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PREFACE

About This Guide

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

This preface includes information on the general organization of this guide.

In This Guide

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

Chapter 1, CRM OnDemand This chapter describes Oracle Knowledge CRM OnDemand configuration.
Configuration

Chapter 2, CRM OnDemand This chapter describes how to configure the CRM OnDemand mapping tool

Mapping Tool Setup components that make Oracle Knowledge applications available to the CRM
application.

Chapter 3, Self-Service This chapter describes Oracle Knowledge On Demand Self-Service Portal con-

CRM OnDemand figuration.

Configuration

Chapter 4, SSP Mapping This chapter describes how to configure the On Demand Self-Service Portal
Tool Setup mapping tool components that make Oracle Knowledge applications available to
the SSP application.

Chapter 5, Configuring This chapter describes how to configure the Oracle Knowledge System Man-
Oracle Knowledge ager and Information Manager components.

Chapter 6, Self-Service This chapter describes how to implement and administer the SSP.

Portal User Administration

Chapter 7, Reports This chapter describes how to configure reporting tools.

Configuration

Appendix A: Building This appendix provides a reference for configuration updates.
Configuration Updates

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

Appendix C: Crawler This appendix contains information on customizing the crawler URL Builder to
Support for Multiple Web  support multiple web applications.

Applications
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2 EXAMPLES OF PRODUCT SCREENS AND TEXT

Examples of Product Screens and Text

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.

Operating System Variations in Examples and Procedures

We generally use Linux screen displays and naming conventions in our examples and procedures. We
include other operating system-specific procedures or steps as noted in section headings, or within topics, as
appropriate.

We present command syntax, program output, and screen displays:
e in Linux format first

* in other Unix-specific variants only when necessary for proper operation or to clarify functional
differences

¢ in Windows format only when necessary for clarity

References to Web Content

For your convenience, this guide refers to Uniform Resource Locators (URLSs) 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.
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CHAPTER 1

CRM OnDemand Configuration

For iConnect functionality, you must configure the CRM OnDemand application to enable iConnect for CRMOD
to run the following abilities:

* Embed the Oracle Knowledge answers page (An External Website) as a Web Applet in the Service
Request Detail page.

¢ Pass a set of key information to the Oracle Knowledge Find Answers Portal.

¢ Link/Unlink/Get Linked Oracle Knowledge Answers for a Service Request (Oracle Knowledge Answers
are stored in one of the Web Service 1.0 Custom Objects1 - 3).

Embedding Oracle Knowledge Search Site
within CRM OnDemand

To embed the Search site within CRM OnDemand:
1 Signin to the CRM OnDemand application.
2 Click the Admin link in the top right corner.

3 Click the Application Customization link.

CRM On Demand

Y tt = - = — e .
jn‘ Home ﬂ Calendar 53:‘ Leads Accounts | [f=| Contacts E_ﬁ? Opportunities | < Service g In

Admin Homepage | Backto My Homepage

Company Administration Application Customization
Company Adminiskration - Manage the company prafile and manage global Application Cuskomization - Cuskomize
information, including currencies and ackive languages, Monitor usage and sek cuskom page layouts, homepage lawou
passwiord policies, Create Homepage alerts, layouts; change Field names, modify pi

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

' [ [EEETE ' ' ' ' ] ne o - -~ . ' -

Business Process Management

4 Under Record Type Setup, click the Service Request link.
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4 EMBEDDING ORACLE KNOWLEDGE SEARCH SITE

Application Customization | Back to Admin Homepage

Record Type Setup Application Setup
Account Custom Object 09 Custorn Web Tabs -
Ackiviky Zuskorn Object 10 Glabal Web Applets
Assessment Cuskorn Object 11 and the Action Bar.,
Asset Zuskomn Obijeck 12 My Homepage Layol
Campaign Cuskom Object 13 M H st
Contack Zustom Object 14 ¥ TIRMERSGE DU

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

o N IS ]

Cuskomn Object 15
Lead
Opporkunity
Product

Revenue

Service Request

et NS

Hormepage Lavout,

Zustomize Record T
record tvpes, These

5 Under Page Layout Management, click the Service Request Web Applet link.

CRM On Demand

Faining and JUpport

ﬂ’jﬁ_} Home | 1| Calendar @a? Leads

Field Management

Accounts Contacts

Service Request Application Customization

T ﬂ =
EEEF Opportunities 2 Service

| Back to application Customization

Page Layout Management

Felabel figld names, create custom Figlds, manage picklist values, specify defaul Create and manage page layaut

walues Far a figld ar set up Figld walidation, page layouts,
Service Request Field Setup Service Request Page Layout
Service Reguest Related Inform

Cascading Picklists Service Reguest Web Applat

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

6 Click the New button. In the fields, enter the values listed in the following table:

Field Value
Name Find Answers
Location Detail Page
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ABOUT SYMBOLIC LINK

Type

HTML

Web Applet
HTML!

<iframe width=100% height=280 scrolling=auto frameborder=

no name=myframesrc=https://staging.InQuira.com:8226/iconnect/
index?page=ccaMain&sr key=%%%SR_Number%$%&question box=
$%%Abstract%%%&cca_ types=solution id, +resolution id&ui mode=
question&cca connected=true&cca system=crmod&user=

User 1id%%%&fname=%%%User first name$%%&lname=

User last name$%$%%&email=%%%User email%%$%&locale=

SSO Token%%%&CONTACT_ ID=%%%Contact Id%%%&CONTACT EMAIL=
Contact_Email%%%&cca_case desc=%%%Abstract%$%%&url=https://secure-
ausomxapa.crmondemand.comid=iconnect></iframe>

o o° o° o° o°
o° o° o° o° o°

o
°
o
%
$User locale code%%$%&ssoToken=
%
o
°

1. Note:

* src is the Oracle Knowledge web application URL, it should be http://<servernames: <port>/support/index?

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

« url is the OnDemand CRM application access URL for customers. It is unique to each customer.
» Make certain to note where there are spaces and where there are none. = never has a space after it.

7 Click Save.

8 Go to any Service Request Detail page and click the Edit Layout link in the top right corner.

9 Move Find Answers from Available Related Information to Displayed Related Information.

About Symbolic Link

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

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

Parameter Key Value

Main URL

sr_key

http://<server-name>:<port>/<iconnect application
context-name>/index?page=ccaMain&<other_parameters>

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

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

%%%SR_Number%%%

question_box

%% %Abstract% %%

cca_types solution_id,+resolution_id
ui_mode question

cca_connected true

cca_system crmod

user %% % User id%%%

fname %%%User first name% %%
Iname %% %User last name%%%

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE
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6 ABOUT SINGLE SIGN-ON

email %%%User email%% %

locale %% %User locale code% %%

ssoToken %%%SSO Token%%%

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

CONTACT_EMAIL %% %Contact_Email%%%

About Single Sign-On

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

The user is mapped to a user role that dictates the user’s privileges, which are displayed within the Oracle
Knowledge application.

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

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

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

Customizing Custom Objects

iConnect for CRMOD only supports Web Service 1.0 Objects. WS 1.0 supports the custom objects
CustomObject1, CustomObject2, and CustomObject3.

Any Oracle Knowledge answers that are linked to a Service Request must be stored in one of the three custom
objects. At any time, users must choose only one object to represent the Oracle Knowledge answer.

WARNING! After you associate answers to a particular custom object, and the custom object is associated to
Service Request, choosing a different custom object may result in loss of data and data corruption.

Example: The following example demonstrates a configuration for Custom Object 2.

Create the following fields for custom objects in CRM OnDemand:

Field Display Name CRM Data Type
IQTitle Text (Long)
IQExcerpt Text (Long)
IQIMDocld Text (Short)
IQDocType Text (Short)
IQDocGUID Text (Long)
IQDocVersion Text (Short)
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7 CUSTOMIZING CUSTOM OBJECTS

IQLinkedDate Text (Short)
IQDocUrl Text (Long)

To customize the custom objects:
1 Sign in to the CRM OnDemand application.
2 Click the Admin link in the top right corner.

3 Click the Application Customization link.

Training and Suppart | Admin

Accounts Contacts E__?aq Opportunities ri Service

Admin Homepage | Backto My Homepage

Company Administration Application Customization

Company Administration - Manage the company prafile and manage global Application Cuskomization - Cuskomize

information, including currencies and ackive languages, Monitor usage and sek cuskom page layouts, homepade lawvou

passwiord policies, Create Homepage alerts, layouts; change Figld names, modify pi
cascading picklisks, define custom web
and rename record bypes,

User Management & Access Controls

Jzer Management & Access Conkrals - Manage users and their daka wisibility Far
walr company, including creating new or updating existing user prafiles, Manage

[N ' e [EEETE ] ' ' ] ' ne o - ~ . ' - 0’

Business Process Management

4 Under Record Type Setup, click Custom Object 2.

Application Customization | Backto Admin Homepage

Record Type Setup Application Setup
Account Cuskom Object 09 Cuskam Web Tabs - C
Gckivity Custom Cbject 10 izlobal Web Applets - |

Bssessment Custom Object 11 and the Action Bar,
Asset Cuskormn Object 12 My Homepage Layout
Zampaign Cuskormn Object 13 W 1 Cust
Conkack Cuskormn Object 14 ¥ MIRMERSEE LUsEon
. ) Homepage Lawouk,
Cuskarn Ohbjeck 01 Cuskarn Ohbjeck 15
Cuskom Objsct 02 Lead Custonize Record Ty
Cuskom Object 03 Cpporbuniky record types. These c

5 Under Field Management, click Custom Object 02 Field Setup.
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8 CUSTOMIZING CUSTOM OBJECTS

ﬂ’j} Home ﬂ Calendar E%? Leads Accounts Contacts EE@ Opportu

Custom Object 02 Application Customization | Backto Application Custe

Field Management Page L
Felabel figld names, create custom Figlds, manage picklist values, specify defaulk Create
walues Far a figld ar st up Figld walidation, page |
Cuskom Ohjeck 02 Field Setup Cuskor

Zuskar

Cascading Picklists Zuskor

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

6 Click the New Field button.

7 Set Display Name to IQTitle and Field Type to Text (Long).

Custom Object 02 Field Edit | Back to Custom Object 02 Fields
Save || Cancel

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

Key Information

Display Mame* [IGTitle Field Type* I |

Mark: for Translation [ checkbox
Additional Information g:;rﬁencv
Required [ Default Yalue ?ite-'lﬂme

nteger

Readonly [ Mulki-Select Picklist
Mumber
Percent
*= Required Field Phaone

Web Link

Save | | Cancel

8 Click Save.

9 Repeat step 6 and step 7 for the remaining fields, as shown in the following figure:
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9 CREATING AN ADMINISTRATOR USER FOR SSP

Edit IQDocEUID Texk {Long) r
Edit IQDocType Texk {Short) I
Edit IQDacJRL Text (Long) n
Edit IDocYersion Texk {Short) I
Edit IQExcerpt Text (Long) n
Edit IGIMDacId Tek (Shark) I
Edit ICLinkedDate Texk (Shork) n
Edit ITitle Texk (Long) I

Creating an Administrator User for SSP
Integration

You should create a separate administrator user for the integration between CRMOD and Oracle Knowledge.
This user ID is used wherever an administrator ID is required in the CRM integration with iConnect and SSP.

To create an administrator user:
Sign in to the CRM OnDemand application.
Click the Admin link in the top right corner.

1
2
3 Click User Management and Access Controls.
4 Click User Management.

5

Click the New User button to open the User Edit page.
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10 CREATING AN ADMINISTRATOR USER FOR SSP

User Edit
User Edit Save

| Back to User List H

Save & Mew User || Cancel

All personally identifiable information {'personal information™) contained in the Personal Profile will be governed by the Privacy Statement, Please keep this
information Up to date, Occasionally, we may want ta send promational information reqarding other praducts or services that are available, or special events, In

order ko receive these promational materials, please specify the preferences below,

Key User Information:

First Mame* |S5P Job Title |SSP Admin
Last Mame* |Admin Region
Middle Marne Subregion
Mr./Ms, Role* | Administrator v
Status* | Active Primary Group
Reparts To G, Default Book (&l + =
Superyisar Q, Default Book For Analytics =

User Detail Information:

Alias™ |35 Company Sign In 1D INQUIRA-DEY
lser 10 |odcrm-ssp lUser Sign In ID* [TNQUIRA-DEY adcrm-ssp
Email* |od_info@inguira. com Ciivisian
Secondary Email Depattment

Work Phone #% 6502465000 Emplovee Mumber
Cellular Phone # Business Unit
Whork Fax # Business Uit Level 1

6 Use the following values to complete the required fields:

Field Value

First Name SSP

Last Name Admin

Status Active

User ID odcrm-ssp
Email As applicable
Job Title SSP Admin
Role Administrator
Alias SSP

User Sign In ID INQUIRA-DEV/odcrm-ssp (Keep default the value.)
Work phone As applicable
7 Click Save.
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CHAPTER 2

CRM OnDemand Mapping Tool
Setup

The Mapping Tool is a web-based configuration tool for establishing communication between Oracle
Knowledge and CRM OnDemand. The Mapping Tool has the following abilities:

e Setup CRM OD Connection Properties.

¢ Set the CRM Objects to Use for mapping.

¢ View CRM Obiject Fields (Attributes).

¢ Map the individual attributes between Oracle Knowledge and CRMOD.

The Mapping Tool deploys as part of the Intelligent Search System Manager Advanced Configuration utility.

Accessing the Mapping Tool

To access the Mapping Tool:
1 Access the System Manager by opening a web browser and navigating to:
http://<hostnames:<port>/inquirawb/
2 Sign in with the appropriate user name and password.
3 Click Tools and Advanced Config.
4 In the Advanced Config pane, click CRM Mapping Configuration.

CRM OnDemand Connection Properties

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

You must define the following required properties:

Property Description

Enable Login Select Yes to enable the object.

User Name CRM OnDemand Administrator Login

Password CRM OnDemand Administrator Password

URL URL to access Oracle CRM OnDemand, For example,

https://secure-<servers>.crmondemand.com/

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE
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CONFIGURING ICONNECT FOR CRMOD

Max Active Enter the maximum number of active collections. The default is 5. If you use state-less
Collections connections, set this to 1 (see below).

Display Activity in Enter whether to display Contact Center activity in SSP. The default is Y.

SSP

Package Name for The package name of the Oracle Knowledge-specific Value Objects (including SSP) that
InQuira Objects are mapped to CRM Objects [Case, CaseAnswerLinkinfo and CaseActivity] are stored,

typically com.inquira.crm.vo

Define the properties in the Configuration Properties: View/Edit page, as shown in the following figure.

Configuration Properties:View/ Edit

Security and Login

Enable Login @ & g, O o
User Name : EINOUIRA-DEVJ-"qauserZ
Password [walcomaﬁii
URL |https Nsecure-ausemxapa crmondemand com
Max Active Connections : IS

Display Activity In SSP : |V

Package name for Inquira
Objects

State Management (state-—full / state-less)

State-full connections i ®on Cor

H |r.0m.inquirz crm.vo

Disabling state-full sessions will reduce the number of web-service requests enhancing the performance of the application.
However, additional parameters are required (below) and you may need to upgrade your CRMOD application to be compatible.

URN H ium'crmonde mand/ws

Client Name : [Oracle Cerporation CRIM €

Important! Export the configuration properties and copy them to locations that the Self Service Portal
can access at runtime (that is, SINQUIRA ROOT/appserverim/webapps/ssp/WEB-INF/classes).

Configuring iConnect for CRMOD Session
Management

If you plan to use state-less sessions, make the modifications explained in this section. Not setting these
values allows the system to continue using state-full sessions.

Configure CRMOD session management for iConnect in the Call Center Advisor page.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



12 SET CRM OBJECT

Call Center Advisor

cca-request-

hosdBor CRMOD_reguest - Edit List
CCa-response- - S
hosdBor CRMOD_response - Edit List

Base URL : https://secure-<servers.crmondemand.com

User Name [ cppoD Admin

Password 5 FEEEERE R R RN RS

Properties

Value - 5]
Item Name p CRMOD_STATEFUL_SESSIONS :

Value : FalsE

[F:
Item Name p CRMOD_STATELESS_CLIENTNAME .
Value : Oracle Knowledge
[F:
Item Name p CRMOD_STATELESS_URN o
Value : yurnicrmondemand/ws
Add Mew Item
1 In the Properties fields, enter the following values in the scheduler:
Property Value
CRMOD_STATEFUL_SESSIONS If this value is set to null or TRUE or true, this indicates that iConnect for

CRMOD should use Stateful sessions.

CRMOD_STATELESS_CLIENTNAME  Set this value to Oracle Knowledge if setting
CRMOD_STATEFUL_SESSIONS to any value other than true.

CRMOD_STATELESS_URN Set this value to urn: /crmondemand/ws.

2 Run a synchronization.

3 Restart the runtime.

Set CRM Object

This feature allows users to define the mapping at the Object level between CRM OnDemand installed Objects
(Service Request, Custom Object 1, Custom Object 2, Activity) and Oracle Knowledge-Specific Value Objects
(Case, CaseAnswerLinkinfo, CaseActivity).
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13 VIEW CRM OBJECT ATTRIBUTES

The package name of the Oracle Knowledge-Specific Value Objects must match the property Package Name
for Oracle Knowledge Objects defined in “CRM OnDemand Connection Properties”.

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

Oracle Knowledge Object CRMOD Installed Object

Case Service Request
CaseActivity Activity
CaseAnswerLinkinfo <Custom Objects>

View CRM Object Attributes

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

Viewing CRM Object Fields

CRM Object Fields for :

Configuration

Custam Object 2
Custom Object 3
Ackivity

Service Request

Dare _*;
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14 FIELD MAPPING

Configuration
CRM Object Fields for :
i
* Fizld Mapping Account Accountiarne Picklist

Account Id AccountId o

Account Location Accountlocation Ficklist

Account: Exkernal Unique 1D AccountExternalsystemnld Picklist

Accounk: Inkegration ID AccountIntegrationld Picklist

Activity: External Unique ID ActivityExkernalSystemId Picklist

Activity: Integration 1D Activity IntegrationId Picklist

Zampaign Zampaigniame Picklist

Campaign: External Unique ID CampaignExternalsystenmld Picklist

Campaign: Inkegration ID Campaignintegrationld Picklist

Contack ContactFullMame Picklist

Contack Firsk Mame ContactFirskMame Text (Shork)

Contact Id ContactId (8]

Contact Last Name ContactLasthame Texk {Shart)

Contack: External Unique ID ContactExternalSyskemld Picklist -
Daone _*u

Field Mapping

This is one of the most important feature allows users to define the mapping at the Field level between CRM
OnDemand OOB Objects (Service Request, Custom Object 1, Custom Object 2, Activity) and Oracle
Knowledge-Specific Value Objects (Case, CaseAnswerLinkinfo, CaseActivity).

