 18:49:52 ADM\N

] InQuira Service Request Search Applet InCGluira 04/23/2009 18:43:53 SAaDMIMN
(€5 Business Component InCluira Answers InGuira 04/23/2009 18:43:54 SADMIM
(2% Business Component InCluira Angwers EAl InGuira 04/23/2009 18:49:55 SADMIM
(%% Business Component InQuira Service Request - Thin InCGluira 04/23/200918:50:10 SAaDMIMN
& Business Dbject InCluira Service Fequest - Thin InGuira 04/23/2009 18:50:10 SADMIM
i i j InQuira Link Unlink Extemal 10 InCluira 04,/22/2009 22:44:29 SADMIMN
InGuira Link. Unlink [nternal 10 InCluira 04/22/2003 22:44:56 SADMIM

InGuira SR Linked Answers 10 InCluira 04/22/2009 22:44:57 SADMIM

InCuira Service Request - ThindnOuira ... [nQuira 04/23/2009 18:50:10 SADMIN

Service Request/nCuira Anzwers InCGluira 04/23/200318:50:10 SabMIMN

Service Request/nGura Answers EAI InGuira 04/23/2009 18:580:10 SADMIN

InCuira Service Request Answers View InCluira 04,/23/2003 18:50:11 SADMIN

InGuira Service Fequest Search Yiew InGuira 04/23/2003 18:50:11 SabmIM

w Web Template InCluira Search Applet InGuira 04/23/2009 18:50:11 SADMIN
TaWorkflow Process InGuira Get 5B Linked Answers: 1 InQuira 04/27/2009 17:24:02 SADMIN
Taworkilow Process InGiuira Link Unlink Adapter: 1 InGuira 04/23/2003 03:33:02 SADMIM

To specify the Conflict Resolution Method:
1 Select Overwrite the object definition in the repository.
2 Select Next > to continue.

Note: You may see a message similar to the following:

The Following projects need to be modified, but they are not locked by you (SADMINY. You must check out these
projects before procesding:

Project 'EAL Test'

3 Lock any projects listed, and continue the import process.
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IMPORTING ICONNECT FOR SIEBEL CONTACT

Reviewing Conflicts

The Import Wizard lists any object definition conflicts between the project to be imported and an existing

project of the same name if it exists.

Import Wizard - Review Conflicts and Actions

Conflicting O bjects:

Object differences:

=[] Siebel Dbjacts

777 Applet

(3 Business Component
54 Business Semvice

% Integration Object
A Link

[#--w7 Web Template

Name

| File

| Repositary | Action

Attribute differences:

Attribute

| Fil=

| Fepositony

| Fiezolution |

% Back I Mext > I

Cancel

Help

Select Next > to continue.

Confirming the Import

The Import Wizard displays a summary message that details the updates to the repository that will occur in

the import process.

Select Yes to continue. The Import Wizard displays the Summary screen.

Note: The figure above is an example. Repository modification results vary depending on the iConnect
version and configuration specifics of a given installation.
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19 MODIFYING THE BUSINESS COMPONENT

Viewing the Import Summary

The Summary screen displays messages that detail the import process, concluding with a completion
message.

Import Wizard - Summary

Select Finish, and verify the import process results.

Note: If the import fails for some reason, please take a screen capture of the error and escalate the issue to
Oracle Knowledge.

Modifying the Business Component (Service Request)

The Service Request business component (BC) within Siebel Tools must be modified to include the following
calculated fields with the properties set as below.
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20 IMPORTING THE CRAWLER INTEGRATION FILES

Siebel Tools - Siehel Repository - [Fields]

Ble Edt Wew Seers Go Quey Debug Took Window e
SHCG EDOE BN, B x4y 0 DOHET [« 44,

|/ bject Explorer % || TField st

{| Proect [=AtPugects = =]
b Types | Detsd | Flat | W | Hama Changed | Propat Cachw Dala | Clam
Y\ [=TA Sebd Dbwcts Trenirs Strwice Reguses - Thin ¥ Irvuirs CSEBCEys
# [ Applst | Trvuiira Tranzaction ¥ TrvCaira Crivab SoERET RN
Pl Acaboutin ¥ (] servica Raques Vo S CSEBCurviehsgut
=iy Busmess Comporsnt ﬂ_i
(% BusComp Browses Scr
(% ButComp Sedver Senp
(% BuComp View Mode Fizlds
L : "_’_E"’“Em"” [ i [ Hama [ chunged | Caloudited | Cakoulsted Vahm
S Jon 3 IeipiraShSauchPage 4 ¥ Inuir SRS brchP "
(B MuliViae Field |
(% MulliVake Link
L S T L N R )

To create 'InQuiraSRSearchPage' field within Service Request BC:
1 Log into Siebel Tools and select 'Business Component' within Object Explorer

2 Query for 'Service Request' business component. Lock the object by right clicking on Service Request
BC and selecting 'Lock Object' from the pop-up menu, if the Service Request BC is not locked.

3 Select 'Field' object to display the list of fields.
4 Create a new field by right clicking in the fields list and selecting ‘New' from the pop-up menu.

5 Set following properties for the field:

Property Value

Name InQuiraSRSearchPage
Calculated Yes (select the check box)
Calculated Value "InQuiraSRSearchPage"
Type DTYPE_TEXT

Importing the Crawler Integration Files

Repeat the process described in “Importing iConnect for Siebel Contact Center Integration Files” on page 15
to import the InQuiraCrawlerProject.sif file, stored in the following location:

<InQuira home>\archive\siebel\CRAWLER\SIF

Deploying the Oracle Knowledge Search Applet Template

You deploy the iConnect for Siebel Contact Center search applet template by copying it from the installation
location into the Siebel instance web template folder.

To deploy the applet template, copy the file InquiraSearchApplet.swt, from:
<InQuira home>\archive\siebel\CCA\WebTemplate

to
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21 ACTIVATING THE TABLE IN SIEBEL

<Siebel home>\siebsrvr\WEBTEMPL

Activating the Table in Siebel

To activate the table in Siebel:
1 Access Siebel Tools - Siebel Repository - Table List
2 Select the CX_INQ_TRANS table from the list.

% Sicbel Tools - Sichel Repository - Table List

Flle Edit View Screens Go  GQuery Debug  Tools  Window  Help

aEHG NP BN My M|OOLEAT («» 4% SOFHE.
Dbject Explorer 3 2| rable List|

Project | = Al Prjects = H
Types | Detal | Flat |
= Siebel Objects

= Applet Extend ‘ AﬁlvaL |

Madule Ohject Language Lacked I

23 Business Companent
B Business Object
34 Business Service

= Class EIM_ACCHTROUTE
DLL EIM_ACCHT_CUT

1%y EIM Interface Table EIM_ACENT_DTL
[IH] Entity Rielationship Diagram (BB Ew Aca 105
& Intsgration Object — et v

# Lok | EIM_ACCHT_SRC

e : EIM_ACCT SRCL
SE:::‘ || EIM_ACCHT_UT
& g Table || Em_account

& Colurn || Em_accounTs
& Index || Em_accounTtz
& Userkey || Em_accounTs

EIM_ACCOUMT_AT
EIM_ACCOUNT_LS
EIM_ACCPOSROLE
EIM_ACCSRCPIDTL
T Workflow Pracess EIM_ACC_SRC_DTL

3 Click Apply/DDL.

If you receive a warning like the one below, click Yes.

<2 Warning: do not proceed until you have applied your changes successfully.
2

Activation will make your changes available ko all users of this database. Do you want ko continue?

1o |

4 In the Choose Option dialog box, select Apply and click OK.

‘You may either choose to apply schema changes to
the database or ko select the creation of a DOL file,
 Apply

" Generate DOL

Apply: Action that alters your database structure
to makch the current database extension defintions
in the repositary.

Generate DLL File: Action that creates a file

conkaining 5L skatements defining the extensions
made ta the repository.

Cancel
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COMPILING THE SIEBEL REPOSITORY

The Apply Schema window displays.

Apply Schema [ ]
Tables:
|Cunent Row =l

Table space:

16K tabls space

32K tabls space

Index space:

Storage contial s

Diatabase user:

|wbe\

Diatabase user passward:

ODBE data source:
|55|: default instance

DOL fis

| Browse.
‘Warning: data changes made to new tables o columns will not be propagated to
the client, Lipdating the client schema will il propagate this data. Test the
server schema, but don't make substantial data changes until the client schema
has been updated

5 Enter the Database user and Database user password in Apply Schema.
6 Click Apply.

Siebel Tools applies the table and provides a Changes successfully applied notification when complete.

7 Click OK in the Siebel notification.

Compiling the Siebel Repository

You must compile the Siebel Repository File (SRF or file extension .srf) to make the configuration available to
the Siebel client application. We suggest that you select the option to compile all projects.