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

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

Case Service Request

Attribute Name Display Name Field Name
caseNumber Service Number SRNumber
linkedAnswerFlag IQAnswersLinkedFlag  <Determined during CRMOD customization>
Status Status Status

CaseAnswerLinkInfo Custom Object 1 -3
Attribute Name Display Name Field Name
caseNumber Service Request serviceRequestNumber
key External Unique Id externalSystemld
title IQTitle <Determined during CRMOD customization>
excerpt IQExcerpt <Determined during CRMOD customization>
IMDocld IQIMDocld <Determined during CRMOD customization>
docType IQDocType <Determined during CRMOD customization>
docGUID IQDocGUID <Determined during CRMOD customization>
docVersion IQDocVersion <Determined during CRMOD customization>
linkedDate IQLinkedDate <Determined during CRMOD customization>
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FIELD MAPPING

url IQDocUrl <Determined during CRMOD customization>
caseNumber Name name

CaseActivity Activity
Attribute Name Display Name Field Name
caseNumber Service Request serviceRequestNumber
contactld Contact Id primaryContactld
Subject Subject subject
description Description description
dueDate Due Date dueDate
status Status status
Type Type type

Example: Mapping of CaseAnswerLinkinfo and CustomObject1_Type

Mapping Configuration:Create

From Type To Type

|c0m inquira. crm, vo, CasesnswerLinkInfo | | crmondemand. ws, customobiject 1, CustomObject1_Type vl
caseMumber % | == Must be mapped to Service Reguest Mumber | Service Requesk b |
| == Must be mapped to External Unigue Id | External Unique ID b |
title | == Title must be mapped to 1A Title [ 10Tite v
excerpk w | == Excerpt must be mapped to I2Excerpt | IGExcerpt b |
caseMumber (| == This iz & dummy assignment to Mame | Name hd | == hlame iz & Mandatory Field

userhame % | == hay be optionally mapped to Created By | b |

[

MOocId | == huzt be mapped to GIMDocld | IGIMDocId kY |

docType | == hust be mapped to 1200cType | IQDocType b |

(=8

IIIIIIIIIIiI
= —.

ocGUID | == hust be mapped to IG0ocGUIC | IQDocGUID * |

docversion % | == Must be mapped to 1QDocYerzion | IQDocVersion hdl |

skakus w | == Mo keed to map Status field | ~|
linkedDate | == Must be mapped to 12LinkedDate [ 1LinkedDate v
* | == hMust be mapped to IG0ocURL | IQ0ocURL .o |

[
=
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16 FIELD MAPPING

After Mapping is complete, you should see a page similar to the following figure:

Case Activity Activity_Type

@ casehurnber @ serviceRequesthumber x
@ conkactld @ primaryCantackId x
[ subject [ subject x
@ description @ description x
[# duenate [ duenate X
[ starus [ status X
[ type [ bype X

Case ServiceRequest_Type

[#] casemumber [&] srmumber X
@ linkedanswerFlag @ customBooleand X
[ srarus [ sratus X
@ caseMumber @ serviceR equestMumber X
[= key = externalTystemld X
[Fritle [ customTeste X
@ excerpk @ customTexks X
[ casemumber [ name X
[# 1Mpoctd [ customTestaz X
[= docType (& customTextsz X
[# doceuin [ customText1 X
@ dockersion @ cuskomTexk31 X
[Firkedpats [ customTextas X
ETY [ customTexto X

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



CHAPTER 3

Self-Service CRM OnDemand
Configuration

For Self Service functionality, you must configure the CRM OnDemand application with the following:

e Customize Contact

- Add custom fields to Contact Object

- Add a new section to display Self Service Portal information

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

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

- Add a new web link Topic Link for Task Activity

- Enable the Topic Link web link only for Type UserTopic

Adding Custom Fields to Contact

You must create the following fields need for Custom Objects in CRM OnDemand:

Field Display Name CRM Data Type

* IQAutoPassword + Checkbox

* |IQPassword » Text (Long)

* IQRegistrationDate » Date/Time

* IQResetReminder » Text (Short)

* IQUserRole * Picklist (Editable)

* |QUserStatus + Picklist (Editable)
Picklist (Editable)

* IQUserType

To add custom fields:
1 Sign in to the CRM OnDemand application.
2 Click the Admin link in the top right corner.
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18 ADDING CUSTOM FIELDS TO CONTACT

[=IMessage Center /_;E} Home I ﬂ Calendar I E%'! Leads I Accounts I Contacts I E}; Opportunities I ri Service I & Int
0 Mew Messages
i_"I\ e Welcome, Santosh!
—|search
Last Sign In Dake - 2/202010 12:19:05 PM
e Today's Calendar New E ﬁ My Open Tasks | New
Lask Mame Start Time * Subject Due Date Priority
Wigw Calendar 11/23/2009 !
First Marie 1/efz010 !
: 162010 1
Emnail 1jafz010 )
162010 !
Advanced L0l l

3 Click the Application Customization link.

CRM On Demand

ﬁ Calendar Accounts Contacts

Admin Homepage | Backto My Homepage

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

cascading picklists, define custom web
and rename record bypes,
User Management & Access Controls
IJser Management & Access Controls - Manage users and their data wisibilitw For
wour company, including creating new or updating existing user profiles. Manage

e ' e (IR ' ] ' 1 1 neo - e -~ . ' - 0

Business Process Management

4 Under Record Type Setup, click the Contact link.

Application Customization | Backto Admin Homepage

Record Type Setup

Accounk Cuskam Chijeck 09
Ackivity Cuskam Ohijeck 10
bHssessment Cuskam Objeck 11
Azset Cuskaom Ohijeck 12
Campaign Cuskar Ohjeck 13
Contack Custom Object 14
Cuskom Object 01 Custom Object 15

5 Under Field Management, click Contact Field Setup.
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ADDING CusTOM FIELDS TO CONTACT

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

Contact Application Customization
Field Management

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

walues For a field or set up Field walidation.

Contact Field Setup
Conkack Team Field Setup

Cascading Picklists

6 Click the New Field button.

Contact Fields

Mew Field | | Rename Fields

Edit
Edit
Edit
Edit
Edit
Edit

[l Y

| Back to Conkact Application Customization

Display Name

Accaunkt

Accounkt

Account External Unique Id
Account Id

Account Integration Id

Accounk Location

[

| Back to Application Customization

7 Set Display Name to I1QAutoPassword, and Field Type to Checkbox.
8 Click Save.

Contact Field Edit | Back to Contact Fislds

cave || Cancel

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

addition, vou can define Required, Read Only and Default Yalue properties for non-syskem fields,

9 Repeat step 6 through step 8 for rest of the fields.

Key Information

Display Mame* | IQAukoPassword

Mark For Translation

Additional Information

*= Required Field

Required ]
Read Only O

Field Type*

Default Yalue

CUrrency

Date

Drate Time

Inkeger
Mulki-Select Picklist
Mumber

Percent
Phione
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ADDING CusTOM FIELDS TO CONTACT

Edit IAukoP assword
Edit IQPassword

Edit IQReqgiskrationDate
Edit IQResetReminder
Edit Edit Picklist IQUserRole

Edit Edit Picklist IQUserskatus

Edit Edit Picklist IQUserType

Checkbox

Text (Long)
Drake)Time

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

10 For Display Name IQUserRole, click Edit Picklist.

Edit IDAukoP assword
Edit IQPassword

Edit IQReqistrationDate
Edit IQResetReminder
Edit Edit Picklist IoUserRole

Edit Edit Picklist IQserskatus

Edit Edit Picklist I0UserType

Checkbox

Text (Long)
Drake)Time

Texk (Shork)
Picklist {Editable)
Picklist (Editable)
Picklist {Editable)

11 In the Picklist Values column, enter values for Restricted, View My Cases, Update My Cases, and

View Company Cases in the appropriate order

12 Click the Save & New button. Enter the Picklist Values for Update Company Cases in the appropriate

order

13 Click the Save & Close button.

IQUserRole Save & Close
Ordert Id

2 Restricted

3 View My Cases

4 Update My Cases

S Yiew Company Cases

& Update Company Cases

*= Required Field

Save & Order Alphabetically

Default ¥alue

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

<iCuskom Yalue =

Save & New

Picklist ¥alues*

Hide Disabled | | Cancel

Restricked

Wiew My Cases
Update My Cases
Wiew Company Cases

Update Company Cases

Make: Edits made bo these picklist walues will be reflected in reports builk from real-time and hiskarical subject areas,

IQUserRole Save & Close

Save & Order Alphabetically

Save & New

Hide Disabled |  Cancel

14 For Display Name IQUserStatus, click Edit Picklist.

Mark For Translation

oooooo

Disabled

ooOooOoo
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21 ADDING CUSTOM FIELDS TO CONTACT

Edit IAukoP assword Checkbox

Edit IQPassword Text (Long)

Edit IQReqgiskrationDate Drake)Time

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

15 In the Picklist Values column, enter values for Needs Approval, Approved, and Registration in
Process in the appropriate order.

16 Click the Save & New button. Enter the Picklist Values for Denied in the appropriate order.

17 Click the Save & Close button.

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

Order® Id Default ¥alue Picklist ¥alues* Mark For Translation Disabled

1 Meeds Approval “Cuskom Yalue = Meeds Approval O O

2 Approved =Cuskonn Yalue = Approved O O

3 Denied <iCustom Yalue Denied O O

4 Reqistration in process =Cuskom Yalue= Reqgistration in process D D
O O

*= Required Field

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

18 For Display Name IQUserType, click Edit Picklist.

Edit IoAukoPassword Checkbo

Edit IQPassword Text (Long)

Edit IQReqgistrationDate Drake Time

Edit IQResetReminder Texk {Short)
Edit Edit Picklist IQserRole Picklist (Editable)
Edit Edit Picklist IQUserskatus Picklist {Editable)
Edit Edit Picklist IQUserType Picklist (Editable)

19 In the Picklist Values column, enter values for Internal and click the Save & New button. Enter the
Picklist Values for External and click the Save & Close button.
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22 ADDING CUSTOM FIELDS TO CONTACT

IQUserType Save & Close | | Save & Order Alphabetically | | Save & Mew | | Hide Disabled | | Cancel

Order® Id Default ¥alue Picklist Yalues®
z Inkernal =Cuskarm Yaloe = Internal
3 Exkernal < Cuskanm Yaloe = External

*= Required Field

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

20 Click the New Field button and set Display Name to Register Self-Service User, and Field Type to
Web Link.

21 Click Save.

Contact Field Edit | Backto Contact Fislds

Save | | Cancel

Enter a display name and field tvpe For new Fields or madify the display name of existing figlds, Maoke that once a field is created, its figld bvpe ©
addition, wou can define Required, Read Only and Default alue properties for non-system figlds,

Key Information

Dizplay Mame® |Register Self-Service s Field Twpe® | Weh Link w
Mark For Translation
Additional Information
Required Default value

Read Only

22 Click Edit Web Link and update the properties with the following values:

Property Value

Display Text Register Self-Service User

Web Link Target Open in New Window

Refresh Parent Window Check

Display Options Detail Page

Url http://<server>:<port>/ssp/index?page=register&rp=home&contactld=
%% %1d% % Y% &contactFirstName=%%%First_Name%% %&contactLastName=
%% %Last_Name% % %&contactEmail=%% %Email_Address% %%
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ADDING A NEW SECTION TO DISPLAY SELF

Edit Web Link Save | | Cancel

Field Display Mame
User fields

Contact Fields

Mark Far Translation

Window Properties

Display Text

web Link Target

Refresh Parent Window
Display Options

Link Properties

Active Link Condition

Display Link Condition

Lr

Register Selfaervice se

Register Self-Service User

Dpen in Mew window

http:i/pswz: 92 26) sspfindex Ppage=registerér p=homefconkactId="%%
ol d%e S ¥oticontackFirsthame="% % %eFirst_MNamea% Fi
contackLastManne="%"%"%Last_MName%%: %
contactEmail="%"%:%Email_Address%% %

W ARMING: Browsers have different maximum URL lengths, IF vwou specify a URL that is boo long, it may nok work as intended, The UR

change if vou are using parameter substitution,

Save || Cancel

Adding a New Section to Display Self Service Portal

Information

To add a new section to display Self Service Portal information:
1 Signin to the CRM OnDemand application.
2 Click the Admin link in the top right corner.
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fﬂMessage Center /_;E} Home I ﬂ Calendar I E%'! Leads I Accounts I Contacts I E}; Opportunities I ri Service I 0 Infu
0 Mew Messages
i_"I\ e Welcome, Santosh!
—|search
Last Sign In Dake - 2/202010 12:19:05 PM
e Today's Calendar New E ﬁ My Open Tasks | New
Lask Mame Start Time * Subject Due Date Priority
Wigw Calendar 11/23/2009 !
First Marie 1/efz010 !
: 1/6/2010 I
Emnail 1jafz010 )
1/6/2010 i
Advanced L0l l

3 Click the Application Customization link.

CRM On Demand

!ﬂHume 1| calendar @3? Leads | il Accounts | [A: Contacts E__an Opportunities | = Service | g In

Admin Homepage | Backto My Homepage

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

cascading picklists, define custom web
and rename record kyvpes.
User Management & Access Controls
User Management 2 Access Controls - Manage users and their data wisibility For
wour company, including creating news or updating existing user profiles, Manage

Business Process Management

5 o ' ' ' ' neoa - e - . . - o

4 Under Record Type Setup, click the Contact link.

Application Customization | Backto Admin Homepage

Record Type Setup

Account Custom Objeck 09
Ackiviby Custom Object 10
bHssessment Custom Chbjeck 11
Asset Cuskaom Ohijeck 12
Campaign Cuskom Ohjeck 13
Conkack Cuskaom Ohijeck 14
Custam Object 01 Cuskaom Ohijeck 15

5 Click Contact Page Layout under Page Layout Management and then click the Copy button next to
Contact Page Standard Layout.
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25 ADDING A NEW SECTION TO DISPLAY SELF

Contact Application Customization | Back to Application Customization

Field Management Page Layout Management

Relabel field names, create custom fields, manage picklist values, specify default
walues For a field or set up Field validation,

Conkact Field Setup
Zontact Team Field Setup

Zreate and manage page layouts and
page lavouts,

Contack Page Lawouk

Zontack Related Information Layout

Zontack Web Applet
Cascading Picklists

& CRM On Demand

—|Message Center ﬂ Calendar Accounts Contacts E%; Opportunitie
0 New Messages
- ? Contact Page Layout | Back to Conkact Application Cuskarization
—|search
MNew Layout
| Caonkacts bt | i
All + Name Last Modified
:-35'5 Marme | Copy Caonktact Page Standard Layaout System Generated

6 Enter CustomContact (set Layout Name however you want) for Layout Name and click the Finish
button.

Page Layout Wizard: Contact: CustomContact | Back to Conkack Page Lavout

Step 1 Step 2 Step 3 Step 4
Layaout Marmne Figld Setup Figld Layout Related Information

Layout Name

Layout Mame* [CustornContack |

iCuskom Contack Page For INGQUIRS 53P

Description

7 Click Edit Sections under Contact Page Layout.
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ﬁHume ﬁ[alendar E%? Leads Accuunts Euntacts EE@ Opportunities '2 Service | |

Contact Page Layout | Back to Contact Application Customization

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

8 For any unused Available Section, change the display name to Self Service Portal Information.
9 Click the Save button.

Section Names Setup | Backto Contact Page Layout

Edit Section Mames Save Cancel Tre

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

Display Name Default Name

|Ke3-' _onkact Information: kew Contact Imformation:

|C0ntact Dekail Information: Conkact Detail Information:

|additional Information: Additional Information:

Available Section:

|awvailable Section: fvailable Section:

|
|
|
|Se|F Service Portal Information |
|
|

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

10 Click Edit under Contact Page Layout.
/ﬁ- Home I 1| Calendar I Ea? Leads I Accounts I |fiz| Contacts I E__Esq Opportunities I 'E Service I @n

Contact Page Layout | Back to Contact application Customization

MNew Layouk
Mame Last Modified
Copy Contact Page Standard Lavout Swstem Generated
Edit Copy Delete Edit Sections  CustomConkack Santosh Chakrapani, 02/ 1002010 14:53:55 I

11 Click Field Layout [Step 3] in the Page Layout Wizard.
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Page Layout Wizard: Contact: CustomContactlLa... | Back to Contact Pags Layout

Step 1 Step 2 Step 3 Step 4
Layout Harme Field Setup Field Layout Related Information
Available Contact Fields Arrange Contact Page Layout
Fram &wvailable Fields, select additional IJse the up, down, left, and right directional buttons to move Conkack Figl
Figlds wou wish to display in the Contack fields to display, Certain Large Text Box fields cannok be moved in Fighd L
Page Lavouk,
Available Fields: Key Contact Information: Key Conti
Account External Unigue Idf L hir Ml YT

12 Move IQUserRole, IQUserStatus, IQUserType, and IQRegistration Date from Available fields to
Self Service Portal Information.

LLIETOM URECT U2

Custom Object 02 External Unigue 1D Self service Portal Information Self service Portal Information
Custom Object 02; Integration ID
Custom Ohject 03

Custom Object 03 External Unigue ID
Custom Object 03 Integration ID
Custom Object 04

Custom Object 04: External Unigue ID
Custom Object 04: Integration ID
Custom Object 05

Custom Object 05 External Unicgue ID
Custom Object 05 Integration 1D
Custom Ohject 08 Awailable Section: Available Section:

Custom Ohject 06: External Unigue ID

st Cikiast OF Iedaavstioe 1D fa

13 Click Finish.

Register SelfService User IGlzerRale
External Unicjue ID IGUzerStatus
Ry Id IGLzer Type
IGRegistrationDate

@ P

[_f\ |:_ W

S

Contact: CustomContact | Back to Contact Page Layout Help

Step 2 Step 3 Step 4 Step 5
Field Setup Figld Layout Related Information Related Information Layout

Previous | | Nex ancel

Arrange Contack Page Layoukt

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

14 Go back to the Admin Home page and click User Management & Access Controls.
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Admin Homepage | Backto Contact Detal

Company Administration Application Customization
Company Adminiskration - Manage the company profile and manage global Application Customization - Customize apy
information, including currencies and active languages, Monitor usage and sek cuskom page lavouts, homepage lavouts,
passward policies, Create Homepage alerts., lawouts; change field names, modify pickli

cascading picklists, define custom web tat

and rename record types,

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

...... T i Py s Y

Business Process Management

P I U P R S A S PR JR S —

15 Click Role Management.

User Management & Access Controls | Back to Admin Homepage

User and Group Management Role Management
IJser Management - Creake new users and update profiles of existing users, Role Management - Create and update

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

Access Profile Management

16 Click the Edit link under Administrator.

Role List | Backto User Management & Access Controls

Role Management | Mew Role Translal
all 09 A B CDEFGHIJKELMMNOOPGORSTUY WYY Z

Role Name * Description Created By Maodifi

Copy Edit Administrakor OnDemand Role  Chris Brignone 10/2/2009 03:55 PM Santas

Copy Edit Delete  Advanced User OnDemand Role  Chris Brignone 1072/2009 03:55 PM Chris B

Copy Edit Delete  Executive onDemand Role  Chris Brignone 10§2/2009 0355 PM Chris B

Copy Edit Delete Field Sales Rep onDemand Role  Chris Brignone 10/2/2009 03:55 PM Chris B

17 Click Page Layout Assignment [Step 6].
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Role Management Wizard: Administrator

Step 1
Role Marme

Step 2

ArCcess

Page Layout Assignment
Record Type

Account

Account Call

Account Revenue

appointrent

Record Type

Step 3

Arcess Profiles

| Back to Role List

Step 4
Privileges

Page ¥iew Type*

Skatic
Skatic
Skatic
Skatic

Step 5 Step 6

Tab Access & Page Layout

Crdler Assigrrnent

Page Layout Marmi

o Accounk Page Stanc
w Zall Page Standard |
o Accounk Revenue P.
b Appainkrent Page =

18 Change the Contact Page Layout Name to CustomContact (or any name that was set in step 6) and

click the Finish button.

Asset

Zall Product Dekail
Zall Sample Dropped
_arnpaign

Conkack

Cantact Call

Cankact Revenue
kA Mibdisck 01

Skatic
Skatic
Static
Skatic
Static
Skatic

Static
Skatir

19 Go to any Contact Details page.

LSS AR

Asset Page Standard Lawout

Call Product Page Standard Lawvout
Call Sample Dropped Page Standard L
Campaign Page Standard Layout

t Contact Page Standard Lavouk

Contack PaEe Standard Laiout

Mnckarn Chiect M Pane Standard | as

The Self Service Portal Information Section should appear as in the following figure:

=l self Service Portal Information

Reqister Selfservice User Register Self-Service Lser

External Unique ID schakrapani
RowId AAPA-IWZ2546

Adding New Activity Types

You must create the following types for Activity in CRM OnDemand:

New Values for Type
UserTopic
UserUpdate

To add a new activity type:

IQUserRole Update Company Cases

[QUserStatus Approved

IQUserType External

IQR.eqgistrationDate
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1 Sign in to the CRM OnDemand application.
2 Click the Admin link in the top right corner.

=l Message Center 6} Home I H Calendar I E%:’ Leads I Accounts I Contacts I EE; Opportunities I I.'Fi Service I & Inth
0 Mew Messages
i_"I\ & Welcome, Santosh!
-5 h
care Last Sign In Diate - 22/2010 12:12:05 BM
e Today's Calendar New El @ My Open Tasks | New
Lask Marme Start Time * Subject Due Date Priority
Wiew Calendar 11/23/2009 !
First Marie 1/a/z010 !
- 1j6 {2010 1
Email 162010 !
1/5/2010 !
Advanced La/a0in l

3 Click the Application Customization link.

Ul - — = s E =
G}_!- Home ﬂ Calendar @f‘ Leads Accounts Contacts E_an Opportunities | < Service 0 In

Admin Homepage | Backto My Homepage

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

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

Business Process Management

i [ERETE ] ' ' ' ' [ . | - . . - o

4 Under Record Type Setup, click the Activity link and then select Activity Field Setup under Field
Management.

CRM On Demand FaINNG ang SUpport

o 3 = = o Ie] -
st Home | 1| Calendar | 7 Leads | [l Accounts | [3=| Contacts | = Opportunities | 2 Service | @ Ini

Activity Application Customization | Back ko Application Customization

Field Management Page Layout Management
Relabel field names, create custom fields, manage picklisk values, specify def aulk Create and manage page lavouts and v
walues For a field or set up field validation, page layouts,
Ackivity Field Setup Appointment Page Laywouk

Task Page Lavout

5 Click Edit Picklist for the Display Name Type.
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CREM On Demand

5 - - = - :
fd Home | 1| Calendar | £ Leads Accounts | [iz] Contacts | H= Dpportunities | 4 Service |

Activity Fields | Back to activity Application Custaormization

'New Field || Rename Fields Tr
Display Mame Field Type Required
Edit Account Picklist {Fead-onky)
Edit Account External Unique Id Picklist (Fead-only)
Edit Total Hold Time MNumber
Edit Edit Picklisk Type Picklist (Editable)
Edit Users Ficklist {Read-onlv)
Edit ‘Wirao o End Time DakelTime
6 Enter the Picklist value as UserTopic in the appropriate order.
7 Click the Save & New button.
8 Enter the Picklist value as UserUpdate in the appropriate order.
9 Click the Save & Close button.

Type Save & Close | | Save & Order Alphabetically | | Save & Mew | | Hide Disabled | | Cancel

Order® Id Default ¥alue Picklist ¥alues®* Mark
Answer <iCustomn Yalue = |.ﬁ.nswer
Call Cal Call
Callback Callback \Callback
Correspondence Cotrespondence |Cn:nrrespn:nndenn:e

— | [= =] [—= =] [—][—= -1 o |[= ][ | [ra] [—
[ Ry B O B A T e ]

Dernonskration

Ernail Ernail Emai
Ewent Evenk: |Event
Fax Fa |Fa>c:
Meeting Meeting |Meeting
Other Other (Cither
Personal Personal |F‘ersu:|nal

Presentation

To Do To Do |T|:| Lo
Yoicemnail Yioicemail ¥oicemail
serlpdate < Cuskam Yaloe x |LlserLI|:u:|aI:e
IdserTopic < ustom Yalue = |LlserT|:||:|i|:

Cemanstration

Presentation

|Demu:unstratiu:un

|F'resentatiu:un

Adding a New Web Link Topic Link for a Task Activity

To add a new web link Topic Link for a task activity:
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1 Sign in to the CRM OnDemand application.
2 Click the Admin link in the top right corner.

|=IMessage Center i Home I ‘1| Calendar I £ Leads I Accounts I Contacts I E: Dpportunities I 2 Service I @ Int
0 Mew Messages
i_'l\ g Welcome, Santosh!
—Is h
Eare Last Sign In Date - 2/2/2010 12:19:05 P
e Today's Calendar New E @ My Open Tasks | New
Last Mame start Time “ Subject Due Date Priority
Wigw Calendar 11/23/2009 1
First Narne 1/&/2010 1
_ 162010 1
Ernail 1/efz010 1
1j6z010 !
Advanced it !

3 Click the Application Customization link.

CRM Cn Demand

T - —- = _— Pl -
G}; Home ﬂ Calendar Ea! Leads Accounts Contacts EEEF Dpportunities | < Service 0 In

Admin Homepage | Back to My Homepage

Company Administration Application Customization
Company Sdministration - Manage the company profile and manage global Application Cuskomization - Custamize
infaormation, including currencies and ackive languages, Maonitor usage and sek cuskom page layouks, homepage layou
password policies, Create Homepage alerts, lavvouts; change field names, modify pi

cascading picklists, define custom web
and rename record bypes,
User Management & Access Controls

IJzer Management & Access Controls - Manage users and their data visibility For

: i : : Rire : Business Process Management
wiolr campany, including creating new or updating existing user profiles, Manage

4 Under Record Type Setup, click the Activity link and then click Activity Field Setup under Field

Management.
CRM On Demand FaIING 4nd SUppor

/j} Home ﬂ Calendar Eﬁ? Leads Accounts Contacts E__ﬁaq Opportunities '3 Service 0 Ini
Activity Application Customization | Back to Application Customization
Field Management Page Layout Management

Relabel figld names, create custom Figlds, manage picklist values, specify defaulk reate and manage page layouks and v

walues For a Field or set up field validation, page layouts,

Activity Field Setup Appointment Page Layout

Task Page Layouk

5 Click New Field. In the Enter Display Name field, enter Topic Link. In the Field Type field, enter
Web Link.
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6 Click Save.

Activity Field Edit | Back to Activity Figlds

Save | | Cancel

Enter a display name and field tvpe For new figlds or modify the display name of existing fields. MNote that once a field is created, its figld type
addition, vou can define Required, Read Only and Default Yalue properties For non-systemn fields.

Key Information

Display Marme* |T|:||:|i|: Link, Field Tvpe* |weh Link
Mark For Translation [

Additional Information

Required Default value

Beaad tinhe

7 Click Edit Web Link and enter details.

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

8 Click Save.

Field Display Mame |Topic Link
I |

Activity Fields | -

User fields

Mark for Translation [

Window Properties

Topic Link

Display Text

Web Link Target | Cpen in Mew windows - |

Refresh Parent Window [J

Display Options | Both - |

Link Properties

|
Active Link Condition TRUE

1
Display Link Condition TRUE

http://psv2:9226/ssp/index? page=forums&topic=%%%Comment%:%a
%%

Url
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Enabling Topic Link Web Link for Activity Type UserTopic Only

Enabling the topic link web link for the activity type UserTopic involves the following procedures:
e Creating Page Layouts
¢ Creating Dynamic Layout

* Associating Dynamic Layout to Task

Creating Page Layouts

Create a page layout with Topic Link visible on the Ul and one with Topic Link not visible on the Ul.
To create page layouts:

1 Go to Activity Application Customization and click Task Page Layout.

Activity Application Customization | Back to Application Customization

Field Management Page Layout Management
Relabel field names, create custom fields, manage picklist values, specify default Create and manage page layouts
values for a field or set up field validation. layouts.

Activity Field Setup Appointment Page Layout

Task Page Layout
Cascading Picklists Appointment Related Information

2 Copy Task Page Layout.

Task Page Layout | Back to Activity Application Customization Help | Printer Fric
New Layout
Previous
Name Last Modified Description
Copy Task Page Standard Layout System Generated
Edit Copy Delete Edit Sections MonUserTopicLayout Santosh Chakrapani,02/10/2010 11:51:42
Edit Copy Delete Edit Sections UserTopicLayout Santosh Chakrapani,02/10/2010 11:51:01
3 Edit the copied Layout and Rename it to NonUserTopicLayout. Click Finish.
Page Layout Wizard: Task: NonUserTopicLayout | Back to Task Page Layout Help
Step 1 Step 2 Step 3 Step 4 Step 5
Layout Name Field Setup Field Layout Related Information Related Information Layout
Next || Finish | Cancel
Layout Name

Layout Name™ |NonUserTopicLayout

Description

== Required Field

Next || Finish | Cancel
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4 Create another Layout named UserTopicLayout.

Page Layout Wizard: Task: UserTopicLayout | sackto Task Page Layout

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

Layout Name

Layout Mame™ |UserTopicLayout

Description

== Required Field

Help

Step 5
Related Information Layout

Hext Finish Cancel

Hext Finish Cancel

5 Add the field Topic Link in the Field Layout Section [Step 3] of the new Layout and click Finish.

The New Layout has the Topic Link field displayed on the UI.

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

Step 5
Related Information Layout

Previous | | Next || Finish Cancel

Available Task Fields

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

Available Fields:

Arrange Task Page Layout

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

Account External Unigque Id -~
Account Integration Id
Account Location

Activity Subtype

Address

Alias

Assigned Queue

Call Type

Campaign External Unique Id
Campaign Integration Id
Completed

Contact External Unigue Id
Contact Integration Id
Contacts

Cost

Created

Created By

Created By: Email

Created By: Email External
Created By External Unigue ID
Created By: First Name
Created By Integration 1D
Created By: Last Mame
Created By Login Name

Key Task Information:

Key Task Information:

Additional Information:

Owner . [Due Date
Subject ' Completed Date
Type <, | Status
Priority . Private
Delegated By = | Activity Currency

7

Related Ttems: Related Ttems:
Account Lead
Primary Contact A Campaign
Opportunity <, |Serice Request

Additional Information:

Created External
Topic Link

Modified External

Creating Dynamic Layout

To create a dynamic layout:

1 Go to Activity Application Customization and click Task Dynamic Layout.

Dynamic Layout Management

Manage Dynamic Layouts by associating different page layouts with different values

of the picklist that controls page display at runtime.
Appointment Dynamic Layout

Task Dynamic Layout
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2 Click New Layout and set Dynamic Layout Name as UserTopicDynLayout.

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

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

name.

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

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

Description

3 Assign User Topic Layout as the layout for Activity Type UserTopic and NonUserTopicLayout for
the rest of the Activity Types. Click Finish.

Field Type Layout Name™

Answer MonUserTopicLayout ~
Call MonUserTopiclayout e
Callback MonUserTopicLayout -
Correspondence MonUserTopicLayout ~
Demonstration MonUserTopicLayout ~
Email MonUserTopicLayout ~
Event HonUserT opicLayout ~
Fax MonUserTopicLayout -
Meeting MonUserTopicLayout ~
Other HonUserTopicLayout ~
Personal MonUserTopiclayout ~
Presentation HonUserT opicLayout ~
To Do MonUserTopicLayout -
Voicemnail MonUserTopicLayout ~
UserUpdate HonUserTopicLayout ~
UserTapic UserTopicLayout v

Previous Finish Cancel

Associating Dynamic Layout to Task

To associate Dynamic Layout to Task:

1 Go to Admin Home page and click User Management & Access Controls.
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Admin Homepage | Back to Task Detail
Company Administration

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

User Management 8 Access Controls

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

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

2 Click Role Management.

User Management & Access Controls | Back to Admin Homepage
User and Group Management Role Management

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

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

3 Click the Edit link under Administrator.

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

Role Management New Role Translation Language: English-Americe

Al 09 ABCDEFGHIJKLMHNOPQRSTUVWXYZ[ |6 Previou:
Role Name * Description Created By Modified By

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

4 Click Page Layout Assignment [Step 6].

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

Assignment

Previous Next Finish Cancel
Page Layout Assignment
Record Type Page View Type™ Page Layout Name™
Account | static ~| | Account Page Standard Layout ~|
Account Call | static ~ | call Page standard Lavout ~il

5 Change the Task Page View Type as Dynamic and Page Layout Name to UserTopicDynLayout.

Task | Dynamic A | | UserTopicDynLayout v |
User | Static v | | User Page Standard Layout - |
User Admin | Static v | | User Admin Page Standard Layout v |
User Owner | Static b | | User Owner Page Standard Layout hd |
Wrap Up | Static - | |Wrap Up Page Standard Layout L |

Previous | | Next || Finish || Cancel

6 Click the Finish button.
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7 Go to any Task Details page. For Type UserTopic, the field Topic Link should
following figure. For any other Type, the field Topic Link is not displayed.

Type=UserTopic: The Topic Link field is present.

Task Detail: Agent Response | Back to My Homepage

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

=l Key Task Information:

Owner Santosh Chakrapani Due Date 2/1/2010
Subject Agent Response Completed Date
Type UserTopic Status
Friority 3-Low Frivate
Delegated By Activity Currency USD

=l Related Items:

appear as shown in the

Edit Layout | Help | Printer Fri

Account Lead
Primary Contact Vinay Saini Campaign
Opportunity Service Request 480430-235386389

=l Additional Information:

Created External Santosh Chakrapani 2/1/2010 11:24 AM Modified External Santosh Chakrapani 2/12/2010 11:44 AM

Topic Link Topic Link
Description We are looking into this

Type=UserUpdate: The Topic Link field is absent.

Task Detail: Agent Response | Back to My Homepage

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

=l Key Task Information:

Owner Santosh Chakrapani Due Date 2/1/2010
Subject Agent Response Completed Date
Type UserUpdate Status
Priority 3-Low Private
Delegated By Activity Currency USD

=] Related Items:

Account Lead
Primary Contact Vinay Saini Campaign
Opportunity Service Request 480430-235386389

= Additional Information:

Edit Layout | Help | Frinte

Created External Santosh Chakrapani 2/1/2010 11:24 AM Maodified External Santosh Chakrapani 2/12/2010 12:09 PM

Description We are looking into this
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SSP Mapping Tool Setup

The Mapping Tool is a web-based configuration tool for setting up the communication between Oracle
Knowledge and CRM OnDemand. The Mapping Tool provides the following abilities:

e Set up CRMOD Connection Properties.

¢ Set the CRM Objects to Use for mapping.

¢ View CRM Obiject Fields (Attributes).

¢ Map the individual attributes between Oracle Knowledge and CRMOD.

The Mapping Tool deploys as part of the Intelligent Search's System Manager Advanced Configuration utility.
See “Accessing the Mapping Tool” on page 10 for access information.

About CRM OnDemand Connection Properties

This feature provides a mechanism for users to define the connection properties needed for Web Service Calls.
See “CRM OnDemand Connection Properties” on page 10 for further instructions.

Set CRM Object

You can use this feature to define the mapping at the object level between CRM OnDemand installed objects
(Service Request, Contact, Activity, Custom Object X) and SSP-Specific Value Objects (SSPCase, SSPCase2,
SSPActivity, SSPContact, SSPQueryCase?2).

Note: The package name of the SSP-Specific Value Objects must match the property Package Name for
SSP Objects defined in the CRM OnDemand Connection Properties section. The SSP objects and CRMOD
objects discovered by the mapping tool must be present in the classpath of the mapping tool web
application.

Oracle Knowledge Object CRMOD Installed Object

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

SSPActivity Activity

SSPCase?2 Service Request2
SSPQueryCase2 Service Request2 Query
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Viewing CRM Object Fields

CRM Object Fields for :
[ owbyame |

Configuration

Custam Objeck 1
Cuskom Object 2
Custom Object 3
Ackivity

Service Request

Data Type

Done -f

Default Mapping Settings
I Help I Save

CRM Object Name for mapping "SSPCase" : | Service Request v

CRM Object Name for mapping "S§PAttachment” : |- Hone - v |
CRM Object Name for mapping "Case" : | Service Request v

CRM Object Name for mapping "CaseActivity" : | Activity ¥

CRM Object Name for mapping "SSPCase2" : | Service Request2 v

CRM Object Name for mapping "CaseAnswerLinkInfo" : |Custom Object 1 ¥
CRM Object Name for mapping "SSPContact" : |Contact ¥ |

CRM Object Name for mapping "SSPActivity" : | dctivity »|

CRM Object Name for mapping "SSPQueryCase2" : | Service Request? Query »|

View CRM Object Attributes

This functionality allows users to view all the configured attributes of CRM OnDemand objects: Display Name,
Field Name, and Data Type.