Important! Stop the Siebel server and the Siebel gateway services prior to compiling the repository.
To compile the Siebel repository:
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23 COMPILING THE SIEBEL REPOSITORY

1 Select Compile Projects from the Tools menu.
_’E ‘Window  Help

lected Cbjects, ., Chrl+E7

Check Qut. .. F10
Check In... Chrl+F10
Lack Project AleL
Wnlock Praject: AleHl

Add bo Archive...
Impott From Archive. ..

Compare Objects 3

Conwert ba Grid Layaut,, .

Search Repository...

Yalidate Object, .,

Upagrade 3
Utilities 4

2 Select All projects from the Object Compiler project selection screen

Object Compiler B
— Project:

LCompile

Cancel

[l

Reference SRF

" Locked projects

" Selected projects

Siebel repository file:
IC:\siebel\siebeltools\DBJECTS\ENU\siebel.srf Browse... |

I Auto-start web client

" Statu:
|

3 Select Compile.

Note: Compile time varies depending on the size of the repository and server characteristics. Compile
may take between 5-30 minutes. After the compile is complete, you must copy the compiled SRF file to
the appropriate location on the Siebel Server, as described in step 4, below.

Important! If compile errors out, please note the error, abort the configuration process, and
escalate the issue to a Siebel admin/Oracle Knowledge Consultant.

4  After a successful compile, copy the compiled SRF to both the server and the client application.
a Unlock the locked project on the server.

b Copy the siebel.srf file to the following location on the Siebel server:
<SIEBEL_HOME>\siebsrvr\objects\enu
Use the following location for the client:

<SIEBEL_HOME>\client\objects\enu
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24 COMPILING THE SIEBEL REPOSITORY

It is recommended that you rename the current siebel.srf in the <SIEBEL HOME>/siebsrvr/
objects/enu directory to siebel.srf.old<datestimes.

Important! For Siebel Industry Applications, you must also replace the siebel sia.srf filein
the same directory, with the compiled siebel.srf file. In this case, you will have two files with the
same compiled SRF content but with different names. It is recommended that you rename the
current siebel sia.srf t0 siebel sia.srf.old<date&times.

Ascertaining Siebel Applications Type

You can ascertain the Siebel application type by either of the following methods:

Finding from the Siebel Application:
1 Inthe Siebel application, click on Help in the Menu bar.

2 Select About SRF... from the dropdown menu.
A pop-up window appears as shown below. Note the file name in the pop-up window. If the file name is
siebel sia.srf, then the application is a Siebel Industry Application and you must copy the compiled
SRF over siebel sia.srf as well.

'3 About SRF - Microsoft Internet Explorer H=E3

Internal version: 43
User Yersion: 0

Compile information

Full compile: FUIl Cormpile Repository: Siebel Repasitary
When: 05/12/09 15:23:13 Tools Yersion: 3.1.1 [21111] LANG_INDEPENDENT
Machine Name: MARS Schema Yersion: 45,19.0.0
Language: EMIL User Name: SADMIN

File Name
E:\S1A211Ysiebsrvryobjectsienusiebel_sia.srf
Ok

Finding from the Siebel Tools Application:
1 Inthe Siebel Tools application, click on Help in the Menu bar.

2 Select About SRF... from the dropdown menu.

A pop-up window appears as shown below. Note the file name in the pop-up window. If the file name is
siebel sia.srf, then the application is Siebel Industry Application and you need to copy the
compiled SRF over siebel sia.srf as well.
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25 IMPORTING WORKFLOWS IN THE SIEBEL

About Repository File
—Wersion
Intemal wersior: User version:
E |0
— Compile information
& Full compile  Lastincremental compile
‘wher: Fieposzitory:
|10/18/08 02:37:18 |Sisbel Repository
Machine name: Tools version:
iSDEP1950ID4B |8.1.1 [21110] LANG_INDEPE
Language: Schema version:
|ENU [45.13.01
User name:
|REBUILD
File: name:

Importing workflows in the Siebel Environment

Important! This section applies only to customers who are integrating Oracle Knowledge iConnect for
Siebel 7.8 Contact Center. If you are integrating Oracle Knowledge iConnect for either Siebel version 8.0 or
Siebel version 8.1, please go to the next section titled “Deploying and activating workflows in Siebel
Environment”.

1 Select Workflow Process in the object explorer within Siebel Tools.

2 Inthe object list editor where all workflow processes are listed, right-click and select Import Workflow
Process.
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IMPORTING WORKFLOWS IN THE SIEBEL

::";?.-Siehel Tools - Siebel Repository - Workflow Process List
File Edit

View Screens Go Query

Reports  Format

Debug  Tools

Window  Help

| % BB o

[BE 1w «» m[ D004

JMn:u:Ie: I vI Template: |

NN =Nz N N

J Target Erowser: IIE 5.5

Object Explarer

Project: | = All Prajects

=~

Types | Detal | Flat |

j Application: I.ﬁ.ll Applications

j Inkerackivity:

1= | Process Mame Aubo Persisk
@ Report - |T TEE Arrmumoes [ . 1 e
..... 3 Reposion NEniRscordll ) [T— o
B Schema Maintenance Ph v Delete Record MO
g- Schema Maintenance P | Copy Record Lement) MO
-3 Schema Maintenance Ste | Undo Record or) N
=
EDH gz:sﬂ Categorn —  Calumns Displayed. .. te) He
; i | Sork Order. .. H Azzets Sub Proc MO
@ Search Enaine — ment Sub Proces MO
"ﬂ'l Search Index | Compare Objects ¥ lisnce Check Sub MO
+-4%d# Server Companent Type -
1= Symbalic Sting L walidate.., petails MO
~m? System Activity Object L ] ion SubProcess MO
‘E T able B Check O.ut Object - For ‘erify O
3% Toolbar B Lock Object MO
Q'EE Type - Edit Warkflaw Process pRrocess Mo
g View | Simulate Workflow Process  [bProcess MO
[+~ w] ‘web Page O
ug Web Template k (e
e H e ark o Policy Column Export wWorkflow Process MO
- Workflows Policy Object || 135 validation (Order) Mo
bbbl okl Bl Bragis || 155 validation (Quote) MO
Irnport Assigried Fees Drata M

...... WAy 0

K

alelclolelrlalmlzl5TklcIminlolelolr s+ L

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE

ORACLE



27 IMPORTING WORKFLOWS IN THE SIEBEL

3 Navigate to the directory where you have extracted the iConnect files.

RN [ PSS [ P [N T O T, ) [ VISR T PR -

Look i | 55 workflows j =
1 ky Recent Docurments —
Dezktop

(5} My Documents
W 04w33213
JA 3% Floppy (&)
g Local Dizk [T
24 DVD Dirive D)
58 ky Hetwark Places
I Siebel-7.8

My Documents

4 Navigate to the Workflow directory under the CCA folder. Select the workflow process for import from
the Workflow directory and click OK.

Open (2] %]
Lock in: I = whorkflowes j - &k Ef-
|2 InGuiraLinknlinkadapter xml %
File name: IInQ uiraG et R Linkedanswers. sml j Open I
Files of wpe: IXML Files [=r) ﬂ Cancel |

5 Select a project to import the workflow into when prompted next and click OK to import the workflow
process.
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28 DEPLOYING WORKFLOWS IN THE SIEBEL

| Process Marme ko Persist | Statuz

T. 155 Approval [Agresrnant]) M Caomplatad
| I=5 Approwval (Crder) M Completed
| I=5 Approwal (Quate) M Completed
| 155 o ot we S - - -

155 Post Approwal Wic . . . rmpleted
Bl =5 ot approval e Pleaze select the project in which you want to add thiz ltem. mpleted
| IS5 Promotion Agreen mpleted
| 155 Promoction Agreen | j rmpleted
| I=5 Promotion Commi || nQuira i mpleted

IS5 Promotion Create rmpleted
: IS5 Promation Discon Siebel to Siebel Connector LI mpleted
__| IS5 Promotion Disconnect Process - For Weriby M Completed
| 155 Promotion Disconnect Process Rl Completed

6 Confirm that the workflow process selected has been imported into Siebel Tools by querying for it by its
name.

7 Confirm that the status of newly imported workflow is ‘In Progress’.

Deplay I\J Expire
L
| Praocess Marme | Auta Persist | Stabusz | i ark Ao Mode

> InQuira Get SR Linked Answers M i In Progress | Serwice Flaw

8 Repeat steps 1 through 7 to import the rest of workflows from Workflow directory under the CCA
folder.

9 Import the workflows provided in the Workflow directory under the Crawler folder by following steps 1
through 7.

Important! Import the following workflows first while importing workflows provided under Crawler
directory:

* InQuira Insert Trans Crawl Record
 InQuira CleanUp Trans Crawl Record

These workflows are referred as ‘sub-processes’, and hence should be imported before importing the
other workflows to maintain the reference.

Deploying Workflows in the Siebel Environment

This section applies to Siebel versions 7.8, 8.0, and 8.1 customers integrating Oracle Knowledge iConnect for
Siebel Contact Center applications.

After importing the workflows, check that the workflow status for all is ‘In Progress’.
1 Select a workflow in object list editor in Siebel Tools and click Deploy.
2 Notice the status of the workflow changed to Completed.

3 Repeat step 1 to deploy all imported workflows.
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Deplay : |
Process Mame Auto Persist Status
|| InQuira Cleanlp Trans Crawl Record MO Campleted Sar
|| Inuira Crawler Full Get M Completed Ser
|| ImGQuira Crawler Get SR Details M Campleted Ser
|| InQuira Crawler Partial Get M Completed Ser
_ Iriuira Set SR Linked Answers M Campleted Ser
|| InQuira Insert Trans Crawl Record MO Carmpleted Ser
|| ImGuira Link Unlink Adapler MO M) =
|T Iresuira Main Trams Crawl Record MG i In Progress Ser

Activating Workflows in the Siebel Environment

This section applies to Siebel version 7.8, 8.0, as well as 8.1 customers integrating Oracle Knowledge

iConnect for Siebel Contact Center applications.

Note: Make certain that the Siebel server and Siebel gateway services have been restarted before logging

into the Siebel application.

To activate the deployed workflows:

1 Log into Siebel application and navigate to Site Map by clicking on the Site Map icon on top left corner

of the application.

- F | I = E I:i I‘t I'I.I'I | 2y

Mavigate

2 Select Administration — Business Process from the site map and navigate to Workflow

Deployment view.
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R

Home:

Home Opportunitios

= @ Administration - Business Process
¢ Actions
« Actions
# Explorer
= Wiarkflowy Palicy Explarer
* Policies
« Policies
Palicy Freguency &nalysis
« Policy Freguency Analysis
Policy Groups
# Groups
Wiarkflosy Deglnxsﬁm
* Repository Work¥ow Process
Wiorkflowy Instance Admin
« Workflow Instance Admin
# Workflow Instance Monitar
# Angregate Data

a Drmroco Inctancmos

L

L

L

L

3 Query for the imported workflows by using InQuira* criteria.

Queries:
Process:
I T I e K A X IRl Aciministration - Business Process |
Wiorkflowe Processes Workflow Deployment  Workflow Instance Admin Wiorkflowy Instance Monitar Policy & Freguency Analysis Paolicy Groups:
Repository Workflow Processes | | Query Results
Hame Business Object Status Group Version Mode
> [InGwira CleanUp Trans Cravl Record InGwira Transaction Completed 0 Service Flow
InGira Craswler Full Get Completed 0 Service Flow
InGuira Cravwler Get SR Details Service Reguest Completed 0 Service Flow
InGwira Crawvler Partial Get InGwira Transaction Completed 0 Service Flow
InGirs Get SR Linked Answers InGira Service Reqg Completed 0 Service Flow
InGwira Inzert Trans Crawyl Record In2wira Transaction Completed 0 Service Flow
InGwira Link Unlink Adapter Completed 0 Service Flow
N
| Active Workflow Processes
Hame - Yersion Business Object Group Deployment Statu Activation Date/Th Expiration Dates

4  Select the workflow and click the Activate button (highlighted above). In the Active Workflow
Processes applet below, query and refresh the records to confirm that the deployed workflow is now
Active by confirming the status displayed in the Deployment Status field.
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| Active Workflow Processes

I Query Results

Hame Yersion Business Object Group Deployment Statu 0

> | InGira CleanUp Trans Crawl Record 1] Intawira Transsction Active

s

5 Repeat step 4 to activate rest of the deployed workflows. Confirm the Active status in the Active
Workflow Processes applet.

| Active Workflow Processes |

I Query Results

Hame Yersion Business Object Group Deployment Statu J
> |InGwira CleanUp Trans Crawl Record 0 Incivira Transaction Active

InGwira Crarler Full Get 1] Active

Inzidiva Craweler Get SR Detailz ] Service Reguest Active

InGwira Crawler Partial Get 1] InGwira Transaction Active

Inzdira Get SR Linked Answers ] InGidira Service Reg Active

InGwira Insert Trans Crawl Record 1] InGwira Transaction Active

Inzidira Link Unlink Adapter ] [ Active

Py

Deploying the Updated Repository in the Siebel Environment

Deploy the SRF in the destination environment.

Note: This updated SRF must be present in the environment where subsequent setup changes will be
made.

After you successfully copy the files in the previous step, restart the Siebel gateway server. After the gateway
server has started, restart the Siebel server. The Siebel server takes 2-3 minutes to start depending on the
platform characteristics and the size of the repository.
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Configuring Content Integration

iConnect for Siebel Contact Center uses the Siebel Portal Framework to perform content integration for the
iConnect for Siebel Contact Center. You enable the Siebel application to display Oracle Knowledge content by
creating and configuring a Siebel Portal Agent.

To create and configure a Portal Agent:

Define the external host as described in “Defining the External Host” on page 33.
Define the web application as described in “Defining the Web Application” on page 34.
Define a symbolic URL as described in “Defining a Symbolic URL” on page 35.

Configure the Oracle Knowledge iConnect properties in Oracle Knowledge System Manager as
described in “Configuring iConnect Parameters” on page 36.

Create the Oracle Knowledge User Responsibility as described in “Creating the Oracle Knowledge User
Responsibility” on page 41.

Define application views as described in “Defining Application Views” on page 41.

Enable single sign-on as described in “Enabling Single Sign-on” on page 42.
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DEFINING THE EXTERNAL HOST

Defining the External Host

To define an external content host:

1 Inthe Siebel application, navigate to the Site Map > Administration - Integration > WI
Symbolic URL List > Host Administration view

BE®| £ | add ]| =@ Saved Queries:
| @ ooomoo [ ||Bn o s v &|B SR 45 B @] @[ 404

HTTP Host Administration:

Delete

Host Administration =] |

s 15 1 1 1 .
% Home |[T] Accounts | (3 Contacts |F: Opportunities |7 SalesOrders | 2 Service | [ Quotes |[&) administration - Praduct | Administration - Integration
EAl Walue Maps | EAI Dispatch Service Wiew | DataMaps | DataMap Edtor | AL Queue | SAP dministration | S50 Systems fdmin List | WI Symbuolic URL List

o=t Admiristration virtualName  Authentication T: Authentication Yalue
Symisclic LIRL Admiristration
Fixup Administration GG
ek Application Admiristration ssodatahost
[Servertiame] datahost NCSA Basic username:password
[SharePointarchivalServeriiame] Sharepointarchivak
[Support soft Server] 55H0ST
billhost oracleads.com BillstatementHost:
demohost racleads.com ERMHIAPPS
demohost oracleads come0 NQHOSTHOME
demohost oracleads com:B081 RTD_SERVER
demohost racleads comist SharepointHost

2 Select New to create a new record. The field for the new record displays:
e W Lo =

Name ¥irtual Name Authentication T1 Authentication ¥alue

>l

3 Enter the following parameters to define the new record:

Parameter Value
Name <hostname> The name of the host machine where Oracle Knowledge is installed.
Virtual Name InQuiraHost

Authentication Type | (blank)

Authentication Value | (blank)

Host Administration [] | [LZiTh n Mew I Delete I Query _

Name ¥irtual Name Authentication T1 Authentication ¥alue

> | InQuira InGuiraHosk
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Defining the Web Application

To define a web application:

1 Inthe Siebel application, navigate to the Site Map > Administration - Integration > WiI
Symbolic URL List > Web Application Administration view

File Edit ORACLE
EN= E: = saved Queries: - & &
| & oo:oooo By o S| EFHEE @ T ® |~ |4H

Weh Application Administration:

1 - 1 T
faf Home |7 Accounts i Contacts EE}; Opportunities i;( Sales Orders i’i Service i Quotes | £/ Administration - Product | Administration - Integration

EATValus Maps | EAI Dispatch Service View | DataMaps | DataMsp Editor | EAIQueus | SAP Admimistration | 550 Systems AdminList | WI Symbolic URL List

Weh Application Administration [v] | (275 n new | Delete | Query
Host Administration

Timeout
Symbolic URL Administration
e 60
inistration 60
[Embedded HostMan ¥ 200

2 Select New to create a new record. The field for the new record displays:

Web Application Administration [¥] | [E0h n Mew I Delete I Query I

Name Shared Timeout

3 Enter the following parameters to define the new record:

Parameter Value
Name InQuira
Shared Y
Timeout (blank)