About Field Mapping

This feature allows users to define the mapping at the Field level between CRM OnDemand installed objects
(Service Request, Contact, Activity, Custom Object X) and SSP-Specific Value Objects (SSPCase,
SSPCase2, SSPActivity, SSPContact, SSPQueryCase?2).

Note: CRMOD customization of custom objects is a pre-requisite for field mapping.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



42
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The SSPContact attribute names map to the following field names:

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

externalSystemld

externalSystemld

contactFirstName

contactFirstName

contactFullName

contactFullName

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

owner owner

ownerFullName

ownerFullName

timeZoneName

timeZoneName

workPhone workPhone

igPassword <Determined during CRMOD customization>
igUserRole <Determined during CRMOD customization>
igStatus <Determined during CRMOD customization>
iqUserType <Determined during CRMOD customization>
igRegistrationDate <Determined during CRMOD customization>
igAutoPassword <Determined during CRMOD customization>

SSPCase

Service Request

Attribute Name

Field Name

serviceRequestld

serviceRequestld

createdDate createdDate
modifiedDate

accountName accountName
accountld accountld
accountLocation accountLocation
area area
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SSPCase (continued) Service Request
Attribute Name Field Name
cause cause
closedTime closedTime
contactEmail contactEmail
contactFirstName contactFirstName
contactFullName contactFullName
contactld contactld
contactLastName contactLastName
createdByName createdByName
subject subject
description description
ownerld ownerld
owner owner
SRNumber SRNumber
status status
priority priority
listOfAttachment
listOfActivity

To display linked answers (from iConnect) in Case Details, you must map the following required fields:

Case

Service Request

Attribute Name

Attribute Name

Attribute Name

Refer to “Field Mapping” on page 14

CaseAnswerLinkinfo

Custom Object 1 -3

Attribute Name

Display Name

Field Name

Refer to “Field Mapping” on page 14

CaseActivity

Activity

Attribute Name

Display Name

Field Name

Refer to “Field Mapping” on page 14

Example: Mapping of Contact

After Contact mapping is complete, you should see a page similar to the following figure:
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|Z conkackId

@ accountld

E description

|Z contack Type

@ createdDate

[& coreactemsi

|Z externalsystemld
@ contackFirsthame
[& cortactruihame
E contactLastMame
|Z mrirs

@ riddleMarne

E rnodifiedEy

|Z modifiedById

@ rodifiedDate

[& amnertd

[ owrer

@ ownerFullMame
E timeZoneMames
[# workphons

E igPassword

E iqlserRole

E igSkatus

|Z iqUserType

@ igR.egistrakionDake
E jgAutoPasswaord
|Z igResetRemindear

SSPContact

|Z conkackId

@ accountld

E description

|Z contack Type

@ createdDate

[& cortactemsi

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

@ riddleMarne

E rnodifiedEy

|Z modifiedById

@ rodifiedDate

[& amnertd

[ owrer

@ ownerFullMame
E timeZonetames
[# workphons

E customTextd

[ custompickList
[& custompickList1
|Z customPickList3
@ customDate0

[& customBasieann
|Z customTexkt30

Contact_Type

LA A AR AR Sk A0 A0 S A A AF Ak AR SF A SN SR A Ak AR AF Ak SR A Sk S 1
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Example: Mapping of Service Request

After Service Request mapping is complete, you should see a page similar to the following figure:

S5PCase

ServiceRequest_Type

@ serviceRequestId
[# createdpate

[ modifiednate

IZ accaunthManne

[# accountid

@ accountLocation

[ area

[ cause

@ closedTime

@ contackErmail

IE contackFirstMame
[ contactFulvame
[ contactid

@ contactLastiame
IE createdByMame
@ subject

IE description

@ ownerld

[# owner

@ SRMumber

@ skatus

@ priority

[ listofattachment
[Hlistofactiviey

@ serviceRequestld
[ createdpate

[# modifiedDate

@ accounthManme

[# accountid

@ accountLocation

[ area

[ cause

@ closedTime

@ contackEmail

E contackFirstMame
[ contactFulliame
[ contactid

@ contactLastMame
@ createdByMame
@ subjeck

@ description

@ ownerId

[ awner

@ SRMumber

@ skatus

@ priokity

(2] listof attachment
[ listoof activiy

Mapping the Source Field for SSPCase and CRMOD

Service Request

If you choose to use the default value of CRMOD Service Request field source as the value of the source field
for SSPCase, then set the default value of CRMOD service Request field source in the CRMOD side. No

additional configuration is necessary.
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Service Request_Type

@ serviceRequestId @ serviceRequestld
[#A createdpate [# createdpate

[A modifiedate [# createdpate

E accounthanne E accountharnne

[A accountd [ accountd

E accounklocation E accountLocation
[# area [# area

[ cause [# cause

'Z soUrCE [ source

[# closedTime [# closedTims

[A contactemai [# cortactEmai

|Z contactFirstMame B contactFirstMame

If you choose to set the value of the source field for SSPCase, not using the default value of CRMOD Service
Request field source, complete the following additional configuration steps:

1

When configuring the field mapping, you must map the fields for the source of SSPCase and CRMOD
Service Request on the System Manager side.

Set the value of the field source of SSPCase in infocenter.properties. The related key is
DEFAULT_CASE_SOURCE and the configured value should be one valid value of the field source of
CRMOD Service Request. For example, Portal is one valid value of the field source of CRMOD
Service Request, so you can set it as DEFAULT_CASE_SOURCE=Portal, as shown in the following
figure.

The field source of all CRMOD Service Request from SSP are set as Portal.

@ infocenter. properties |

205
306
307
308
309
310
311
31z
313
314
31kt
3le
Sl
318
313
3E0
2zl
3EZ
323
324
3EL
3ze
SEy
328
323
330
331

ERROR_MULTI_TU3ER_EXI3T3=Duplicate records found, please contact Customer Jupport for registratiols|
#Rules

#RULE_CREATEMEW OM MULT EMAIL: Create a new contact in CRN On Demand if there

flare existing contacts with the same email id

RULE CREATEWEW ©N MULT EMAIL=Y

ficanUpdatel losedCases: User can update close cases, if wvalue is ¥ only

fnotes, sunmary and description can be updated, if the walue iz N notes,

#zwmnary and description cannot be updated

canlUpdateClosedCases=Y

#HENDATORY_INPUT_FIELDS:ApplicatiDnResources.properties entries are referenced here

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

f#wandatory. Note that additional javascript must be incorporated in View/Edit Case Details page
fito wvalidate the mandatory fields

MANDATORY INPUT FIELDS=CaseDetall.suwamary:Caseletail.description

#llezsages

#HSG_REGISTER_BY_CCA:This message i3 updated in CRMOD Contact Description

#if an agent has registered on a users hehalf

M35 REGISTER_BY CCA=3elf Service enabled by CEM Agent

#DEFAULT_CONTACT_DESC:This message is updated in CRMOD Contact Description

#if a new user has registered via self service portal

DEFAULT CONTACT DEZC=This contact has been created as part of the Self Service Registration
#Default time zone for crmod user

EFAULT TIMEZONE= (GMT-053:00) Pacific Time (U3 & Canada); Tijuana

#DEFAULT_CASE_SOURCE:This iz the default wvalue flor field namwed "source™ of 35PCase

Filhen its value iz empty, that means customer wints to use the default vwlaue from CREMOD as "sour
Ellhen its wvalue is not ewmpty, its value should He valid wvalue for the field named "source™ (pick
EFAULT;CASE_SOURCE# -
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Optional Additional Setup

Depending on the functionality that needs to be enabled for your setup, use the following additional
procedures:

¢ Mapping Picklist Other than Type
¢ Support For Additional Mappings On Create Case

Mapping Picklist Other than Type

To use picklist other than Type in CRMOD activity:
1 Identify a field or create a new field in CRMOD. This should be a checkbox or picklist field in CRMOD.
2 Determine the value for the field which indicates that the activity will be displayed in SSP.

3 Nauvigate to the mapping application and add a mapping for the displayActivityInSSP field (part
of sSsPactivity). Map this field to the field identified in step 1 above.

4 Navigate to the View Properties section in the mapping application.

5 Inthe Display Activity in SSP field, enter the value determined in step 2.

From Type

com.inquira.crm.vo.SSPActivity -
owner -
subject -
dueDate -
priority -
status hd
type x
serviceRequestld -
description -
contact -
createdByld -
createdByMName -
createdDate -
currencyCode -
display -
externalSystemld -
modifiedByld -
modifiedDate -

; New field in InQuira VO. This field if
madifiedBy = mapped. will be used as a filter while
ownerld - displaying activiies in S5P. This field
should be mapped only o a picklist or
parentActivityld - checkbox field in CRMOD. In the CRM
View Properties section. you can define

startTime it the specific case sensitive value that 35P
endTime - should lookfor to identify additional

- activities that should be displayed.
primaryContactld b Activities of Type "UserTopic™ and

private . "UserlUpdate” are always displayed.
createdBy - /’f

”

activityld -

| displayActivitylnSSP

o
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Support For Additional Mappings On Create Case

ViewCase and ViewCases tags support an additional optional parameter called
useExtendedFunctionality. If this parameter is set to true, SSP uses mappings that are defined for value
objects SSpPCase2 and SSPQueryCase2 while displaying cases. When submitting cases for create or update,
submitting a parameter called useExtendedFunctionality, with the value set to true causes the mappings
defined for sspPCase2 to be used while creating and updating cases. Fields in the HTTPRequest object that
have the same name as a SSPCase?2 field and also contain a defined mapping for SSpCase2 go to CRM
OnDemand for processing.

You must map SSPCase? to:
crmondemand.ws2.servicerequest.ServiceRequestData.

You must map SSPQueryCase? to:
crmondemand.ws2.servicerequest.ServiceRequestQuery.

Procedures for creating and editing these mappings are similar to creating mappings in general.

Calling the viewCases tag with the useExtendedFunctionality parameter set to true causes the tag to
return a collection of SSPCase2 objects. Fields that are defined in the mapping for SSPQueryCase?2 are
populated and returned to the Ul, allowing presentation of additional fields in the case grid view (for both My
Cases and My Company Cases)

Calling the viewCase tag with the useExtendedFunctionality parameter set to true causes the tag to
return a SSPCase2 object. Defining fields in the mapping for SSPCase2 results in populating the fields and
returning them to the Ul, allowing the presentation of additional fields in the case detail view.

Both the viewCase tag and viewCases tag contain an additional optional parameter called searchspec.
Callers of the tag can pass filter values that conform to CRM OnDemand Syntax to this field, thereby imposing
additional restrictions on data that these tags retrieve. This feature can restrict service request retrievals based
on specific criteria. Callers of this tag are responsible for ensuring that using inappropriate values in this field
does not adversely affect performance. To use this feature, add a field mapping for the searchspec field from
SSPQueryCase?2 {0 ServiceRequestQuery.

Oracle Knowledge includes a packaged demonstration of how to use these new tags and features in JSP files,
located in:

(Tomcat) SINQUIRA ROOT/instances/<instance name>/appserverim/webapps/
<ssp_app_names/apps/infocenter/system/components/crmssp/

(WebLogic) $INQUIRA ROOT/instances/<instance name>/webapps/<ssp app name>/app/
apps/infocenter/system/components/crmssp

These file names end with the suffix 2. jsp.
To see these new examples in action:
1 Edit infocenter.properties and modify the following entries to point to the new files:

caseDetailViewClass=/apps/infocenter/system/components/crmssp/
c_case_detail box2.]jsp

caseDetailEditClass=/apps/infocenter/system/components/crmssp/
c_case detail edit2.jsp

caseDetailNewClass=/apps/infocenter/system/components/crmssp/
c_case _detail new2.jsp

searchCasesClass=/apps/infocenter/system/components/crmssp/
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c_search cases box2.jsp

viewCasesClass=/apps/infocenter/system/components/crmssp/
c_view cases box2.jsp

viewCompanyCasesClass=/apps/infocenter/system/components/crmssp/
c_view company cases_box2.jsp

2 Add additional mappings as described above for SSPCase2 and SSPQueryCase?2.

a SsPQueryCase2 mappings control the fields available for display in the grid view (My Company
Cases, My cases). To avoid runtime exceptions, all fields that were mapped for the old SSpPCase
object should be mapped here as well.

b sspcase2 mappings control which fields are available for display, create, and update in the Case
Create, Edit, and detail views. To avoid runtime exceptions, all fields that were mapped for the old
SSPCase object should be mapped here as well.

3 Export the configuration properties to a location accessible to the Self Service portal at run time.

4 Restart the Oracle Knowledge Information Manager instance that contains the Self Service Portal
deployment.
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CHAPTER 5

Configuring Oracle Knowledge

Use the procedures in this section to configure Oracle Knowledge with CRM OnDemand.

Exporting Configuration Files

Use the Export Properties feature to export the CRMOD configuration files for integrating Oracle Knowledge
web applications with CRM OnDemand.

To export CRMOD configuration files:

1 Enter the full file path for the location of the CRMOD integration configuration properties files to be
exported.

The exported files are appconfig.properties, crmconfig.properties and
mapping.properties.

Note: If the specific directories do not exist, you must create them first. The exported files overwrite
any existing files.

2 Click Export.
When completed, the system displays this message: “The properties files are exported successfully”.

Setting Up Contact Center Advisor in System Manager

You must complete the Contact Center Advisor setup in System Manager. For details on completing this setup,
see Oracle Knowledge iConnect Developers Guide, Chapter 3, Deploying iConnect in a CRM Environment.

Use the following parameters:

Parameter Description

cca-response-handler-impl

Item name cmrod

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

cca-request-handler-impl

Iltem name cmrod

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

Call Center Adviser

cca-request-handler cmrod (select from picklist)
cca-response-handler-impl cmrod (select from picklist)

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

To synchronize the number.xml spreadsheet file with runtime:

1 Signin to Oracle Knowledge System Manager at http://<server-names>:<port> (if
required) >/InQuirawb/app

2 Create the schedule job to synch. Go to Schedule, New.

3 - v Acministr stor

i Job List

7" TOOLS 4

05/23/2010 08:20 P

”~

testFullCallection Success 06/23/2010 0319 PM 8P

A
View... J Edit... J News... J More Actions ~ J

3 Select Content Processing and click Continue.

New Joh
Choose the Job type you want to
schedule:

& Content Processing
O Analytics Processing
O Propagation

O Other

[ Continue > ” Cancel ]

The Job Setup page appears.

Job Setup Step 1: Define Job 1

Marne your Job and configure the Tasks involved.

Job Name: | coca-synch | Valid Emironments:  [V] Developrment
(arning: The name cannot be changed once saved.) .4 Staging
Job Type:  Content Processing *

O Praduction

delaliashs Show all tasks
Content Processing: Collection

[ Status Reset iner tal Do t C

[ Content Update {Subcoll)

[Incremental Index (Subcoll} [ Collection Maintenance

Content Processing: Cross-Collection
Classification

[“] Glohal Maintenance

Mark Revisions for Synchronization

Environment Communication
[¥] Synchronization (Cleanup}

Next = Cancel
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SYNCHRONIZING THE NUMBER.XML FILE WITH

4 Enter the following parameters:

Parameter

Entry

Job Name:

Valid Environments:

cca-synch

Select Development.

Job Tasks

Content Processing: Collection

Leave all fields clear

Content Processing: Cross-Collection

Select all.

Environment Communication

5 Click Next.

Select Synchronization (cleanup).

Job Setup: ccasynch

Step 3: Schedule Run Times

Determine when the Job will run and how often it will repeat.

How often do you want to run this Job?

Repeat: ;On Demand

6 Click Save.

b |

< Back

Next >

Cancel

Job Setup: ccasynch

Send e-mail notification to:

Configure who will be notified of Job processing events.

Step 4: Configure Notifications

[Administrators

When the Job...
[ starts

[ succeeds
fails

< Back

Save

J

Cancel J

7 Select the job and click More Actions, then click Start Job Now.

8 Click Continue.

Allow the job to run to completion.
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Updating the System Configuration

To update the system configuration:

1 Sign in to Information Manager Console from the Web Application server. (http://
<servername>: <port>/InfoManager).

2 Go to Tools, System:Configure, and then Go to Expert Mode.

3 To modify or configure the value, click a parameter link. The following table lists the parameters that
you should change and their corresponding values:

Parameter Name Description
LDAP_SINGLE_SIGN_ON
Parameter Value Set to true if you wish to enable single sign-on for repositories with LDAP

authentication; otherwise set to false.

Allow administrators to edit value | Select. Specifies whether repository administrators can edit the value of this
parameter. If FALSE, only the SUPER admin or designated SUPPORT person
can change this value.

Encrypt Value Clear. Used to encrypt the value stored in the config.properties file. ltis
not necessary to encrypt this parameter.

Save to default value Select. If this is selected, this value replaces the default value for subsequent
new repositories and any existing repository that has not overridden the value.

REMOTE_AUTHENTICATION_CLASS

Parameter Value com.inquira.services.ldapservices.CRMODSSOAuthenticator,
for example.

Allow administrators to edit value Select

Encrypt Value Clear
Save to default value Select
REMOTE_AUTHENTICATION_ENABLED
Parameter Value True

Allow administrators to edit value Select

Encrypt Value Clear

Save to default value Select
REMOTE_CRM_CHECKEMAILFORUSER_ENABLED
Parameter Value True

Allow administrators to edit value Select

Encrypt Value Clear

Save to default value Select
REMOTE_CRM_CHECKROLEANDVIEW_ENABLED
Parameter Value False

Allow administrators to edit value Select

Encrypt Value Clear

Save to default value Select
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CHAPTER 6

Self-Service Portal User
Administration

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

Important! The portal user is represented as a Contact on CRM OnDemand with additional custom fields
specific to Self Service Portal.

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

Portal has Time Zone Support for end-users. Users can specify the time zone they belong to when they
register. They can also modify their time zone settings.

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

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

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

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

Self-Registration

Self-Service portal allows new users to register themselves. However, there are times when users may not be
able to perform self-registration. For example, if the user already exists as a contact in CRM On- Demand or if
there are multiple contacts matching their email id. There could also be multiple contacts in the CRM

OnDemand with matching email ids. It is the CRM agent'’s responsibility to determine if the user, requesting to
register, already exists as a contact in CRM OnDemand, and if there are multiple contacts for the same user,
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to identify the correct user. Verify whether the users already have an Infocenter account (by asking the users).
If so, then they need not go through the registration process, as the portal automatically creates a contact in
CRM OnDemand when the users logs in to Self Service Portal using an Infocenter login and password.

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

SSP user registration requires the following CRM OD contact record fields and Oracle Knowledge web user
record fields.

CRM OD Contact Record Required Fields
First Name

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

Oracle Knowledge Web User Record Required Fields

First Name
Last Name
User ID
Password | Set to default password.
Email Address
showName | Display Name to Public? option. When enabled, SSP displays the users name.
Alias | Required ONLY if the user does not select the Display Name to Public?option.