Web Application Administration [7] | LA n Mew I Delete I Query I

Name Shared Timeout

> | InQuira I
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Defining a Symbolic URL

To define a Symbolic URL:

1 Inthe Siebel application, navigate to the Site Map > Administration - Integration > WI
Symbolic URL List > Symbolic URL Administration view

i Query Tools Help ORACLE
=1 R R = R = | Saved Queries: = @
| ® onooon By dar LB 5 &S B @] T ® | v |4 A0

Web Application Administration:
1= | Ia 1 1 ] 1 T
4 Home |7 Accounts |[5Z] Contacts | s oOpportunities |5 SalesOrders | & Service | [ Quotes | Administration - Product | Administration - Integration

EAIValue Maps | EAI Dispatch Service View | DataMaps | DataMap Editor | EAIQueue | SAP Administration | S50 Systems Adminlist | WI Symbolic URL List

Weh Application Administration ] | LT TEd n wew | Delete | Query 1-4cf4 | B8]

st Administration T
Symholic URL Administration

I

Fixup administration

el Application Acministration | &0
Marketing Seqment: &0
[Embedded HostHan 900

2 Inthe top applet, enter a new record and define the following parameters:

Parameter Value

Name InQuiraSRSearchPage

URL http://inquirahost:8226/infocenter_app_name/index

Hostname <hostname> The name of the host machine where Oracle Knowledge is installed.
Fixup Name Default

Multivalue Treatment Comma Separated

SSO Disposition IFrame

Web Application Name | InQuira

Smboe st i =) 253 | N 0

Name URL Host Name  Fixup Name Multivalue Treatr SSO Disposition Web Application Name

)‘InQu\raSRSEarchPage http:ffinquirshost: 8226 infocenter_app_name/findex  InQuira Default Comma Separated  IFrame InQuira
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3 For the Symbolic URL Argument List Applet enter the following arguments records for
InQuiraSRSearchPage:

Menu > New Record > Enter

35 85 |Sx | 85
Name SE Arg_;r;[rjneent Argument Value % £ R ‘JC:"E
g2 g2 |35 | 83
x< << n wn
page Y Constant cca Y N 1
sr_key N Field SR Number Y N 2
question_box N Field Abstract Y N 3
cca_types N Constant solution_id, resolution_id Y N 4
solution_id N Field InQuira Solution Id Y N 5
ext_sol N Field InQuira Answers Name Y N 6
resolution_id N Field InQuira SR Resolution Id Y N 7
ui_mode N Constant Question Y N 8
cca_connected N Constant TRUE Y N 9
IFRAME Y Command |IFRAME Height=400 Width=100% |Y N 10
Frameborder=0 marginwidth=1 mar-
ginheight=1
PostRequest Y Command | GetRequest Y N 11
cca_system Y Constant Siebel Y N 12
cca_case_desc Y Field Abstract Y N 13
IsRecordSensitive | N Command | TRUE Y N 14
user N Command | UserLoginld Y N 15
pswd Y Command | UserLoginPassword Y N 16

Symbolic URL Arguments | [EEiTha Delete | Query

Name

> |page v

Constant

ca

Required Argument Argument Type Argument ¥alue Append as Argument Substitute in Test Sequence #

1

L

1-100f 10+ | 9]

st_key

Figld

SR Mumber

{3

question_box

Figld

Abstract

cca_types

Constant

solution_id, resolutio

solution_id

Figld

InCuira Solution ID

exk_sol

Figld

InQuira Answers Nar

resolution_id

Figld

InGuira SR Resolutio

ui_mode

Canstant

Queskion

cca_conecked

Constant

TRLE

YRR AN AN AN R NA LS
w|la|a|le|a]|a|w|n

IFRAME

Comrnand

IFRAME Height=400

Configuring iConnect Parameters

When you add a web application to a repository and define it, Oracle Knowledge Information Manager
deploys the iConnect files and the InfoCenter files. This represents the web pages and the properties file for
the web application.

Use the Contact Center Advisor setup in the Advanced Configuration Facility to set and modify the integration
parameters for the iConnect and Siebel.
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Edit Call Center Advisor Settings

In Advanced Configuration:

1 Inthe Oracle Knowledge System Manager, navigate to Tools > Advanced Config > System >
Contact Center Advisor.

2 Click Edit.
The Editing: Call

Center Advisor screen displays:

INQUIFIA..| advanced configuration

Crawder

Custom

¥YYYYYYYYYYYYNYY

Instances

Editing: Call Center Advisor

* Communication Settings

Gateways

nizer Defaults

Default Configuration -

cca-default- ; S
handlar | AEC =) Edit List
ttings
Call Center : ABC E
Advisor - =]
DEF B
Add New Item
cca-request- Siebal B
L Gsndberampls e 8
CRM Mapping figuration PRRT
cca-response- :  Giahg| ®

handler-impl
Add New Item

nfigurations

Cancel

¥ Content Storage

3 Enter the following parameters:

Property

Description

cca-default-handler

Refers to how Oracle Knowledge communicates with Siebel installations. See
“Add a Call Center Advisor” below.

Call Center Advisor

The default is Siebel. This is the “cca-handler-impl”. This must match what is
defined for the “cca_system” on page 36 in the Symbolic URL Argument List.

cca-request-
handler-impl

For Siebel, use the delivered class name:
com.inquira.request.cca.CCASiebelHandler

For other CRM systems, this must be the java class name and full path for the
CRM system handler.

cca-response-
handler-impl

For Siebel, use the delivered class name:
com.inquira.request.cca.CCASiebelHandler

For other CRM systems, this must be the java class name and full path for the
CRM system handler.

Add a Call Center Advisor

From the Editing: Call Center Advisor screen:
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1 Click Add New Item in the Call Center Advisor section.

The Editing: Call Center Advisor > Call Center Advisor screen displays.

Editing: Call Center Advisor > Call Center Advisor

Item Name } ISiebeI

Call Center Advisor

cca-request-
handler

cca-response- = o fiye
handler IS'EhEI ;I Edit List

[siebel =] Edit List

Base URL : [http://HOST:PORT/eai_enu/start.swe

User Name : [ysername

Password : :

Properties

Value :

Item Name } IKE\"

Value Iadditional config value

Add New Item

2 Review the “Possible Configurations” section and enter the following properties for your configuration:

Property Description

Item Name Name for the CCA configuration. This used to register this CRM handler and
help to locate this handlelmp by the Oracle Knowledge CCA framework.

cca-request-handler- | For Siebel, use the delivered class name:
impl com.inquira.request.cca.CCASiebelHandler

For other CRM systems, this must be the java class name and full path for
the CRM system handler.

cca-response- For Siebel, use the delivered class name:
handler-impl com.inquira.request.cca.CCASiebelHandler

For other CRM systems, this must be the java class name and full path for
the CRM system handler.

Base URL The URL associated with the configured Siebel system. This is used to
access web services.

User Name The user name login associated with the Siebel server.

Password The password associated with the above user name, used to access the
Siebel server.

Properties Add any additional configurable properties, if necessary. To modify select
Add New Item.

Add a cca-handler-impl

From the Editing: Call Center Advisor screen:
1 Click Siebel in the cca-request-handler-impl section.

The Editing: Call Center Advisor > cca-request-handler-impl screen displays.
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-INQUIFIA..| advanced configuration

Editing: Call Center Advisor > cca-request-handler-impl

o< I cencel |

Item Name } ISiebeI

cca-request-

handler-impl : Icum,inquira.request.cca.CCASiebelHandler

OK Cancel

2 Review the “Possible Configurations” section and enter the following properties for your configuration:

Property Description

Item Name Enter a name for the cca-handler-imp. The Item Name must match what is
defined for the “cca_system” on page 36 in the Symbolic URL Argument List.
The default is Siebel

cca-request- For Siebel, use the delivered class name:

handler-impl com.inquira.request.cca.CCASiebelHandler

For other CRM systems, this must be the java class name and full path for the
CRM system handler.

3 Click Siebel in the cca-response-handler-impl section.

The Editing: Call Center Advisor > cca-response-handler-impl screen displays.

INQUIFIA..| advanced configuration

Editing: Call Center Advisor > cca-response-handler-impl

Item Name } ISiebeI

Cca-response-

handler-impl . Ica m.inguira.response.cca.CCASiebellinkedAnswearsRe

Cancel

4 Review the “Possible Configurations” section and enter the following properties for your configuration:

Property Description

Item Name Enter a name for the cca-handler-imp. The ltem Name must match what is
defined for the “cca_system” on page 36 in the Symbolic URL Argument List.
The default is Siebel

cca-response- For Siebel, use the delivered class name:

handler-impl com.inquira.request.cca.CCASiebelHandler

For other CRM systems, this must be the java class name and full path for the
CRM system handler.
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Possible Configurations

PrRIMARY CCA CONFIGURATION

To configure one Siebel 7.8, 8.0, or 8.1 system, using iConnect 8.1.3:
1 Create a CCA configuration. See “Add a Call Center Advisor” on page 37.
2 Create a cca_handler_imp. See “Add a cca-handler-impl” on page 38.
3 Pass the symbolic URL with a cca_system matching the Item Name for the cca_handler_imp, as

defined in “Defining a Symbolic URL” on page 35.

SECONDARY CCA CONFIGURATION

To configure an additional Siebel 7.8, 8.0, or 8.1 system, using iConnect with 8.1.3:
1 Create a second CCA configuration. See “Add a Call Center Advisor” on page 37.
2 Create a second cca_handler_imp. See “Add a cca-handler-impl” on page 38.
3 Pass the symbolic URL with a cca_system matching the Item Name for the second cca_handler_imp,

as defined in “Defining a Symbolic URL” on page 35.

ADDITIONAL THIRD-PARTY CCA CONFIGURATION

To configure a third-party CRM system (e.g. Clarify or PeopleSoft), using iConnect with 8.1.3:
1 Create a CCA configuration. See “Add a Call Center Advisor” on page 37.
2 Create a cca_handler_imp. See “Add a cca-handler-impl” on page 38.

3 Pass the symbolic URL with a cca_system matching the Iltem Name for the cca_handler_imp, as
defined in “Defining a Symbolic URL” on page 35.
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Creating the Oracle Knowledge User Responsibility

To create Oracle Knowledge user responsibility:

1 Inthe Siebel Application, navigate to Site Map > Administration - Application > Responsibilities
view.

2 Select Menu > New Record or click New on the title bar to create a new record.
The field for the new record displays:

& ([ #H3d | BOR Sarved Queries:

"~ Accounts | (17] Contacts | [y Opportunities | ] salesOvders | [ Service | i Quotes | Admistration - Product | Admsestration - Appication
wrwaty ol Aupheriesen Tomglale | Calegorn sty ond Manager | Desler Locator Admriizabon | Caboulabion Manager | Dats Map Aderntystion | PMY Auction Vahues Refererce Dats | Resporaibilities ™

1-10af 1+ | KD

3 Enter the following parameters for the new record:

Parameter Value
Responsibility InQuira User
Organization Default organization

4 Select Menu > Save Record to save the newly created record.

Defining Application Views

To define Application Views:

1 Inthe Siebel application, navigate to Site Map > Administration — Application > Views

Fle Edit 0 y Tools Help ORACLE
BE®| £ | add ]| =@ Saved Queries: v &G
| & omooon [ > o &S| BF Er &S B | @ AP AL K|
view:
2% Home |[~] Accounts |[3z Contacts |Fz Opportunities | SalesOrders | & Service Quotes | (&) Administration - Praduct | Administration - Application |+
Authentication Administration | Authentication Template | Category | Customer Expectations Manager | Dealer Locatar Administration | Calculation Manager | Data Map Administration | Views ™
Menu > n New | Delete | Query
View Name Description Default Lacal Access
»| InQuira Service Request Search Wiew| = o 2
Inciuira Service Request Answers Visw v =
Contact Messaging List View Contact Messaging List Yiew v
A Account Action Plan View A Account Action Plan View v
£ Account Global Cpportunity Yiew A Account Global Opportunity View v
£ Account Marksting View A Account Marketing View v
£ Account Organizational Analysis Yiew A Account Organizational Analysis View v
A Account Partner View A Account Partner Yiew v
B0 Bk Request Action Set Orders View Displays Orders generated for bulk request v
AB0 Bulk Request Exceptions List View Displays excaption assoclated with action sek of bulk request v
B0 Bulk Request List View Displays list of Bulk Requests v
B0 Bulk Request Users Actions View Displays Users and Actions of Actions sets v -

2 Click New and enter two new records, specifying the following parameters:

Parameter Value

View Name InQuira Service Request Answers View
Description (optional)

Default Local Address Y
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Parameter Value

View Name InQuira Service Request Search View
Description (optional)

Default Local Address Y

3 Add both Views to the Oracle Knowledge User Responsibility. For more information, see “Creating the

Oracle Knowledge User Responsibility” on page 41.

Enabling Single Sign-on

The Oracle Knowledge InfoCenter supports user single sign-on functionality. Single sign-on allows users to

automatically log into the Oracle Knowledge InfoCenter when the user logs into Siebel.

To enable single sign-on:

1 Navigate to Site Map > Administration — Integration > SSO Systems Admin List > SSO

Systems Administration

Flle  Edit Navig uery  Tools ORACLE

SEnY | < | adE | 2 E Saved Queries: & & &
[@ oooooo [ ||B> A &|E H S E| @] EEIARIPYIE K

;u‘ Home I:' Accounts Contacts |55 Opportunities ;" Sales Orders | 2 Gervice Quotes l‘; Administration - Product -Administrationflntegration -

SS0 Systems Administration [~ Menu » Mew  Delete | Cuery
System Name Symbolic URL Name Description

»|InCuira InQuiraSRSearchPage

EAI Value Maps | EAI Dispatch Service Wiew | Data Maps | Data Map Editor | EAI Queue | SAP Administration | S50 Systems Admin List | WI Symbolic URL List

1-30f3 | [E]

demohost 550SiebelERMeComp  Link to embedded application

Team Space Collabo CollaborationTeamspace SharePaint Integration

S50 System Users | [T n New | Delete | Query 1-10f1 | [1
Siebel Login Namy Login Name Password
»|MickEs Mlones okt

2 Select New to create a new record. The field for the new record displays as:
I veru - e [ ekt [ auery ||

System Name Symbolic URL Nar Description

>
demohost 5505iebelERMeCom Link ko embedded application
Team Space Collaboration CollaborationTeams) SharePoint Integration

3 Define a new record, using the following parameters:

Parameter Value
System Name InQuiral
Symbolic URL Name InQuiraSRSearchPage
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Description ‘ (optional)

SSO System Users

Siebel Login Name User name to log into Siebel.

Login Name User name to log into Oracle Knowledge InfoCenter.
Password Password corresponding to the Login Name. Oracle

recommends that the password entered here is
encrypted. See “Oracle Knowledge InfoCenter Pass-
word” for more information about the password.

1. This is an arbitrary designation for reference. Any name can be entered here.

Oracle Knowledge InfoCenter Password

The integration from Siebel user to auto login to InfoCenter/iConnect requires full Oracle Knowledge
authorization and the password must encrypted for the SSO mapping on the Siebel side. InfoCenter decrypts
this password when the Siebel request is intercepted. If the auto login fails, InfoCenter considers the user an
anonymous user into InfoCenter.

The encryption algorithm is configurable through the CRYTO_CLASS NAME property in config.properties for
each InfoCenter/iConnect web application. You manage the encryption through the IM console. Navigate to
Tools > System > Configure Go to Expert Mode. The default Oracle Knowledge user password encrypt/decrypt
class name configuration is:

CRYTO_CLASS NAME=com.inquira.foundation.utilities.CVEncryption

The Oracle Knowledge user's password entered in the Siebel system has to be encrypted by the same
implementation entered here so it can be properly decrypted. You can choose the encrypted password from
the IM database to enter into the Siebel System.

You can customize the encryption and decryption algorithm implementation by filling the entry of
"CRYTO_CLASS_NAME". Again, the same algorithm implementation must apply to the Oracle Knowledge
user's password on the Siebel side for encryption and the Oracle Knowledge side for decryption.

To disable this password decryption, you can choose to make the "CRYTO_CLASS NAME" entry empty in the
configuration. In this case, InfoCenter considers the password to be sent over in clear text format with no
encryption on it at all.

Important! Sending a password in clear text raises security concerns and is not recommended.

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

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

The iConnect for Siebel Contact Center uses the Siebel EAI Framework for data integration between the
Oracle Knowledge and Siebel applications. This HTTP request-response based integration uses Siebel as a
service. The inbound EAI request invokes a workflow in Siebel to insert and update data, and uses the Siebel
Data Mapping Service to transform data between the Oracle Knowledge XML format and Siebel's internal
format.

To configure data integration:
* Import the data map as described in “Importing the Data Map” on page 44
» Import the web services as described in “Importing the Web Services” on page 45

» Configure the Service Request as described in “Configuring the Service Request” on page 46

Importing the Data Map

To import the Data Map:
1 Navigate to Site Map > Administration - Integration > Data Map Editor

2 Select Import Data Map in the Integration Object Map applet.

Integration Object Map | B | IEH = Guer

Hame .