Configuring Remote Authentication

To complete the required remote authentication configuration:
1 Sign in to Information Manager System Manager.
2 Click Tools, System(Configure), ExpertMode.
3 Select REMOTE_FIELD_BUILDER_CLASS from the list.
4 Enter com.inquira.services.ldapservices.CRMODFieldBuilder as the input value.
5

Save changes.
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Registering New Users

To register a new user:

1 Signin to the CRM OnDemand application and click the Contacts tab.

|=IMessage Center 7} Home | '«| Calendar | E¥ Leads Accounts Contacts
0 Mew Messages

- ? My Homepage

[=lSearch

| Contacts - | Today's Calendar New |I| El

. oa 3

Al + Start Time Subject

Last Name Wiesw Calendar

Firsk Mame

Emnail

Advanced
[= Create

Account

ﬂ Appaintment
Conkack Alerks

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

|=IMessage Center %} Home I 1| Calendar I 57 Leads I Accounts I Contacks I Fz2 Opportunities
0 Mew Messages .

e 2 Contact List | LookIn: |all + | Back ko Contacks Homepage
[=lsearch

Contact List | { Search Results ) v| Menuw Mew Contact P
|Cu:untau:ts Vl

Al 09 4 BE CDEFGHIIJIELMBMNOGEP BR5S T LD v W x %

all + [l Q
Last Marne Last Name Firsk T Work Phone  Cellular Phone
||_|53r | e MName E-] E-]
First Mame

| Edit User Tesk Accountl

=] Self Service Portal Information

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

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

lse the form below to edit your profile and settings. All fields are reguired.
Account Information

User ID: |

| [ Use my user id as my email address

First Name: | |

Last Name: | |

Display Name to Public: O

Email: | |

Display Email Add t

ple:]"? mal ressto [ (Checking box enables other users to view your email address)

My Time Zone (GMT-07:00) Arizona [v]

Additional Requests (Optional)

O {1 would like to manage cases onling)

3 Enter the User ID of the caller’s choice.

4 Click Register.

The following message appears on the SSP Home page.

Welcome

.@ Registration Request Received
An o activation email has heen sent

Note: In case registration fails because the User Email id is already taken, the following error message

appears. Notify the user that this email id is already taken and ask if they recall creating a self-service
portal or an existing Infocenter account.

New User Registration

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

Activating Accounts

To activate an account:

1 If the registration process was successful, notify the user (if still on the phone) that an activation email
will be sent to the user. Users will receive an email similar to the one in the following figure:
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[ Inbaox
L& Unread Mail 1]
=3 sent tems

B2 413% /8] From Subject

Mail Folders S
L] Al Mail Items -

= 26t Mailbox - Santosh Chak
@ Deleted tems

=] Date: Last Month

| testinguira... Self Service Portal Registration

=l Date: Older

L7 Drafts Self Service Portal Registration
=[5 Inbox . ) . .
5 [ General (1] testinquira.admin@gmail.com
CaHr Sent: Thu1/14/2010 9:46 AM
= @ Inguira Santosh Chakrapani
= [ iconnect

The email contains instructions to activate the newly registered user.

Self Service Portal Registration

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

Hi Santosh,
Thanks for registering with Self Service Portal.

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

Click here to complete registration

[

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

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

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

3 When activated by email, the following statuses are possible depending upon portal configuration:

Note: You must manually synchronize user passwords between Information Manager and CRMOD.

(1) (2)

IQUserRole Yiew My Cases IQUserRole ¥Wiew My Cases

IQUserStatus Approved IQUserstatus Meeds Approvyal

IQUserType External IQUserTvpe External

3) “4)

IQUserRole Restricted
IQUserstatus Approved

IQUserRole Restricted
IQUserstatus Meeds Approval

IQUserType External IQUserType External
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4 By default, all contacts created through the new user registration process are considered as External
User Type. External User types are Web Users in Infocenter. Internal User types are Console Users in
Infocenter. The current version of the portal does not support Case Management for Internal users.

Self-Service User Privileges

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

User Type

A user type represents the level of security a user is assigned within the portal. Every portal user is assigned
a user type. The assigned user type determines the functions a user can perform when logged in to Self-
Service Portal. A user type is assigned on approval of the registration request or by a CRM OnDemand Agent
or Administrator.

The allowed values for Portal User are:

User Type Definition

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

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

User Status

User status is an indication of the state of the user within the Self-Service Portal.

The following User Statuses are supported:

User Status Definition

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

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

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

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

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

User Role

User Role describes the type of actions a user is allowed to perform in the context of Case Management.

Upon registration, a default role is assigned to the user based on portal configuration. If users want to modify

their assigned role, they must contact the assigned organization.

The following user roles are supported:

User Role

Definition

Restricted

View My Cases

Update My Cases

View Company
Cases

Update Company
Cases

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

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

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

Valid only for External users and allows update access to all cases that a user
owns and read-only access to the cases of users that this user manages.
Users with View Company Cases can submit cases, update their own, and
view company cases, however they cannot delete any cases.

Valid only for External users and allows update access to all cases that a user
owns and the cases of users that this user manages. Users with Update
Company Cases can submit cases and update their own or company cases,
however they cannot delete a case.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE

ORACLE



61

SETTING UP ROLE CHANGE NOTIFICATION

Setting Up Role Change Notification Workflow

To set up role change notification workflow:

1 Go to the Admin Home page.

Admin Homepage | St Contact Let
Company Administration

Compary Admimistraton - Manage your company proflke snd global informetion,
Fduding currendes and aciive languages. Monibor usage and Sei passmord poliches.
Define cormpany Frecal Calencars, Craste Homepage shers,

User Management and Access Controls

User Maragererd and &cosss Controls - Create and manage user profles and
Fifaleniae. el up user fodes that defire dats oo lesals, pridegis 2 i
spobcation festures and precergston of nfommabon. Mansge groups of users o
shane dats and calendar eniries.

Temtery Marsgerme! - Defire the heeaschy that makes g your company’s
Tembory.
Data Managemsent Toolks

Iraport wed Ewport Tooks « Tamdt youe COMOany dals, Saport i oosnsny' dala, o
wizw the impost and export queues
Bk Dt Qnanue - Vi the batch delete requests (active and compieted),

Web Services Integratisn
Wels Bervices Adrsiesiraton o Wit and doesload weh serdoes.

ek Seraces Lithrator - Revey 8 summany of servioes veed by your comparny,

Help | Prnter Friendy
Applcation Customization

Apolcabion Customizaton - Customize sopbcaton spadfic So wour company; oreate
s bon page layoubs, Fossepage lyouts, seandh resdli biyouts, and dynanac
lavouts; change field names, mockfy padst values, creabe custom felds, cpaofy
caschcing peckiists, dafine custom web tabe and appiets, Sat L oUSom ST trad
el rinirra rassrd Sype,

VinrkS o Configuration - Exiend busness processes with workfiow rules 5o cand
emads, reate, uscabe or disiebe forreation, st for 3 tive peniod and enabie
mufurd megraton requests. Workfow rubes and acbons vl not be proceseed
undess the Ensbie Workflom ™ chaddax b checied on e Company Profiie Page.
Vbl Mafilie - MOfilr b ANGDE B2 Lk PSR oF Waitng wirkfeva, and
resey workfow emor messages,

Duaba Bues B Assignment - Defoe the data mdes for your company, nduding
utarmatic aspcnment of necords, For 3. and pales metedolog

Content Marsgement

Contert Managenent - Define your oompany Product kst and hisrandhy, View, delebe
ared repaoe ol of your company's Altachments, Manage aocess bo Repors Foldens
o cdafine vishinty S0 shered custos snalyses folders. Defne your company's
arseaments tamplates,

2 Click Workflow Configuration in the Business Process Management pane.

3 Click New.

Workflow Rule New | Back to Worlflow Rules List
Workflow Rule New [ save & New Workflow | [ Cancel |

Key Workflow Rule Details
Workflow Name™* |
Active [
Order
Creasted By Vinay Saini
Workflow Rule Condition

Waorlflow Rule Condition

*= Required Field

Record Type* | LM

Trigger Evert™® | v

Modified By Vinay Saini

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

Save | | Save & New Workflow | | Cancel |

4 Complete the following fields:
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Field Value

Worflow Name Send Email on Role Change

Record Type Contact

Trigger Event When modified record saved

Active Select to activate this configuration; clear to inactivate.

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

Click EI to complete this field.

1. i.Previous IQUserRole does not match current IQUserRole when saved.
Note: The workflow condition must reflect the correct field name.

Workflow Rule New | Back to Woerlélow Rules List
Workflow Rule New | Save || Save &New Workflow || Cancel |

Key Workflow Rule Details

Workflow Name* | Send Email on Role Change Record Type* | Contact AR
Active Trigger Evert® | When modified record saved @
Order
Crested By Yinay Saini Maodified By Vinay Saini
Workflow Rule Condition
PRE('<ContactRole »") <> [<ContactRole>] E

Worlflow Rule Condition

*= Required Feld

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

Save || Save & New Workflow | | Cancel

5 Click Save.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



63 SETTING UP ROLE CHANGE NOTIFICATION

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

Workflow Rule Detail; Email when role changes | fac mworsfiow Sules Lst Help | Proter Friendy

== WorkRow Rule Details | Hew || Edt | Copy || Delere | Eds Grder
ey Workflow Rule Details
WorkPom MHame  Emad when e changes Becord Type Conbact
e Trigger Evert ‘When medifeed record saved
Droer 1
Crested Sy 557 User 5192000 04:45 PM Modfied By 55F Uses 571972010 01:53 PM

Werkfow Rule Cordition PRE{=<plIQUserRole_TTAGS )= | < plIQUserRole TTAGHS ]
- CHOCAM_MCAFEE_ACTH_IF_FALSE
CCCAM _MCAFEE_CANCEL_SAVE
OOC AN MCAREE DSk MSG
| Acteans | M ¥ | S Ovder
Sans Erpd
Criale Tass

WAl

The Workflow Action Edit page appears.

Workflow Action Edit | Bad: in wWorkfowm Fule Dessd
Send bmad | save | | Tl

ey Action Detalls

Artion Bame™ Sand Emal
Active [E
Email Message

From® | Defagk Emad dddress w0

To™ | Spedfic Emal Address | [oContacEmad > i
Sefserace roke changed ',r..i
Syt .
i sl -Servos nobe has changind b 5083 <pTolser ke TTAS =] 350 :_r.:
Mimssage Body*®

7 Complete the following fields:

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

%% %[<pllQUserRole_ITAG>]%%%

8 Click Save.

Managing User Activities

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

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

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

Managing Activity with Self-Service Context Information

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

Personal Profile
EEC';:!t Search 4, How is iconnect configured in CRRM On Demand
uestions: L, How do i connect to CRMOD
4, Devd S50 Training
4, Test

Eﬁf;r;tsly Viewed [% FAQH - Serene Implements CRI On Demand

2 [Self-Service Portal] User then creates a case online.
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Submit Consumer Support Case
Step 3: Complete Support Request Form

User Information

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

Case Information {*reguired field)

Area |Trainin|:_:| V|

Cause |UserNeeds Training Vl

Priority

Case Summary * |Updating notes for a closed case

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

Description *

View Case Details

'@ A case has heen successfully created

Case Information

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

Case Owner

More Information
Priority 1-ASAFP
Contact Hame Test Llzer

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

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

=l Service Detail Information:

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

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

= Solutions add

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

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

Shiowy Full List

4 [CRM OnDemand] Activity of type Other is created with a subject Service Request Context.

=l Completed Activities | Log & Call

Priority Subject Activity Type Due Date Completed Date Status
Edit Service Request Conkext Task. CQther a3/9fz010 31902010 07 40 PM Caompleted
Shiow Full Lisk

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

=] Key Task Information:

Cwner Dariush Mojahed
Subject Service Request Context
Tvpe Other
Priariky
Delegated By
= pelated Items:
Account

Primary Conkack
Opparkunity

= additional Information:

Created External Dariush Mojahed 3,/9/2010 07:40 PM
Description Search History

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

3) Devd 550 Training

4) Test

Documents Yiewed

1) FAQ4-5Serene Implements CRM On Demand
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Configuring User Notes as an Activity

To configure user notes as an activity:

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

Edit Case Details

User Information

9
Case Details (" required field) -
Case Humber 480430-243526023 Status Open

Priority
Area
Cause |UserNeeds Training V|
Case Summary * |Updating notes for a closed case

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

Description *
Attachments | |[ Browse.. | Clear
Notes -
Mo notes found, Add Mew N
[Mew Notes | [Mew Notes Description

A
Topics ]
Linked Answers b

[ sove Q- Concel
2 [CRM OnDemand] Activity of the type UserUpdate gets created in the Service Request.

= additional Information:

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

=] Solutions Add

=] Open Activities Mew Appt | New Task

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

Show Full Lisk

3 [CRM OnDemand] If the CRM Agent chooses to communicate to the end-user using these notes, a
new activity of the type UserUpdate can be created within the Service Request.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE

ORACLE



68 MANAGING USER ACTIVITIES

Task Edit | Backto Service Request Detail

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

Key Task Information:

Cwner®  |Dariush Mojahed % Dwe Dake® (31942010 T
Subject®  |Motes can be updated Completed Date
Status [Mot Started v
Priority® | 3-Low w Private [
Delegated By Q, Ackivity Currency LSO £y
Related Items:
Account [ACME Computer Parts |G Lead Gy
Primary Contack |Tesk User Q, Carnpaign Q,
Cipporturity Q, Service Request |480430-243526023 Q,
Additional Information:
Created External Dariush Mojahed Modified External Dariush Mojahed
Based on your configuration, wou may be able to create notes For closed cases,
Descripkion
*= Required Field
Save | | Save & New Task | | Cancel
|- Open Activities New Appt || New Task
Priority Subject Activity Type Due Date Status
Edit Done Mew Mokes Task Lserlpdate 392010 In Progress
Edit Dome Some More notes Task, Iserlpdate 319/2010 In Progress
Edit Done 3-Low Motes can be updated Task. |serlipdate 3192010 Mok Skarked

An end-user can view your notes in the portal as shown in the following figure:

Notes
Subject Description
e Maotes Mewr Motes Description

some mare notes description
Based on your configuration, you may be able to create notes for closed cases

Posting User Topics as Activities

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

1 [Self-Service Portal] Users can post topics from the context of their cases.
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7 Favorites Post New TOplC ty v Toc
_— Type your message using the form below. When finished, click the "Post Topic™ butten to submit your topic immediately
Priority
Contact Na ® Backto answers
Area Post Topic
oo se Online
Discussion Integration Issues % He
Case Sumnj v .
Description s
Subject
Attachment] ‘Updatmg notes for a closed case Feedbat
Hotes Message _| Soce B I U e| X, x| = 5| es @)
Subject | am facing some issues with updating notes for a closed case
New MNotes I'would like to add some notes even though the case is closed requesting not to close the case as
Some More my issue is not vet resolved|
MNotes can b
3 items foun
Topics
Linked Ans!
Topic Type Mark this topic as a question - this encourages people to answer for points and helps you track answers.
Mormal Topic |+
Search Ans Case Humber: 480430-243526023
InQuira Information Center Copyright @2010, InQuira Inc., All Rights Reserved Version 8.2.2.0

2 [CRM OnDemand] An activity of the type UserTopic gets created for the Service Request.

=l Service Detail Intormation:

Area Training Priority 1-ASAP
Cause User Meeds Training Status Open
Type COpened Time 3,/9/2010 07:40 PM
Source Closed Time
Modified External Dariush Mojahed 3,/9,/2010 07:40 PM Cnaner
Created External Dariush Mojahed 3,/9,/2010 07:40 PM Reassign Cwner

SR Currency USD

=l Additional Information:

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

[-] Solutions | Add

|=| Dpen Activities Mew Appt | | New Task

Priority Subject Ackivity Type Due Date Status
Edit Dione e Motes Task UserUpdate 392010 In Progress
Edit Cione Some Maore notes Task UserUpdate 3/efz010 In Progress
Edit Done 3-Low Mokes can be updated Task UserUpdate 3/9fz010 Mok Started
Edit Done Updating notes For a closed case Task LserTopic /102010 In Progress

3 [CRM OnDemand] CRM Agents can view the topic posted in the context of a case [SR].
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Task Detail
=||= Task Details

| Back to Service Request Detai

New || Edit | | Delete || Mark as Completed

= Key Task Information:

Qwner Dariush Mojahed
Subject Updating notes for a closed case
Type UserTopic
Prioricy
Delegated By
= Related Items:

Account
Primary Conkack
Cpportunity

= additional Information:

Created External Dariush Mojahed 3/10/2010 10:04 AM

Tapic Link. Topic Link

Send Email

Due Date
Completed Date
Skatus

Private

Ackivity Currency

Lead
Zampaign
Service Requesk

Modified External

Description BUTE90372f6280e7012745ce29d4007ed]

Email
dmojahed@inquira.com

|=] Users Add
Last Name First Name
Mojahed Diariush

Shows Full List

|-] Contacts Add

|=] Attachments Add Attachment | | Add URL

4

| Latest Headlines = Timesheet a4 Exchange = Webex

Edit Lavout | Help | Prir

3/10/2010

In Progress

usD

450430-243526023

Dariush Mojahed 3/10/2010 10:04 AM

Job Title

[CRM OnDemand] Agents can view the topic details by clicking on the Topic Link.
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CHAPTER 7

Reports Configuration

This chapter describes configuration for the following reports:
e Participation Rate Report
¢ Creating Participation Rate Report by User
¢ Adding to the Service Home Page: Participation Report (optional)

Participation Rate Report

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

1 Signin as an Oracle CRM OnDemand user with the Administrator role.
2 Click the Report tab, then the Design Analyses link.

3 Click the Service Requests subject area in the Reporting column.

4 Add columns from left hand pane to the right pane as follows:

Note: To add columns in the following steps, click and drag your choices to populate the column on
the right of the screen to begin building the formula.

* Fiscal Week/Year from Date Closed section from left hand pane to the right pane.

* SR Number from Service Request section from left hand pane to the right pane.

* # of Closed SRs from the Service Request Metrics from the left pane to the right. We will be using
this column to store some calculated values.

Tip: Repeat this step three times so that you have a template to work from for subsequent steps.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



72 PARTICIPATION RATE REPORT

—
Getting Started Mansge Anslvses Close Window

~
- CRM On Demand =

ORACLE — e

=] Build and View Analysis psp sk

|Active Subject Area:

Service Requests

B columns
Account Step1 Step 2 Step3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened
Owned By User
Service Request

B Service Request Metrics —
Service Request Customn Metrics Participation Rate Report || Preview Analysis |
. #ofC g

SRs

i Columns

Add columns to your analysis by selecting them from the selection pane. You can re-order the columns below by dragging and dropping them. Define the column sorting and other properties of the columns by
clicking on the action icons

Date Closed Service Request Service Request Metrics

Fiscal Week/Year +17 SR Humber 41| #of Closed SRs +1 #of Closed SRs 47 #of Closed SRs 41

<=l [ES HEMx | SHEEX = JFA s 3 = JFA s 3

Filters

Add a fitter by either clicking the New Fitter button in the columns above or hold the Ctrl key while clicking a column in the selection pane. @

No filters have been added

Advanced

3

Daone & Internet H100% -

5 Rename one of the # of Closed SRs columns to Participation Rate. Check the Custom Headings
check box and then type the new name.

6 Create the following formula in the Column Formula field:
((CASE WHEN (- Service Request Custom Attributes.BOOL 0 = 'Y') THEN 1 ELSE 0
END) /CASE WHEN (Service Request.SR Num = NULL) THEN 0 ELSE 1 END)*100

7 Set the Aggregation Rule value as default and set Table Heading to Service Request Custom
Fields.
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ORACLE" CHMAOH Demand -

e
0=

Active Subject Area:

Service Requests

Build and View Analysis Hep s:cc

Edit Column Formula

Help
B Columns
poind Sl Column Formula | [ Bins lepa
ontact Table Heading | Service Reguest Custom Fields| |
ervice Request

wned By User

ate Opened
Date Closed
Service Request Metrics

Custom Headings

({CASE WHEN ("- Service Request Custom Attributes” BOOL_0 ="Y") THEN 1
ELSE 0 END)CASE WHEN ("Service Reguest™."SR Num™ = NULL) THEM 0 ELSE 1
END)*100

Column Formula

Select any field from the Ieft panel to insert it into the formuls

Rename one of the # of Closed SRs columns to # of Closed Cases. Check the Custom Headings
check box and then type the new name.

Create the following formula in the Column Formula field. Set the Aggregation Rule value as Sum and
set Table Heading as Service Request.

CASE WHEN (Service Request.SR Num=NULL) THEN 0 ELSE 1 END.

~
- CRM On Demand ]
ORACLE CRMO
] 2y : Vi N -
0= Build and View Analysis rep ssc
Active Subject Area:
Service Requests Edit Column Formula Help
E1 Columns [ ot Formuis | 53
omne - Column Formula | [Bins -
Contact Table Heading | Service Request F
Date Closed
Date Opened Column Heading [# of Closed Cases
Owned By User
Service Request Custom Headings
& Servi
B Service Request Metrics [CASE WHEN ("Service Request” "SR Num® = NULL) THEN 0 ELSE 1 EN
Column Formula
2
< Close ce
» »
Select any fizld from the left panel fo insert it info the formuls.
v
Done & Internet 100% v
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10 Rename one of the # of Closed SRs columns to # of Closed Cases with Solutions. Check the
Custom Headings check box and then type the new name.
11 Create the following formula in the Column Formula field. Set Aggregation Rule's value as Sum, set
Table Heading's value as Service Request Custom Fields.
CASE WHEN (- Service Request Custom Attributes.BOOL 0='Y') THEN 1 ELSE O
END
ORACLE CAMOnDamand
A=

|Active Subject Area:
Service Requests
O Columns
Account
Contact
Date Closed
Date Opened
Owned By User
Service Request
Service Request Metrics

Edit Column Formula

Column Formula [ | Bins.

Table Heading

Column Heading

Column Formula

Aggregation Rule

Help

Service Request Custom Fields,
# Cases Closed with Solutions

Custom Headings

[CASE WHEN (- Service Request Custom Aftribules™ BOOL_0 ="Y') THEN 1 ELSE 0
El

Sum v

Done

& Internet

#H100% -

12 From the column Participation Rate, click the Column Properties icon (hand icon). Check the box
Override Default Data Type, and change the Treat Numbers As drop-down to Percentage.
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= =
‘CRM On Demand =
ORACLE’ “An
¥ 2 : : .
0= Build and View Analysis
|Active Subject Area:
SorEes Column Properties Help
£ Columns
Account Step 1 ['tyte | [ Column Format | [ Data Format | [ Conditional Format Step 3 Step 4
Contact
Date Closed Override Defautt Data Format
oo vter Trest umbers As
Service Request Negative Format | Minus: 123, -
Service Request Metrics
Decimal Places I
[ use 1000's Separator
|
Date Closed fuest Custom Fields
o
= =[] [ I E=IFA
7
v
& Internet 100% v
~ Getting Staned Manage Anaiyses Closs Window A
ORACLE" CAMOnDemand m m
Answers
1 oy 71 - - .
= Build and View Analysis nsp s:cx
Active Subject Area:
Service Requests
O Columns
Account Step1 Step2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User =
Service Request [ Previous | ext | Save | Finish | Cancel |
Service Request Metrics A
rticipation Rate Report =
Layout Views [FETRUENN
Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
LEUrdhS
Partcipation Rate
5 P X
Fiscal WeekiYear SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
480420-209915782 1 [} 0%
480420-209915785 1 1 100% b
2009 Weekd? 480420-209915789 1 1 100%
480420-210249502 1 1 100%
480420-210300725 1 1 100%
480420-209904829 1 1 100%
480420-209920047 1 1 100%
480420-209924194 1 1 100%
450420-210249508 1 1 100%
480420-210300729 1 1 100%
480420-210324194 1 1 100%
480420-210341781 1 [} 0%
2009 Weekss 480420-210551732 1 1 100%
480420-210958614 1 [} 0%
480420-210958617 1 [} 0%
480420-210971989 1 [} 0%
B v
~< i | 3
& Internet H100% -

14 Click Add View and select Pivot Table from the list.
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~ [ Glyses Close Window A
- CRM On Demand — =
ORACLE “Am
=] Build and View Analysis psp sk
|Active Subject Area:
Service Requests
B columns
Account Step1 Step2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened
Owned By User
Service Request

Service Request Metrics
partipaion Rate Report | Preiew ARSEs |

Layout Views »

Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon

=S
Partcipation Rate
=S
Fiscal Week/Year SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
430420-209515782 1 0 0%
430420-209515785 1 1 100% 1
2009 WesksT 430420-209515789 1 1 100%
430420-210245502 1 1 100%
430420-210200725 1 1 100%
430420-209504829 1 1 100%
430420-209520047 1 1 100%
430420-209524154 1 1 100%
430420-210249508 1 1 100%
430420-210200729 1 1 100%
430420-210226154 1 1 100%
450420-210241781 1 0 0%
2009 Weskas 450420-210551722 1 1 100%
430420-210558614 1 0 0%
450420-210558617 1 0 0%
430420-210571989 1 0 0% 3

3|
|~
v

& Internet H100% -

15 Move the following three (3) columns to the Measures pane on the right.
¢ # of Closed Cases
 # of Closed Cases with Solutions
¢ Participation Rate

16 Move the Service Request column to the Excluded pane, to the right of the Measures pane.
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al -~
ORACLE CAMOn Demand W ]
Step1 Step2 Step 3 Step 4
] | Define Criteria Create Layout Deft\ne F“mmpls Review
|Active Subject Area: (optional)
Service Requests
= Columns Edit View: Pivot Table:2 [ Hext | save | Finish | Cancel |
Account
Contact Participation Rate Report
Date Closed
Date Opened =] how Controls | [] Chart Pivoted Results oK | Cancel|
Owned By User
Service Ryeques( Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

Service Request Metrics
Pages [E Excluded

Service Request | sr Number B/ [Z
Sections [Z][&

el Columns |[E

Measure Labels | [

Rows [E Weasures
il Date Closed Participation Rate (&
Service Request Custom Fields
Fiscal Week/Year [E] 1 # Cases Closed with Solutions & =
Service Request # of Closed Cases [&

[“] Display Results

Fiscal Week/Year Participation Rate # Cases Closed with Solutions # of Closed Cases
2009 Weekd7 4
2009 Week4dd 9
2009 Week52 0
2010 Week02 0
2010 Week03 0
0
1
0

B T AT

2010 Week04
2010 Weekd7
2010 Week10

~

3
|~

m I

Dane & Internet H100% -

17 Click the More Options box next to the # of Closed Cases column, then go to the Aggregation Rule
option and select Sum.

ORACLE: -CRMOnDomand ° (]
Answers Step1 Step? Step3 Step4

368 Y | Define Criteria Create Layout Define Prompts Review

|Active Subject Area: (optional)

Service Requests

&1 Columns Edit View: Pivot Table:2 [ Hext | save | Finish | Cance |

Account

Contact Participation Rate Report
Date Closed

Date Opened | how Controls | [] Chart Pivoted Resuits [ OK |
Owned By User ) )
Service Request Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

Service Request Metrics

Fages [T Excluded

Service Request | SR N gz
Sections [Z] 1464 q R Number

al Columns [T

Measure Labels | [E

Rows [E Weasures
3 Date Closed Service Request # of Closed Cases [3
Format Headings...
Fiscal Week/Year [&] 7 # Cases Closed v ) =
Service Request Custom Fields Format Measure Values..
Participation Rats |~
Aggregation Rule » Defaut
Display as Running Sum | 7 S4M
[¥] Display Results RS — 1
Duplicate Layer e
Remove Column -
Fiscal WeekiYear # of Closed Cases # Cases Closed with Solutions | Participation Rate Ll
2009 WeeksT B 4 80% First
Last
2008 Weekds 15 g 60% ca "
oL
2009 Weeks2 1 0 0% count Distet
oLt Distin
2010 Week02 5 0 0%
Hone
200w 2 0 0% Server Complex Agareaste
2010 Week04 1 0 0% e
2010 Weeka? B s o, + Report-Based Total (when applicale)
2010 Week10 1 0 0% | |
B L]
v i | >
jawascript:waid(null) & Internet 100% v

18 Click the More Options box next to the # of Closed Cases with Solutions column, go to the
Aggregation Rule option and select Sum.
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~
M nd = =
ORACLE' SAM On Doma
St Step1 Step 2 Step3 Step4
Bﬂ Y | Define Criteria Create Layout Define Prompts Review
|Active Subject Area: (optional)
Service Requests
= Coumns Edt Views: ot Table2 [Provious | hext ] save | Finish | Cancel
Account
Contact Participation Rate Report
Date Closed
Date Opened =] Show Controls | [] Chart Pivoted Resuits | oK |
Owned By User
Service R";quest Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.
Service Request Metrics
pages [T Excluded
Service Request |sr Number Bl [Z
sections [Z][#4
[ Columns [E
Measure Labels | B
Rows [E Measures
3 Date Closed Service Request # of Closed Cases [5
Fiscal Week/Year [ 1 # Cases Closed with Solutions [ =
Service Request Custom Fields e
Participation Rate (&
Formet Measure Values...
Show Data A b
Aggregation Rule Detaut
[¥] Display Results i
Display as Running Sum
Duplicats L n
Fiscal WeekiYear # of Closed Cases # Cases Closed with Solutions | Participation Rate LELERLAET Mot
Remove Column
2009 Weekd7 5 4 80% Average
2009 Week4s 15 3 60% First
2009 Week52 1 0 0% Last
2010 Week02 5 0 0% Cauit
2010 Week03 2 0 0% Gaumi o
hone
2010 Week04 1 0 0%
T 5 ; - Server Complex Angreaste
2010 Week10 1 0 0% + Report-Based Total (when apglicale)
L]
v i | >
javascriptivaid{null & Internet 100% v

19 Click the More Options box next to the Participation Rate column, go to the Aggregation Rule
option and select Average.

~ ~
M nd = =
ORACLE' SAM On Doma
ikl Step1 Step 2 Step 3 Step4
Bﬂ Y | Define Criteria Create Layout Define Prompts Review
|Active Subject Area: (optional)
Service Requests.
S coumns st Views ot Table2 [ Previous | ext | save ] rinisn | Cancel
Account
Contact Participation Rate Report
Date Closed
Date Opened | Show Controls | [] Chart Pivoted Results | OK |
Owned By User
Service Request Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.
Service Request Metrics
Fages [T Excluded
Service Request | 58 Number B [T
sections [E] [
Defaut
= Columns [Z sum
Measure Labels | [ Win
M
A Rows |E Measures * Average
T Date Closed Service Request # of Closed Cases [& First
Fiscal Week/Year [&] 1] # Cases Closed with Solutions (& e =
Service Request Custom Fields Court
Participation Rats [E v B
Format Headings...
Hone
Formet Measure Values..
T T Server Complex Agarenate
; Show Data A5 » yg — ————
Display Results 2 +# Report-Based Total (when applicakle)
Aggregation Rule »
Fiscal Week/Year|# of Closed Cases | # Cases Closed with Solutions | Participation Rate _ 2/=Pi2 8 Running Sum
2009 Weekd7 B 4 209 Duplicate Layer
2008 Weekds 15 g | o Eeinm
2009 Weeks2 1 0 0%
2010 Week02 5 0 0%
2010 Week03 2 0 0%
2010 Week04 1 0 0%
2010 Week07 2 1 50%
2010 Week10 1 0 0% | |
L]
v i | >
javascriptivaid{null & Internet 100% v

20 Click the Sum sign next to Rows and select After.
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~ ~
. CRM On Demand = =
ORACLE" = swers Step 1 Step? Step3 Step4
- - Define Criteria Create Layout Define Prompts Review
0= |

(optional)

|Active Subject Area:

Service Requests

= Columns
Account

ontact Participation Rate Report by User
ate Opened [~ Show Controls | [] Chart Pivoted Results

Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon

Edit View: Pivot Table

ervice Request
Service Request Metrics pages [E Excluded

Service Request | sr Number B/ [Z
Sections [Z][&

el Columns |[E

Measure Labels | [

Rows [E] Measures

Dat| [Yoi5s Ao Service Request # of Closed Cases &

Fiscy) o f # Cases Closed with Solutions &
After Service Request Custom Fields :
r—pr— Participation Rate [E

Format “alues.

[“] pisplay Results

Fiscal Week/Year # of Closed Cases # Cases Closed with Solutions Participation Rate

2009 Weekd7 5 4 80%
2009 Week48 15 3 60%
2009 Weeks2 1 0 0%
2010 Week02 5 0 0%
2010 Week03 2 0 0%
2010 Week04 1 0 0%
2010 Week07 2 1 0%
2010 Week10 1 0 0%
Grand Total 32 14 43% ||
= v
s I
& Internet H100% -

21 Select Pivot Table View Properties (hand icon) to open the Edit View window as shown in the
following figure. Check the box Enable alternative row green bar styling. From the Alternate drop-
down, choose All Columns.
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ORACLE" ‘CRM On Demand

Answers

= Build and View Analysis sz
[Active Subject Area: -
Service Requests Step1 Step 2 Step 3 Step 4
o Columns

Account

[ Date Closed

ate Opened

Owned By User

Service Request

Service Request Metrics A | [ r

Edit View
[l Enabile atternating row "green bar” styling
Alternate All Columns =] =
Set alternate format 4]
>
| oic |
=]
E] =
=2
Mo -

22 Click OK to go back to the main view of the pivot table for Participation Rate Report.

23 Delete the Table View by selecting the X icon on the table view. Confirm the deletion.
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Windows Internet Explorer

] hitps:/{secure-ausomxapa.c om{onDs analytics/saw. dIF Answers&Path="2Fshared%2FCompany_AAPA-385XXT_Shared_Folder%2FParticipation%20Rate%Z0ReportBsiction=Prampt v
- Getting Started  Manage Angivsss
‘CRM On Demand = =
ORACLE = s
] oy HE - - -
= Build and View Analysis nsp s:cx
Active Subject Area:
Service Requests
= Columns
Account Step1 Step 2 Step 3 Stepd
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User
Service Request [ Hext | save | Finish ] Cancel |
Service Request Metrics
rticipation Rate Report
Layout iews [LX 80
/Add reporting layouts o your analysis using Add View, and configure each layout using the Edit View icon
WK
Partcipation Rate
WK
Fiscal WeekiYear SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
450420-209915782 1 o 0%
450420-209915785 1 1 100% 1
2009 WeskdT 450420-20991578% 1 1 100%
450420-210249502 1 1 100%
450420-210200725 1 1 100%
450420-209504825 1 1 100%
450420-209520047 1 1 100%
450420-209524194 1 1 100%
450420-210249508 1 1 100%
450420-210200728 1 1 100%
450420-210224194 1 1 100%
450420-210341781 1 o 0%
2009 Weskss 1 1 100%
4504202102 1 o 0%
450420-210958817 1 o 0%
450420-21057198% 1 o 0%
N v
2@ |3
Done & Internet H100% -

24 Select Preview Analysis and validate that the report looks according to requirements.
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f.-‘- Participation Rate Report - Windows Internet Explorer

=]Es

& | httpsiffsecure-ausomxapa, crmondemand, comfCnDemand user fanalyticsfsaw, di?Previewso ¥ 5
CRM On Demand
. n Dema; A
ORACLE Answers Participation Rate Report
Partcipation Rate
Fiscal Week/Year # of Closed Cases # Cases Closed with Solutions Participation Rate
2008 Weekd7 5 4 80%
2009 Week4d 15 5 50%
2009 Week52 1 0 0%
2010 Week02 5 o 0%
2010 Week03 2 0 0%
2010 Week04 1 o 0%
2010 Weekl7 2 1 50%
2010 Week10 1 ] 0%
Grand Total 32 14 43%
Refresh - Printer Friendly - Download
Done € Internet H00% v

25 Save the Report in the Company Wide Shared Folder by clicking the Save button.
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[company wide Shared Folder

[Participation Rate Report

-
. CAM On Demand _
ORACLE G
E 5 - R
RS Build arfgaere s
Active Subject Area: ¥
Service Requests = My Folders
= Columns B Justsr
Account Step1 B ootstrpt
Contact B O3NewRpt
Service Request B odtstrot
Owned By User B Participation Rate Report _ MJ
Date Opened B Tstipt
=
';“'E'C‘“’;eu o 4 Shared Folders
enace HequestiiNelnes & Company Wide Shared Folder
&1 Pre-built Analysis
Folder
Hame
Description

26 Run the report from the Saved location to check that it has saved correctly.

[=| Message Center
< 0 New Messages

[l Search

All +
Last Name

First Name

Email

Advanced
[+l Create

=l Recently Viewed
480430-207251082
480430-207251649
480430-207252011
480430-207251644
480430-207251447
480430-207251441
Santa Singh

8 280430-204152673
8 4s0430-208513392
8 280430-204152703
[l Favorite Records

[A]NsINs]

Pobow

[ Favorite Lists

CTE - Leading Environment
AN

[E3

CRM On Demand

1| calendar

Reports
Run an analysis by selecting it from folder.
“shared Custom Analyses

MParticipation Rate Report e
[Particpation Rate Report by User or Team

(f, Accounts Contacts

Report Folders | Back to Reports Homepage

5 Opportunities

Training and Support | Admin | My Setup | Deleted Ttems | Help | Sign Out

Step4

This completes the setup of the Participation Rate Report. See “Adding to the Service Home Page:
Participation Report (optional)” on page 98.
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Creating Participation Rate Report by User

The following Oracle CRM OnDemand analytics report is a calculated metric to provide management guidance
for measuring effectiveness of the users’ ability to close cases by using knowledge articles.