> | Autorder

Source Obj

IS5 Quate

CreditCardauthd

ditCard -

Undo Record
Deelete Record
hlew Record
Copy Record

| SaveRecord

2| New Query

-] Run Query

ol - Refine Guery
-| About Record

-| Record Count

7| Creste Baokmark. .

-| Columns Displayed

Advanced Sort

Import....
Export..

| Walicate
g Auto hiap

Ciri+l)
Cirl+D
Cri+h
Cirl+B
Cirl+S
Al
Al+EMTER
Alt+R
Cirl+Al+
Cirl+Shift+3

Ctrl+Shift+
Ctrl+Shift+O

The EAI Import dialog displays:

“JEAL EAI Import - Microsoft Internet Explorer
|| E&I DTE Impart

IC:I&ppsEiebellrftegraﬁonK Browse. . |

3 Click Browse and navigate to the following directory:
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<InQuira homes\archive\siebel\CCA\DataMaps\

to locate the following iConnect data map files:

- InQuiralLinkUnlinkSRDM.XML
- InQuiraSRLinkedAnswersDM.XML

Note:

If you receive the following error:

Cannot find entry 'InQuira Link Unlink External IO' (or 'InQuira SR Linked Answers
I0') in the bounded picklist for the field 'Source Object Name' in integration
component 'EAI Object Map' (SBL-EAI-04401)

It is likely caused by the siebel sia.srf not being copied over the existing siebel sia.srf.
See “Compiling the Siebel Repository” step 4 for more information.

4  Click Import.

5 Click Browse and navigate to the InQuiraSRDetails.XML file in the following directory:

<InQuira homes\archive\siebel\CRAWLER\DataMaps\

6 Click Import.

Importing the Web Services

To import the Oracle Knowledge iConnect web services:

1 Navigate to Sitemap > Administration - Web Services > Inbound Web Services.

2 Select Menu > Import EAI WebService.

24 Home |7 Accounts |[is Contacts | Opportunities | 5 Sales Orders | 3 Service | [ Quotes | Administration - Web Services | %
Inbound Web Services | Outbound web Services | Deployed Integration Objects
e~ IR New ] Delete | query I, Export | mport | Generate WSDL | Clear Cache
Namespace Unde Recard [Ekll] Status Comment
Delete Record [Ctik+D]
> hitp:ffsiebel.com/OrderManagemen Active Asset Base Ordering Web Service -
http:ffsiebel comfCustamUI st en) (B lvice Active
Copy Record [Cul+E]
hitp: fsiebel.comjasif SbmEaEy [ChH5] Active ADS Sample Inbound Web Service to BPEL - Can be used for Sales Order updat
hitp: fsiebel.comjmarketing/account Active
Pill / £ Mew Query (0]
hitp: fsiebel.comjasif R JALENTER] Active WS for EMR MS Outlook integration
http:fisiebel comjasif Refing Query [A+R] Active WS For EMR MS Outlook integration
hittp: ffwww.siebel.camyService/FS/4  About Flecord [Ctbhlak] Active
http:f fwwan. siebel comjService/Fsfé  Record Count [Ct+Shift+3] Active
http:ffsiebel comfOrderManagemen|  Create Bookmark. .. Active
http:ffwww.siebel com{Service/FSfE Print Preview. Active ﬂ
- Piint.
Service Ports | | Menu~ Calumns Displayed  [CibsShift+K] 1-100f 10+
Name Type Advanced Sort [Cte+Shift+0] Address Binding Comment
> AutohssstPort  Workflow Procd  Impart hittp: ffdemohost eai_snustart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA E
AukOrderPort Workflow Froceg.  E#PRIL.. http:fidemohost fesi_snufstart, swe?SWEERSource=S5acurel, SOAP_DOC_LITERA
DisconnectAssetToC Workflow Proce  Apply List hittp: ffdemohost eai_snujstart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA
DisconnectAssetToC Workfow proce 528 Lit http:jfdemohostfeal_snufstart.swe?SWEExtSoUrce=Securel SOAP_DOC_LITERA i
ModifyAssetTaOrder WorkFlow Proce. Export EAl wWebService http:fidemohost feai_snufstart, swe?SWEERSoUrce=S5acurel SOAP_DOC_LITERA

ModiFyAssetToQuoks Workflow Proc hittp: ffdemohost eai_snustart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA

ResumsAssetToOrd: Workflow Frocess  SISOMResUmetebs HTTR hittp: ffdemohost eai_snujstart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA

ResumeAssetToQua Workflow Frocess  SISOMResUmetebs HTTR hittp: /fdemohost eai_snujstart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA

SubmitOrderPort  Workflow Frocess  SISOMSubmitWebSe HTTR hittp: ffdemohost eai_snustart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA

SuspendAssetToOre Workflow Frocess  SISOMSuspendWeb: HTTR hittp: ffdemohost eai_snustart.sue?SWEExtSource=Secursh SOAP_DOC_LITERA ﬂ
Operations | | Menu~ Add | Delete | Query 1-10f1 | g

4 Open el ent for all nefits begins n h alls in Queue b 1of4
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The EAI Web Service Import window displays.

©

/ZJEAI Web Service Import - Microsoft Internet Explorer M= E3
EAI Web Service Impart
\tsclientiCiInguiratvarsl § Bigige..

Im@t Cancel

Click Browse and navigate to the InQuiraSRLinkedAnswers . XML file in the following directory:
<InQuira homes\archive\siebel\CCA\WebService\

Click Import.

Siebel Tools imports the Oracle Knowledge web services files.

Select the record you just imported into the Inbound Web Services Applet.

Click on the Service Ports applet.

Modify the Address field for all the records in that applet to use the correct host name, user name,
and password. The URL is in the following format:

http://<Siebel server host name>/eai enu/start.swe?SWEExtSource=
WebService&SWEExtCmd=Execute&UserName=<Siebel user name>&Password=
<password>

Click Browse and navigate to the InquiraCrawler.XML file in the following directory:
<InQuira homes\archive\siebel\CRAWLER\WebService

Click Import.
Siebel Tools imports the Oracle Knowledge web services files.

Important! Click the Clear Cache button when you finish importing the web services.

Configuring the Service Request

After the successful import of the Siebel SIF files and the steps covered in the earlier chapters, the following
activities must be completed to complete the configuration.

Configuring Service Request Screen

Configuring Service Request Business Object

Configuring Service Request Screen

To configure the Service Request Screen:

1

2

In the Siebel Tools application, click Screen on the Object Explorer to display the Screens on the right
hand side pane.

Click New Query on the List tool bar to start a search.
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¥ - Sicrmen View List

Bl [ ew Zwes Go Cowy Ot losh e teb
SEHO e NN, B Mo DD“‘;\:’..'-‘. =4l
“E .

New Execute Query

3 Enter "Service Request Screen” in the name column of the Screens window at the top and click
Execute Query on the List tool bar.

4  Click the + sign in front of the Screen on the Object Explorer and in the expanded list, click on Screen
View.
A bottom pane opens displaying the Screen Views that appear under the Service Request Screen.

5

Click anywhere on the Screen Views window > New Query. Enter "InQ*” in the Name column and click
the Execute Query icon on the List tool bar. You should not see any views starting with "InQ”.

6 Select the "Service Request Screen” on the Screens view by clicking on the record.

With the record selected, right-click to display the context sensitive menu and select Lock Object at
the bottom.

8 Click anywhere on the Screen Views window and right-click to display the context sensitive menu and
select New Record from the menu.

The field for the new record displays:

Oyt Doplorer 31| [ soreem e Lt
Prect

F_FRACE S CURETE We e

# o Busren Servce
A & EIM Iriestnce Table
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9 Enter the following parameters shown under Record1 Value for the new record:

Parameter Recordl Value Record2 Value

Name InQuira Service Request Answers View! | InQuira Service Request Search View?
View InQuira Service Request Answers View | InQuira Service Request Search View
Changed Y Y

Type Detail View Detail View

Sequence 1,000 1,001

Parent Category Service Request List Service Request List

Display In Page Y Y

Viewbar Text - String
Override

Linked Answers

Find Answers

Display In Site Map

Y

Y

Menu Text - String
Override

Linked Answers

Find Answers

Status Text - String
Override

Linked Answers

Find Answers

Comments created for InQuira iConnect created for InQuira iConnect
Inactive N N
Upgrade Behavior | Preserve? Preserve?

1. This field populates when the View is entered.

2. This field is not editable. After the Service Request Screen is unlocked, the Upgrade Behavior value

defaults to Preserve for both records.