The steps below detail creating the Participation Rate report from scratch for Users.
1 Signin as an Oracle CRM OnDemand user with the Administrator role.

2 Click the Report tab, the Design Analyses link, and then click the Service Requests subject area in
the Reporting Column.

Analytics Reporting A
1t nto overal bus gto s o generally for:
= Account Addresses = Accounts
= Account and Compelior History = Accounts and Compeliors
= Account ang Pariner History = Accounts and Pariners
= Account and Related Account History = Accounts and Related Accounts
= Account Contact History = Activties
= Account History = Advanced Custom Obiects
= Account Tesm Historv = Assels
= Adlivity History = Campaigns
= AsselHistory = Contact Relationships
= CallActvity History = Contacts
= Campaign History = Custom Obiect 1 and Accounts
= Campaign Response History = Custom Object 1 and Contacts
= Coniacl Adgresses = Custom Obiect 1 ang Opporiuniies
= Contact History = Custom Oblect 1 and Service Reguesis
= Contact Interests History = Custom Obect Ts
= Contact Revenue History = Custom Object 2 and Accounts
= Contact Team History = Custom Object 2 and Contacts.
= Dealer Historv = Custom Obiect 2 ang Opporfuniles
= Househoid Historv = Custom Oblect? ang Service Reguests
= Lead Historv = Custom Object2s
= 1egE0 History = Custom Object 3 ang Accounts
= Opportuntty and Competitor History = Custom Object 3 and Contacts.
= Opportuniy and Pariner Historv = Custom Obiect 3 ang Opporiuniiies
= Opporiunity History = Custom Obiect 3 and Service Reguests
= Doportuniy-Proguct History = Custom Object 35
= Pipeline History = Households
= Portfol History = Leads
= Produc! History = Opportunies
= Sales Stage History = Opportunities and Competitors
= Service Request History = Doperfunities and Pariners
= Doportuniy-Progucls
m  Service Requests
m  Shared Activities
e N =
" o s to edit its criteria and change the layout Rename or delete saved analyses
~

@ Internet H 100% -

3 Move columns from the left pane to the right pane as follows:

Note: To add columns in the following steps, click and drag your choice to populate the column in
the pane on the right to begin building the formula.

a Fiscal Week/Year from Date Closed section from left hand pane to the right pane.
b SR Number from Service Request section from left hand pane to the right pane.

¢ User Name from the Owned by User section from the left hand pane to the right pane. This new
variable, when added to report created in “Participation Rate Report”, creates Participation Rate
Report by User.

d # of Closed SRs from the Service Request Metrics from the left pane to the right. Repeat this step
three times so that you have the same column three times. We will be using this column to store
some calculated values.

4 Rename one of the # of Closed SRs columns to Participation Rate. Check the Custom Headings
check box and then type the new name.

5 Create the following formula in the Column Formula field. You can cut and paste the following
formula:

((CASE WHEN (- Service Request Custom Attributes.BOOL 0 = 'Y') THEN 1 ELSE 0
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END) /CASE WHEN (Service

Request.SR Num

THEN 0 ELSE 1 END)*100

ORACLE" CRM On Demand

Answers
ol =
\Active Subject Area:

Service Requests Edit Column Formula Help
@
C:ﬂ“;;‘[:‘; Column Formula | [Bins l
Contact Table Heading | Service Request Custom Fields| F
Date Closed
Date Opened Column Heading [Participation Rate
wned By User
E Service Request Custom Headings
E Servi y
B service Request Metrics [((CASE WHEN (- Service Request Custom Atributes” BOOL_0 = "v*) THEN 1
1 SE 0 END)/CASE WHEN ("Service Request” "SR Nunt" = NULL) THEN 0 ELSE 1
Column Formula
» »
Salect any field from the et panel 1o insert it into fhe famuls.
Aggregation Rule [ Defaut -
v
€D Internet H00% v

6 Rename one of the # of Closed SRs columns to # of Closed Cases. Check the Custom Headings
check box and then type the new name.

7 Create the following formula in the Column Formula field.

CASE WHEN (ServiceRequest.SR Num=NULL)

THEN 0 ELSE 1 END

8 Rename one of the # of Closed SRs columns to # of Closed Cases with Solutions. Check the

Custom Headings check box and then type the new name.

9 Create the following formula in the Column Formula field:

CASE WHEN (- Service Request Custom Attributes.BOOL 0 = 'Y') THEN 1 ELSE 0 END
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~
. CAM On Demand _

ORACLE GMO
Y 5 : T — =

0= Build and View Analysis rep sso
[Active Subject Area:
Service Requests Edit Column Formula Help
E1 Columns -

humne - Column Formula | [ Bins -

Contact Table Heading | Service Request Custom Fields 1

Date Closed

Date Opened Column Heading [# Cases Closed with Solutions

Owned By User

Service Request Custom Headings

E serv

 Service Request Metrics CASE WHEN (- Service Request Custom Attributes” BOOL_0 = ™'} THEN 1 ELSE 0

END
Column Formula
7
Date Closed Owned By Use|
Tl [ Tl [ » »
Select any fizld from the left panel fo insert it info the formuls.
v
& Internet 100% v

10 From the column Participation Rate, click the Column Properties icon (hand icon). Check the box
Override Default Data Type, and change the Treat Numbers As drop-down to Percentage.

a ~
- CRM On Demand = =
ORACLE CAMO
¥ 2y B = = :
O = Build and View A
|Active Subject Area:
Service Requests Column Properties Help
@
CAD:“:;L"; [ Stap 2 |5t | [Colimn Format | | Dats Farmat | [Conditinal Format | Step4
Contact Override Defautt Data Format
ate Closed
ate Opened Treat Numbers As
wned By User
ervice Request Negative Format | Minus: -123 v
Service Request Metrics
Decimal Places
[ use 1000's Separator
3
ned By User Service Reque
PRI PRI Tl [ A"
n )
] | &
€ Intemet 100k T

11 Click Next to go to Create Layout.
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~ M Anaty Close Window ~
Build and View Analysis rep sscx

Active Subject Area:
Service Requests
B Columns

Account Step1 Step 2 Step3 Step 4

Contact Define Criteria Create Layout Define Prompts Review

Date Closed (optional)

Date Opened
Owned By User

Service Request [ Hext | save |

Service Request Metrics

Participation Rate Report by User || Preview Analysis

Layout iews

Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

M %
Participation Rate Report by User
3 M x
Fiscal WeekiYear User Name SR Number #0of Closed Cases # Cases Closed with Solutions Participation Rate
480420-208815782 1 o 0%
480420-208815789 1 1 100% b
2008 Weekd7 Chalrapani. Santesh 480420-210248502 1 1 100%
480420-210300725 1 1 100%
Kumar, Atul 480420-208815785 1 1 100%
480420-209804828 1 1 100%
480420-210341781 1 o 0%
‘Chakrapani, Santosh 480420-210551732 1 1 100%
480420-210858814 1 o 0%
480420-210858817 1 o 0%
480420-208820047 1 1 100%
480420-210971888 1 o 0%
2009 Week4s
Kumar, Atul 480420-211283312 1 1 100%
480420-211283756 1 o 0%
480420-212883565 1 o 0%
- 480420-208824184 1 1 2
~ < - ) m . ) =D
Done & Internet 100% v
12 Click Add View and select Pivot Table from the list.
~ M Anaty Close Window ~
ORACLE' CAMOnDemand.
AR Build and View Analysis oo ssox
Active Subject Area:
Service Requests
B Columns
Account Step1 Step 2 Step3 Step4
ontact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened
Owned By User

arvice Request [ Hext | Save | Finish | Cancel |
Service Request Metrics
Participation Rate Report by User | IP) Analysis

Layout Views .1 L1/ b

Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon.

M X
Participation Rate Report by User
= M X
Fiscal Week/Year User Name SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
420430 2098915782 1 0 0%
420430 209815788 1 1 100% b
2008 Weeks7? Chaspani. SN L naa0210248502 1 1 100%
420430-210300725 1 1 100%
Kumar, Atul 420430 209815785 1 1 100%
420430 209804828 1 1 100%
420430-210341781 1 0 0%
Chalzapani, Santosh 480430-210551732 1 1 100%
420430 2108958614 1 0 0%
420430-2108958617 1 0 0%
420430 209820047 1 1 100%
420430-210871988 1 0 0%
2009 Weskss
Kumar, Atul 420430-211283312 1 1 100%
420430-211283756 1 0 0%
420430-212893565 1 0 0%
o 420430-209824194 1 1 100% =
2@ rmemeccrme - = - o @
& Internet 100% v

13 Move the following columns to the Measures pane on the right.
* # of Closed Cases
¢ # of Closed Cases with Solutions
* Participation Rate
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14 Move the Service Request column to the Excluded pane, to the right of the Measures pane.

Getling Started Manage Analyses Close Window

~
GRM On Demand = &3
ORACLE" =
H =y e . . .
= Build and View Analysis psp £sx
|Active Subject Area:
Service Requests
= Columns
Account Step1 Step2 Step3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User =
Quned oy User Euit View Pivot Table [iext | Save | finish | Cancel
Service Request Metrics
Participation Rate Report by User
= how Controls | [ | Chart Pivoted Results | oK | cancef
Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon
Pages [E Excluded =
Service R t| o Elj
Sections [E][&4 ervice Request SR Number
i = Columns [E
Measure Labels B
Rows [Z] Measures
Date Closed Owned By User Service Request # of Closed Cases [E]
Fiscal Week/Year B [Z] 1] | User Name [&] 4] # Cases Closed with Solutions [B
Service Request Custom Fields.
Participation Rate [B
Displav Results
Fiscal Week/Year  User Name | #of Closed Cases # Cases Closed with Solutions | Participation Rate
Chakrapani, Santosh 4 3 75%
2009 WeskdT
Kumar, Atul 1 1 100%
Chakrapani, Santosh 5 2 40%
2009 Weskds Kumar, Atul 5 2 40%
L Saini, Vinay 4 4 100% 7
<l i e
Done 0 ] & mtermet E o0 -

15

Click the More Options box next to the # of Closed Cases column, then go to the Aggregation Rule

option and select Sum.

~ Getting Started Manage Analyses Close Window 4
ORACLE CRMOnDemand i
Answers
H oy . . .
= Build and View Analysis psp £sx
|Active Subject Area:
Service Requests
& Columns
Account Step 1 Step2 Step3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User =
Quned oy User Euit View Pivot Table [iext | Save | finish | Cancel
Service Request Metrics
Participation Rate Report by User
= Show Controls | [ ] Chart Pivoted Results | oK | cancef
Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon
Pages |E Excl  Default =
Se ¥ sum
Sections [Z] (& .
i = Columns [E e
Sverage
Measure Labels| [
First
Last
ws leasures
Rows [E] o -
Date Closed Owned By User Service Request # of Closed Cases [ P —
) Format Heaclings
Fiscal Week/vear B [Z] 47 | User Name B [+1] # Cases Closed w = i Mone
: 7 ormmat Messure Valuss
Service Request Custom Fields. T S B S
Show Data As ¥ ————————————
+ Report-Based Total (when applicabis)
Aggregation Rule »
Displav Results Display &3 Running Sum
Duplicate Layer
Fiscal Week/Year  User Name | #of Closed Cases # Cases Closed with Solutions | Participation Rate Remove Calumn
Chakrapani, Santosh 4 3 75%
2008 WeskdT
Kumar, Atul 1 1 100%
Chakrapani, Santosh 5, 2 40%
2008 Weskds Kumar, Atul 5. 2 40%
g Saini, Vinay 4 4 100% .
<l i e
javascript:void{null) & mtermet BT
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16 Click the More Options box next to the # of Closed Cases with Solutions column, then go to the
Aggregation Rule option and select Sum.

~ M Anaty Close Window ~
‘CRM On Demand = =
ORACLE’ Am
E - - .
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
O Columns
Account Step1 Step 2 Step 3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User =
Qumed By User it Views ot Table [ Previous | ext | save | Finisn | Cancel
Service Request Metrics
rticipation Rate Report by User
=) Show Controls | [] Chart Pivoted Results | ok | cancel
Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
Pages [E Excluded
S '777’ I
Sections [Z] [ €l Defaul l
|# sum
= Columns [ Min
Measure Labels | 5 e
Sverage
rows [E] Measures First
Date Closed Owned By User | Service Request £ of Closed Cases & e
Court
Fiscal Week/vear [B] [E] 4] User Name [BI] 7 # Cases Closed with Solutions &/ ||
Service Request Custom Fields - e e e
Participation Rate (& Mone
Format Msasu
| Server Complex Aggregate
Shovs Daka A3 o Report.Based Total (wh licabiz)
' eport-Based Total (when applicable
Display Results Aggregation R & be
Display a5 Running Sum
Fiscal WeekiYear  UserName | #of Closed Cases |# Cases Closed with Solutions | Participation Rate Duplicate Layer
2008 WeekdT Chakrapani, Santosh 4 3, 75% Remove Column
Kumar, Atul 1 1 100%
Chakrapani, Santosh 5 2 0%
2008 Weekds Kumar, Atul 5 H 40%
4 Saini, Vinay 4 4 100% 3
=& |
javascript:vaid{null} & Internet H100% -

17 Click the More Options box next to the Participation Rate column, then go to the Aggregation Rule
option and select Average.

Gofting Started Manage Analvses Closs Window
ORACLE CRMOnDomand ~ ~
Answers
E - - .
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
O Columns
Account Step1 Step 2 Step 3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User =
Qumed By User it Views ot Table [ Previous | ext | save | Finisn | Cancel
Service Request Metrics
jon Rate Report by User
=) Show Controls | [] Chart Pivoted Results | ok | cancel
Add reporting layouts to your analysis using Add View, and configure each layout using the Edtt View icon
Pages [E Excluded
Service Request | sr Number B/ [Z
Sections [Z][&
Default F
= Columns [ sum
Measure Labels | [ Win
W
Rows [Z] Weasures # Byerage
Date Closed Owned By User Service Request # of Closed Cases & First
Fiscal Week/Year [H] [Z] #]| User Name [E] 47 # Cases Closed with Solutions (5] L=l
Service Request Custom Fields : Court
Participation Rate [ __1l P —
| Format Headings
Hone
Format Measure Valuss P
' T T Server Complex Sgaregale
[“] Display Results Y i o o
+ Report-Bazed Total (when applicable)
A ggregation Rule »
Fiscal WeekiYear  UserName | #of Closed Cases |# Cases Closed with Solutions | Participation Rate e T e
Chakrapani, Santosh 4 3, %
2008 Weekd7 Duplicate Layer
Kumar, Atul 1 1 100%
Remove Column
Chakrapani, Santosh 5 2 0%
2008 Weekds Kumar, Atul 5 H 40%
4 Saini, Vinay 4 4 100% 3
s I
javascript:vaid{null} & Internet H100% -
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18 Click the Sum

sign next to Rows and select After.

~ M ahy Close Window ~
. CRM On Demand = =
ORACLE =
1 oy 71 - - -
= Build and View Analysis nsp s:cx
Active Subject Area:
Service Requests
= Columns
Account Step1 Step2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User
Service Request Edit View: Pivot Table
Service Request Metrics
Participation Rate Report by User
=] Show Controls | [ Chart Pivoted Results
Add reporting layouts to your analysis using Add View, and configure each layout using the Edit View icon
Pages [Z Excluded
Service Rs t|| s per (Bl [Z
sections [ ervice Request | SR Number
= Columns [
Measure Labels | [
Rows [E] Measures
Date Closed Owned By User Service Request # of Closed Cases @
Fiscal Week/Year [H] [Z] #1]| User Name [B] [+ # Cases Closed with Solutions B
Service Request Custom Fields
Participation Rate &
[“] Display Results
Fiscal WeekiYear  User Name  #of Closed Cases # Cases Closed with Solutions Participation Rate
Chakrapani, Santosh 4 3 75%
2008 Weekd?
Kumar, Atul 1 1 100%
Chakrapani, Santosh 2 40%
2008 Weekdd Kumar, Atul & 40%
L Saini, Vinay 4 4 100% =
2k T
& Internet H100% -

19 Select the Pivot Table View Properties (hand icon) to open the Edit View window as shown in the

following figure. Check the box Enable alternative row green bar styling. From the Alternate drop-
down, choose All Columns.
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0=

[Active Subject Area:
Service Requests
£1 Columns
Account
Contact
Date Closed
Date Opened
Owmed By User
Service Request
Service Request Metrics

Build and View Analysis sec ssox

Step1 Step 2
S O
Edit View

[l Enabie atternating row “green bar” styling

Alternate All Columns. =

Set alternate format fid]

- | okl cancel |

Step3 Stepd
=
=

20 Click OK to reach the main view of the pivot table for Participation Rate Report.

21 Click Next to access the Prompts section.

22 Click Create Prompt and select Column Filter Prompt.
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=
ORACLE: CAMOnDemand a Selon Siadss Mones fusses Closs fincon
Answers
AR Build and View Analysis s=p ssoc
Active Subject Area:
Service Requests
B Columns
Account Step1 Step 2 Step 3 Step 4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)

Date Opened
Owned By User
Service Request

Service Request Metrics
Participation Rate Report by User | Preview Analysis |

Prompts ¥ Column Filter Prompt

/Add prompts to this analysis usi _IMage Promgt bn. Prompts allow the user to select values which dynamically fiter all views within the analysis. @

P1 Choase One ar More Users | [4 [x]|

|E3

jawascript:waid(nul) & Internet 100% v

23 In the pop up box that follows, make the selections as shown in the following figure. Click OK to
confirm when you have made the selections. Type Pl Choose One or More Users in the Caption
field.

k3

ORACLE' CAM.OnDamand Prompt Properties Help

=] Caption Pl Choose One or More Users

|Active Subject Area:

Service Requests

E1 Columns
Account Fiter on Column | User Name v Step 3 Step 4
Contact
Date Closed Operator
Date Opened
Owned By User
Service Request ) Select it from a drop-gown list

Service Request Metrics (® Browse through choices andior type in directly l

Descrigtion |

How should the user choose a value or values?