10 Repeat step 8 and step 9 to create another new record with the values shown under Record?2 Value.

11 After both records have been added, unlock the Service Request Screen.

Configuring Service Request Business Object

To configure Service Request Business Object:

1 Inthe Siebel Tools application, click on Business Object on the Object Explorer to display the Business

Objects on the right hand side pane.

2 Click New Query on the List tool bar to start a search.

<% Siebel Tools - Siebel Repositary - [Business Object Components]

Busiriess Chjects

E1-[7] Siebel Objects
£ Applet
-[B] Application
Business Component
% Business Object
£ Business Service
-1 EIM Interface Table
[l Entity Relationship Diagram

‘Servics Request v Service Service Request Query List:

A Link
I Fick List
-] Project
- Scieen
I™ Sereen View
B Table
4 Task

ct Components

3 Enter "Service Request” in the Name column of the Business Objects window at the top and click

Execute Query on the List tool bar.
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Click on the + sign in front of the Business Object on the Object Explorer and in the expanded list, click
on Business Object Component. A bottom pane opens displaying the Business Object Components
under the Service Request Business Object.

Click anywhere on the Business Object Components window > New Query. Enter "InQ*” in the Bus
Comp column and click Execute Query on the List tool bar. You should not see any Business Object
Components starting with "InQ".

Select "Service Request” on the Business Object view by clicking on the record.

With the record selected, click the right mouse button to pop the context sensitive menu and select
"Lock Object” option at the bottom.

Click anywhere on the Business Object Components window and click the right mouse button to pop
the context sensitive menu and select "New Record” from the menu.

The field for the new record displays:

9 Enter the following parameters shown under Record1 Value for the new record:

Parameter Recordl Value Record2 Value

Bus Comp InQuira Answers InQuira Answers EAI

Changed Y Y

Inactive N N

Link Service Request/InQuira Answers Service Request/InQuira Answers EAI
Comments Created for InQuira iConnect Created for InQuira iConnect

10 Repeat step 8 and step 9 to create another new record with values as shown under Record?2 Value.
11 After both records have been added, unlock the Service Request Screen.

Important! After completing the Service Request Screen and Business Object modifications in Siebel

tools, compile all of the changes. After a successful compilation, unlock all of the locked projects on the

Siebel Server.
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CHAPTER 6

Configuring the iConnect
Integrated User Interface

This chapter describes:
* Interacting with the Oracle Knowledge Application

* Adjusting the iFrame Height

Interacting with the Oracle Knowledge Application

The Oracle Knowledge iConnect application can be embedded into the Siebel CRM interface or be launched
as a new pop-up window. The user interacts with Oracle Knowledge through the iConnect application, with
options to refine their search, navigate through content, provide feedback, or recommend changes to content
or create or edit content. The user has a direct link into the Oracle Knowledge authoring environment from
iConnect.

In addition, the Oracle Knowledge iConnect application has browser requirements.

Advanced Privacy Settings

i *f'ou can chooge how cookies are handled in the Internet
;Sﬂ) zone. Thiz overides automatic cookie handling.

Cookies

Dverride automatic cookie handling

First-party Cookies Third-party Cookies
(&) Accept () Accept

O Black O Block

) Prompt ) Prompt

tlways allow session cookies

[ Ok ] [ Cancel

To set the browser requirements:

1 InInternet Explorer, select Tools > Internet Options.
Select the Privacy tab.
Click the Advanced button.
Select Override automatic cookie handling.
Select Always allow session cookies.

Click OK.

D O~ WN
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51 ADJUSTING THE IFRAME HEIGHT

Adjusting the iFrame Height

You can configure the height of the search results frame within the Siebel application.

The IFrame feature is used to display Oracle Knowledge content within the Siebel application. The height of
IFrame determines the height of Siebel applet used to render the Oracle Knowledge content.

« Editthe Height parameter of the IFRAME argument as specified in “Defining a Symbolic URL” on
page 35. The default iConnect value is:

IFRAME Height=400...
* Change the value of the Height parameter to the desired value.

» Update the Siebel application.
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APPENDIX A

Deploying Intelligent Search for
Siebel

You deploy iConnect for Siebel Contact Center components within both the Siebel server environment using
the Siebel Tools application, and within the Siebel client application.

To deploy iConnect for Siebel Contact Center complete the following:
» Deploying the Content Converter Style Sheet

* Importing the Runtime Event

The integration process supplies and configures components, such as the Oracle Knowledge Workflow, within
the Siebel environment to enable Oracle Knowledge to access content associated with various Siebel objects.

Important! We strongly recommend that you stop the Siebel server before deploying iConnect for Siebel
Contact Center.

Deploying the Content Converter Style Sheet

The iConnect for Siebel Contact Center content converter uses a pair of style sheets main.xs1 and
sr transformation.xsl (called by main.xs1) to translate the Siebel XML output to the Oracle
Knowledge IQXML input format.

To deploy the converter style sheets:

» Copy thefilesmain.xsl and sr transformation.xsl from the installation directory:
<InQuira_home>\archive\siebel\xsI\

to the webserver directory; for example, if using an Apache Tomcat webserver:
<Apache_home>\tomcat\common\classes

and to the InQuira directory:
<InQuira-home>\inquira\int\xsl

Modifying the Siebel Content Converter

You can edit the sr_transformation.xsl file to process Siebel XML output associated with custom
integration objects. The Integration Object definition specifies which fields will be included in the exported
XML file. You can specify conversion for all of the fields defined in the Integration Object, or optionally restrict
the fields that will be processed as content by omitting them from the translation process.

» Select all the fields you need to be included as content.
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Conversion Example

<?xml version="1.0" encoding="ISO-8859-1"7?>
<xsl:stylesheet version="1.0" xmlns:xsl="http://www.w3.0org/1999/XSL/
Transform">
<xsl:output omit-xml-declaration="yes"/>
<xsl:template match="/ServiceRequest">
<igxmls>
<document >
<xsl:if test="Area/text()" >
<facet>CRM-AREA.<xsl:value-of select="Area"/></facet>
</xsl:if>
<xsl:1f test="CreatedByName/text ()" >
<facet>CRM-CREATE BY NAME.<xsl:value-of select="CreatedByName"/></facet>
</xsl:if>
<xsl:1f test="Sub-Area/text()" >
<facet>CRM-SUB_AREA.<xsl:value-of select="Sub-Area"/></facet>
</xsl:if>
<xsl:1f test="Sub-Status/text ()" >
<facet>CRM-SUB_STATUS.<xsl:value-of select="Sub-Status"/></facet>
</xsl:if>
<xs8l:1f test="SRType/text ()" >
<facet >CRM-INFORMATION TYPE.<xsl:value-of select="SRType"/></facet>
</xsl:if>
<xsl:if test="Priority/text ()" >
<facet>CRM-PRIORITY.<xsl:value-of select="Priority"/></facet>
</xsl:if>
<xsl:if test="Status/text ()" >
<facet>CRM-STATUS.<xsl:value-of select="Status"/></facet>
</xsl:if>
<section>
<subsection>
<title><xsl:value-of select="SRNumber"/></title>
<p><xsl:value-of select="Abstract"/></p>
<p><xsl:value-of select="AccountComment"/></p>
<p><xsl:value-of select="Account"/></p>
<p><xsl:value-of select="Area"/></p>
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<p><xsl:value-of select="CreatedByName"/></p>
<p><xsl:value-of select="Description"/></p>
<p><xsl:value-of select="Priority"/></p>
<p><xsl:value-of select="Reproduce"/></p>
<p><xsl:value-of select="ResolutionCode"/></p>
<p><xsl:value-of select="SRRootcause"/></p>
<p><xsl:value-of select="SRType"/></p>
<p><xsl:value-of select="ServiceRequestType"/></p>
<p><xsl:value-of select="Severity"/></p>
<p><xsl:value-of select="Source"/></p>
<p><xsl:value-of select="Status"/></p>
<p><xsl:value-of select="Sub-Area"/></p>
<p><xsl:value-of select="Sub-Status"/></p>
<p><xsl:value-of select="Type"/></p>
<p><xsl:value-of select="Version"/></p>
<xsl:apply-templates select="ListOfAction/Action"/>
</subsections>
</section>
</document >
</igxml>
</xsl:template>

<xsl:template match="ListOfAction/Action">
<xsl:1f test="position()=1">
<p><xsl:value-of select="Description2"/></p>
<p><xsl:value-of select="DueDate"/></p>
<p><xsl:value-of select="Priority"/></p>
<p><xsl:value-of select="Status"/></p>
<p><xsl:value-of select="Type"/></p>
</xsl:if>
</xsl:template>

</xsl:stylesheet>
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Importing the Runtime Event

To import the Oracle Knowledge crawler runtime event:
1 Navigate to Sitemap > Administration - Runtime Events > Event Aliases.

2 Select Menu, XML Import.

4 Home ||~ Accounts |[EZ Contacts

pportunities | "= SalesOrders | . Service | Administration - Runtime Events

Action Sets | Event Aliases | Events

Event Aliases | [T n new | Delete | Query 1-wofw: | @]
Name e  Event Subevent
Delete Record [ctrl+0]
> Service Request - New uest  HewRecord |
Service Request - iy, ew Record [Curl+h] usst  WriteRecord =)
eeroio Rt gl COPY RECEH [Cti+] L =l
orvice Request - Frel oo [ctss] uest  PreDelsteRecor
Service Request Attac uest Att ewRecord
New Query [ak+a] .
Servics Request Attac| o [HESENTER] uest Att WriteRecord
Service Request Attac|  Refine Query [Alk+R] uest Att PreDelsteRecord
Contact - Mew about Record [Ctr-Halt+K] HewRecord
Contact - Write Record Count [Ctrh+Shift+3] WriteRecord
Contact - PreDelete | craate Bankmark... PreDeleteRecord
Account - PreDelete | Print Preview... PreDeleteRecord 3
Prirt..

Columns Displayed  [Ctrl+Shift+K]
Advanced Sort [CtrHshift-+0]

Export...

Apply List

XML Export...

|+ I o RUFW Events E

The Import File window displays.

/3 Import File - Microsoft Internet Explorer [_[O] <]

Erqﬁse Submit | Cancel

3 Click Browse and navigate to the RTE.xml file.
<InQuira_homes\archive\siebel\CRAWLER\RunTimeEvents\
4  Select the RTE.xml file and click Open.
The Import File dialog box displays. Click OK.

3 Import File - Microsoft Internet Explorer = [0 x]

Personalization
import
successful,
Conflicts 17,
Inserted 0,
Updated 0,
Skipped 17

5 Siebel Tools imports the Oracle Knowledge runtime event files.
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APPENDIX B

Configuring Oracle Knowledge
Content Processing

You configure Oracle Knowledge to process Siebel content so that it is available to Intelligent Search by
configuring and scheduling a Siebel crawler. The Siebel Crawler supports the Service Request and Defect
business objects; however, you can customize the Siebel crawler access content within other Siebel objects.

Note: We recommend that you consult with Oracle Consulting Services for assistance with customizing the
Siebel crawler.

The Siebel crawler runs as a scheduled job that you define and administer using the Advanced Configuration
Facility Scheduler, as described in the “Intelligent Search Administration Guide”.

You tailor the presentation of answers from Siebel content using custom java server pages (JSPs). See
“Specifying the URL for Displaying Siebel Answers within Oracle Knowledge” on page 59 more information.

This chapter discusses:
» Configuring Siebel Content Acquisition
e Updating the Content Store
» Updating the Dictionary (Optional)

Configuring Siebel Content Acquisition

You configure access to Siebel content using the Crawler Settings page of the Advanced Configuration Facility.
The “Intelligent Search Administration Guide” provides details on accessing and using the Advanced
Configuration Facility.

Each crawler configuration defines a document collection. You specify various crawler parameters, as
described in “Specifying Siebel Crawler Parameters”.

Important! A Siebel collection can access only one Business Object type. You must create and configure
a unique Siebel crawler for each object type that you want to access.

Specifying Siebel Crawler Parameters

You configure the crawler's connection to the Siebel application on the Crawler Settings > Siebel
Crawlers page of the Advanced Configuration Facility.
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To configure the Siebel crawler:

1 Select Crawler Settings from the System section of the Advanced Configuration Facility main menu

INQUIFIA._l advanced configuration

Editing: Crawler Settings

B show Advanced Options

Date Format : I

Database

Crawlers (none)

Add New Item

Rules En .
Emiin Siebel Crawlers :
Plug-in Registration

Pre

(none)

Add New Item

¥YYYYYYYYYYYYNYY

figuration

Instances Custom Crawlers :

(none)
* Communication Settings

Add New Item

Instance Groups

>
>
> er Defaults
>

>
>
>
>
>
>
s
>
>
>

Document :
Attribute ~ (NONE)
Add New Item

ult subject map Collection Group : (none)
erpt
erpt Security Add New Item

Content Acquisition

Commit Interval |500

The Crawler Settings page lists the available crawlers.
2 Click Edit.
3 Under Siebel Crawlers click Add New Item.

siebel Crawlers : [none)

Add Mew Itern
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The Siebel Crawlers page displays the crawler configuration fields.

System

YV Y YYYYYYYYYYYY

>
-

MW Y Y Y Y YWY

¥ Save Settings
¥ Exit Configuration

f|NQU|RA.- | advanced configuration

Item Name b [Gnnamed

Siebel Crawlers

forcedPublic : & o  off

Connection URL § I

siebelDataMapKey b [InguiraSRDetails

#sl location p I...l"archiue.l"siebel.l"crawler.l"xsl

User I

Password § I

Date Format b [mm/dd/yyyy HH:mm:ss

htount : [1000

Available for :
Unstructured & on O off

Search

Document Filter
(none)

Add Hew Ttern

Document
Attribute ~ (NONE]
Selector  add Hew Ttem

Document
Supertitle tnanej
Selector  add Hew Ttem

Validation :
Condition tnonej

Add Hew Ttermn

Build URL

URL Builder ) Icom.inquira.content.urlbuilder.ContentStoreURLBL_d

4  Specify the following crawler parameters:

Parameter

Description

connection URL

Specifies the URL of the Siebel application. This parameter is required.
There is no default value.

siebelDataMapKey

Value must match the DataMap name specified on Siebel, delivered as
InquiraSRDetails.

Xsl location The xsl file location for the Content Converter Style sheet.

User Specifies the user name for access to the Siebel application content.
This parameter is required. There is no default value.

Password Specifies the user password for access to the Siebel application content.

This parameter is required. There is no default value.

Date Format

The date format for the Siebel User (depends on the locale information
for the user).

siebelBatchCount

The batch count to retrieve Siebel records at one web service call.

Available for
Unstructured Search

Specifies that the collection will be available to the Unstructured retrieval
module. On is the default.
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Parameter Description (continued)

unstructuredAttribute | Specifies whether the documents in this collection will be available to
the unstructured information retrieval module. This parameter is
required. Valid values are On and Of £. On is the default.

documentFilter Specifies one or more optional filters to limit the documents that will be
included in the collection. Valid values are defined document filters, as
described in Configuring Document Filters in the “Intelligent Search
Administration Guide”.

Document Attribute Specifies one or more optional document attribute selectors for the
Selector crawler. Valid values are defined document attribute selectors, as
described in Configuring Document Attributes in the “Intelligent Search
Administration Guide”.

Document Supertitle | Specifies one or more optional document supertitle selectors for the
Selector crawler. Valid values are defined document supertitle selectors, as
described in Configuring Document Supertitles in the “Intelligent Search
Administration Guide”.

SiebelBuildURL Specifies a default class name and method to use the presentation JSP
to display answers from Siebel content within the Oracle Knowledge
User Interface. The default is class name is
com.inquira.content.SampleBuildURL.

The default is method is contentStoreURL.

5 Select OK to save the specified values in your configuration.

Specifying the URL for Displaying Siebel Answers within Oracle
Knowledge

Oracle Knowledge uses a Java server page (JSP) to create an ad hoc answer source document for
presentation within the User Interface. This section provides example configuration information using the
default JSP page (cs. jsp); however, you must create a custom page to render the Siebel content
appropriately for your application.

You must specify a class and a method to create the URLs for the ad hoc answer documents derived from
Siebel content for the specified collection. The Siebel Build URL parameters are specified on the Advanced
Configuration Facility Crawler Settings > Siebel Crawlers page:

Parameter |Description

Class Name | Specifies the Build URL class. The default is
com.inquira.content.SampleBuildURL.

Method Specifies the Build URL method. The default is contentStoreURL.

Properties Specifies a required property to enable answer highlighting within constructed
Siebel answer documents. Specify the URL of the cs . jsp page in your
application server. The following example shows a typical Apache Tomcat
implementation:

http://<tomcat homes>/webapps/inquirawb/cs.jsp
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Updating the Content Store

You must perform content processing to add the Siebel content to the Oracle Knowledge application content
store. You process Siebel content by scheduling tasks to execute the configured Siebel crawlers.

The “Intelligent Search Administration Guide” provides detailed information about scheduling and performing
content processing.

Updating the Dictionary (Optional)

To optimize the accuracy of the Oracle Knowledge search functionality, you may want to add terminology that
is specific to the content stored in your Siebel application to the Dictionary, as described in the “Intelligent
Search Administration Guide”.
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