[] Single Value Onty
What values should be shown to the user?
3 Hone
() AlValues
() Filter Limited Values (Requires addtional processing time)

(The values returned by this SQL statement)
Other options
Chocesperpage | |
{lazve blank for automatic zatting)
[ Allow user to constrain choices
] Allow user to skip prompt

=

& Internet 100% v

24 Click Previous to return to Create Layout.

25 Delete the Table View by selecting the X icon on the table view, then confirm the deletion.
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Bl Answers

Explorer

| https://secure-ausomzxapa.c

analyticsfsaw,diF Answer saPath="%2F shared*2FCompany

~
‘CRM On Demand =
ORACLE’ “An
E - - -
= Build and View Analysis nsp s:cx
|Active Subject Area:
Service Requests
= Columns
‘account Step 1 Step2 Step3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User
Service Request
Service Request Metrics
Participation Rate Report by User | Preview Analysis
Layout iews [LX 80
/Add reporting layouts o your analysis using Add View, and configure each layout using the Edit View icon
P X
Participation Rate Report by User
WK
Fiscal WeekiYear User Name SR Number #of Closed Cases # Cases Closed with Solutions Participation Rate
450420-209915782 1 o 0%
450420-20991578% 1 1 100% b
Chakiapani, Santosh
2009 WeskdT 450420-210249502 1 1 100%
450420-210200725 1 1 100%
Kumar, Atul 450420-209915785 1 1 100%
450420-209504825 1 1 100%
450420-210341781 1 o 0%
Chalrapani, Santosh 450420-210551722 1 1 100%
450420-210958814 1 o 0%
450420-210958817 1 o 0%
450420-209520047 1 1 100%
450420-21057198% 1 o 0%
2008 Weekd8
Kumar, Atul 450420-211283212 1 1 100%
4804230-211283758 1 o 0%
450420-212853585 1 o 0%
450420-209524194 1 1 100%
N v
I | 3
Daone & Internet H100% -

26 Select Preview Analysis and validate that the report is according to requirements.
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CREATING PARTICIPATION RATE REPORT BY

~ Participation Rate Report by User - Windows Internet Explorer,

=]Es

& | httpsiffsecure-ausomxapa, crmondemand, comfCnDemand user fanalyticsfsaw, di?Previewso ¥ 5
Close Window
. CRM On Demand o
ORACLE T Amswers Participation Rate Report by User
Pl Choose One or More Users
|Mnjahed, Dariush | [%] chakrapani, Santosh
Add Another Valus K
Saini, Vinay
SKip Prompt | Go
€ Internet # 100 -
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~ Participation Rate Report by User - Windows Internet Explorer,

=

& | https:ffsecure-ausomxapa, crmondemand, comfCnDemand user fanalyticsfsaw, di?PreviewEodiewID=0%3a00%: T er ¥t 3arepor b3 Tevsb3acompoundyie v %
CRM On Demand
. n Dema; A
ORACLE An Participation Rate Report by User
Participation Rate Report by User
Fiscal Week/Year User Hame # of Closed Cases # Cases Closed with Solutions Participation Rate
2008 Weekd7 Chakrapani, Santosh 4 3 T5%
2009 Week4d Chakrapani, Santosh 5 2 40%
2009 Week52 Chakrapani, Santosh 1 0 0%
2010 Week10 Chakrapani, Santosh 1 1] 0%
Grand Total 11 5 45%
Refresh - Printer Friendly - Download
Done € Internet H00% v

27 Save the Report in the Company Wide Shared folder by clicking the Save button.
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2 hitps: secure-ausomsapa.c d, com{onD: analyticsfsaw diF Answer saPath=%:2Fshared2FCompan hared_Folder®2FParticipation % 20Rate%20Report %20by %20User&Action=Prompt v
-~
. CRM On Demand ad
ORACLE “An
1 oy 71 . - R
=t Build g e
Active Subject Area: ¥
Service Requests 2 Wy Folders
=] &1 Copy of ofreport =
Step1 B Juster Step 3
a
a w]
B oatstrpt
B Participation Rate Report _ MJ
crvice Request B TstRpt
crvice Request Metrics 24 shared Folders
&1 Company Wide Shared Folder
&1 Pre-built Analysis
i 2
Folder [campany wide Shares Folder |
Name [Participation Rate Report by User |
Description
™
Done & Internet H100% -

28 Run the report from the Saved location to verify that it saved correctly.

‘ El}%?&ﬁén‘gzg%wgg\!fand Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

~|Message Center

% Home | x| Calendar

e e aa Report Folders | Back to Reports Homepage Help | Printer Friendly
[~ Search e
Run an analysis by selecting it from folder.
Al + [E] “shared Custom Analyses
SR ilparticipation Rate Report <
o [ Participation Rate Report by User or Team
Email
Advanced
[+| Create
[=] Recently Viewed

480430-207251082
480430-207251649
480430-207252011
480430-207251644
480430-207251447
480430-207251441
anta Singh

480430-204152673
S 480430-206519392
480430-204152703

PobopopoioD
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Adding to the Service Home Page: Participation Report
(optional)

This optional procedure is provided as an example for a Service Manager, typically, who wants to see the
participation report metric when signing in to Oracle CRM OnDemand. This procedure saves clicks one would
otherwise have to navigate to the Reports screen and drill into to see the results.

Following is an example of but one way to incorporate with other CRM OnDemand analytics.
1 Signin as an Oracle CRM OnDemand user with the Administrator role.

2 Click the Design Analysis link on the Reports Home. Choose Open Analysis from the Open Existing
Analysis pane on the lower left of the window.

= Oracle Bl Answers - Windows Internet Explorer

| https://secure-ausomzxapa.c nalytics{saw diif Answers

 Estabish benchma istorical trending analysis * Quick A
siness performance with key performance indicators such as ROl e Reaktime data access
erformance, especially for complex analyses

= Account Addresses = Accounts
= Account and Compettor History = Accounts and Competors.
= Account ang Partner History = Accounts and Partners
= Account and Relsted Account History = Accounts and Related Accounts
= Account Contaet History » Activiies
= Account History = Advanced Custom Obiects
= Account Team History » Assels
= Activity History = Campaigns
= Asset History = Contact Relationships.
= Cal Activity History = Contacts
= Campaign History = Custom Obiect 1 and Accounts
= Campaign Response History = Custom Object 1 and Contacts.
= Contact Addresses = Custom Object 1 and Opportunities
= Contact History = Custom Object 1 and Service Reauests
= Contact Interests History = Custom Obiect s
= Contact Revenue History = Custom Object 2 and Accounts
= Contact Team History = Custom Object? and Contacts.
= Deal Registration History = Custom Object? and Opportunities
= Dealer History = Custom Object 2 and Service Requests
= Household History = Custom Obiect 25
= Lead History = Custom Object 3 and Accounts
= 1IDF Request History = Custom Object 3 and Contacts.
= MedEd Event History = Custom Object 3 and Opportunities
= Opportuntty and Competitor History = Custom Object 3 and Service Requests
= Opportuntty and Partner History = Custom Obiect 3s
= Opportunity History = Forecasts
= Opportunity Product Revenue History = Households
= Partner History = Leads
= Pipeiine History = Opportunties
= Portfoio History = Opportuntties and Competitors
= Proguct History = Opportunities and Partners
= Sales Stage History = Opportunity Product Revenues.
= Service Request History = Pariners

= Personalizes Content Delivery

= Service Requests

= Shared Activities

Ezees R ===
Open an existing analysis to edt fts criteria and change the layout Rename or delete saved analyses
v
Daone & Internet H100% -

3 Open the Participation Rate Report. Navigate to the same folder where the reports were saved
previously.
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ADDING TO THE SERVICE HOME PAGE:

BI Answers Explorer

£ | https:|jsecure-ausomxapa crmondemand. com/OnDemandjuser//analytics/sal

nswersePath="%2Fshared%2F Companry_J

Py

CRM OnDemand -
ORACLE' CAM 0nDemand.

o= Build and View Analysis  rer 5scx
Active Subject Area:

Service Reguesis

B Columns

Account Step1 Step2 Step 3

Contact Define Criteria Create Layout Define Prompts
Date Closed (optional)

Date Opened

Owned By User

Service Request

Service Request Metrics

Participation Rate Report by User | Preview Analysis

Columns

clicking on the action icons. [Z

Date Closed Owned By User Service Request Service Request Custom Fields

|

X & X | =

x] <]

x] <]

x]

;T Open Saved Filter

Add a fitter by either clicking the New Filter button in the columns above or hold the Ctrl ke

Mo filters have been added

Advanced

53

Step 4
Review

Add columns to your analysis by selecting them from the selection pane. You can re-order the columns below by dragging and dropping them. Define the column sorting and other properties of the columns by

Fiscal Week/Year |41 User Name 41| SR Number {7 #of Closed Cases {7 # Cases Closed with Solutions 47  Participation Rate |41

<]

x]

while clicking a column in the selection pane. (@

Done

& mtermet BT

4 Go to the Prompts pane and delete the previously created prompt. If this was not defined previously,

then you can skip this step.

Bl Answers - Windows In

] https:/fsecure-ausom:apa. crmond omjonDs analytics/saw dIF AnswersaPatl
~
CRM On Demand =
ORACLE’ A
] oy HE - - -
= Build and View Analysis nsp s:cx
Active Subject Area:
Service Requests
B columns
Account Step1 Step 2 Step 3 Step4
Contact Define Criteria Create Layout Define Prompts Review
Date Closed (optional)
Date Opened
Owned By User L
Service Request  Previous | tiext | save | [ Cancel |
Service Request Metrics
rticipation Rate Report by User | Preview Analysis
(IO t] Create Promptl
/Add prompts to this analysis using the Create Prompt button. Prompts allow the user to select values which dynamically fiter all views within the analysis. (2
L

& Internet H100% -
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ADDING TO THE SERVICE HOME PAGE:

5 Sauve this report under a different name, for example, Participation Rate Report for Home Page. You
can close the window after Saving.

= Oracle Bl Answers - Windows Internet Explorer

& hitpsif{sacure-ausomxapa.crmondsmand. com{onD analyticsjsaw AP Answer saPath=s2Fshared2FCampany_AAPA-385X4T_Shared_Folder%2FParticipation®s20R ate20Reparts20by %200 seridction=Prampt
-~ Getting Sta W
- CRM On Demand 2]
ORACLE GMO
e .
R Build arf—rr
|Active Subject Area: —L
Service Requests =5 My Folders
E1 Columns . &1 Copy of oireport R N
Account Step1 8 Justsr Sleps slepd
Contact B o2tstrpt
Date Closed B O3newRpt
Date Opened B oatstrpt
Owned By User B Participation Rate Report _ hJ
Service Request B TsiRpt
i Y
B Service Request Metrics = shared Folders
&1 Company Wide Shared Folder
&1 Pre-built Analysis
7
Folder  [Company Wide Shared Folder |
Name [Participation Rate Report for HomePage |
Description
v
& Internet 100% v

6 Click the Admin link in the top right of your screen.
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ADDING TO THE SERVICE HOME PAGE:

d.com/onDy

B

L]

Fle Edit View Favorites Tools  Help

W o I@ Admin - Cracle CRM On Demand

|7 Message Center
I=Isearch

All +
Last Name

First Name

Email

Advanced

[+l Create

|=| Recently Viewed
8 480430-242256280
A 280430-245026102
£ 480430-249538436
A 280430-228197700
£ 280430-249538434
[E test

(& Topic 1

[E private Note

[ Test

[B This should not show up

[+ Favorite Records

Done

Admin Homepage | Back to Reports Homepage
Company Administration

Company Administration - Manage your company profile and global information, induding currendies and active
languages. Manitor usage and set password policies. Define company Fiscal Calendars. Create Homepage
alerts,

User Management and Access Controls

User Management and Access Controls - Create and manage user profiles and relationships. Set up user roles
that define data access levels, privileges to various application features and presentation of information,
Manage groups of users to share data and calendar entries.

Territory Management - Define the hisrarchy that makes up your company’s Territory.

Data Management Tools

Import and Export Tools - Import your company data, export your company data, or view the import and
export queues.

Batch Delete Queue - View the batch delete requests (active and completed).

Web Services Integration
Wieb Services Administration - View and download web services,

Web Services Utilization - Review a summary of services used by your company.

Training and Support | Admin | My Setup | Deleted Ttems | Help | Sign Out

Dashboard | 57 Campaigns

Help | Printer Friendly

@ InQuira Answers | i Reports

Application Customization

Application Customization - Customize application specific to your company; create custom page layouts,
homepage layouts, search result layouts, and dynamic layouts; change field names, modify picklist values,
create custom fields, spedify cascading picklists, define custom web tabs and applets, set up custom audit trail
and rename record types.

Business Process Management

Data Rules & Assignment - Define the data rules for your company, indluding automatic assignment of records,
forecasting, and sales methodologies.

Content Management

Content Management - Define your company Product list and hierarchy. View, delete and replace all of your
company's Attachments. Manage access to Reports Folders and define visibility to shared custom analyses
folders. Define your company's assessments templates.

ct 04|

& Internet

H100% v

7 Click Application Customization and then the Service Request link. Then select the Service
Request Home page Custom Report.

]S

& - Ehttps:ﬂsecure-ausnm 5pa.crmond

d.comionDemand, dminR ecordTypehay?ActiveObi=Service%20Requsst

9[8[ x| Bk

File Edit View

Favorites

Tools  Hslp Links ] Hotmail [T Msh [®] Oracle CRM ©n Demand - Sign In

W e I@ Adin - Oracls CRM On Demand

for B @ e - G- @ G B

CTE ; Leading Environment

|+| Message Center
| Search

All+ =]

Last Name
First Name:

Email

Advanced

I+| Create

[~ Recently Viewed
13 480430-242256280
£ 280430-245025102
£ a80430-249538435
£ a80430-228197700
£ a80430-249538434
B test

B Topic 1

[B Private Note

(B Test

B This should not shaw up

|+| Favorite Records

Done

ronn Wi wemand

2 Opportunities

| Back to Application Customization

%4 Home
Service Request Application Customization
Field Management

Relabel field names, create custom fields, manage pickiist values, specify default values for a field or setup
feld vaiidation.
Service Request Field Setup

Cascading Picklists
Define and manage cascading pickiists by specifying a parent and a related pickiist.
Service Request Cascading Picklists

List Access & Order

Manage defauit list access and the display order for each role.

Service Request List Access & Order

Field Audit Setup

Customize the field audit trail for your company.

Service Request Field Audit Setup

Lookup Window Setup

Manage the behavior of the Lookup Windows
Service Request Lookup Window Setup

Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

@ InQuira Answers | i Reports Dashboard | (5 Campaigns

Help | Printer Friendly
Page Layout Management
Create and manage page layouts and web applets that can be used on Detail page layouts.
Service Request Page Layout
Service Request Related Information Layout
Service Request Web Applet

Search Layout Management
Spedify targeted search fields and manage layouts for search results.
Service Request Search Layout

Homepage Layout Management
Create and manage Homepage layouts and spedify custom reports to be displayed on the Homepages.

Service Request Homepage Layout
Service Request Homepage Custom Report

Dynamic Layout Management

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

Service Request Dynamic Layout

#100% -

& Internet
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101 ADDING TO THE SERVICE HOME PAGE:

8 Click the New Home page Report button.

{Z Admin - Oracle CRM On Demand - Windaws Internet Explorer HEE
@‘\—) - Ehttps:#secur&ausumxapa‘crmundemand.EUmIOnDEmarvdﬂuserfCustumREuurtLlst?OMTGT=CustDmRepurts&OMTHD=L\st&Act\vEOb]=Serv|cE+Request&tustumREuurts‘SS DENEE 2]
Ele Edt Wew Favortes ook Help Links | Hotmail [ MSN  [&] oracle CRM On Demand - Sign In

* e [@Admm—OracleCRMOnDemand ] I - B - & - [sheae - iToos - @ &0 @ =2
C‘I E._ }fﬁ@.ﬂ@‘@;&pﬁ%ﬁﬁmnu Training and t | Admin | My Setup | Deleted Items | Help | Sign Out
|+ Message Center {4} Home | | Calendar | 17 Leads | (i Accounts | (i Contacts | F: Opportunities | 2 Service | @ InQuira Answers | i Reports | @) Dashboard | () Campaigns | ¥
I=|search Service Request Homepage Custom Reports | Back to Service Request Application Customization Help | Printer Friendly
Contacts v New Homepage Report

Al + El Al 09 ABCDEFGHIJKLMNOPQRSTUV WIXY?Z Previous | Next
Last Name Name & Description Last Modified

First Name

Email

Advanced
[+ Create

B 450430-242256280
5 480430-249026 102
2 480430-249538435
2 480430-228197700
£ 450430-249638434
test

Topic 1

Private Note

Test Al 09 ABCDEFGHIJKLMNOPQRSTUVWXY?Z Previous | Next

This should not show up
Number of recards displayed:

[+| Favorite Records

|+| Favorite Lists

Home | Calendar |

€ Intemet

9 Give the Home page Report a Name, for example, Participation Report HP. The report path changes
depending on the name of the report you are putting on the home page. Enter the following Report
Path value. This must be the same name as specified during creation or it will error out.
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n Demand dows Internet Explorer
@'CJ - Ehttps:ﬂsecure-ausnm apa.crmondemand. comj OrDemand, usto OMRET 1 =CustomReportList3FOMTGT% 3d CustamReports:260MTHD% dList 26 v | B |41 [ % |
File Edit View Favortes Tools  Help Links ] Hotmail [T s [ Oracle CRM On Demand - Sign In
W e IEAdmin-Orade CRM O Demand l } fir - B - & - [Ghease - GTos - @- & @

CTE ; Leading Environment

rom wn wemand Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

|+| Message Center 1| calendar 2 Opportunities @ InQuira Answers | [ Reports | @) Dashboard | 5] Campaigns

[=ISearch Homepage Custom Report Detail | 5ack to Service Request Homepage Custom Reports Help | Printer Friendly
Homepage Custom Report

All+ =]

Specify the homepage custom report properties. If you want the report to span the entire homepage from left to right, set the width to Double. If you set the height to Double, the report will be twice the height
of the other sections on the homepage. The report path is defined when you save the report. To view the path, navigate to the Save Analyses window in the Build and View Analysis wizard. The path is
constructed by cutting and pasting the value in the Folder field, followed by a colon (:) and 2 space, and then adding the value in the Name field. For example: Shared Folders : Pre-built Analysis : Sales Stage
First Name History Analytics : Team Sales Stage History Analysis

Last Name

=

Email Name™ [Partidpation Report HP
Height
Advanced
Width
I+| Create
(Company Wide Shared Folder : Participation Rate Report for HomePage]
-] Recently Viewed

Report Path™
13 480430-242256280

£ 280430-245025102

£ a80430-249538435

£ a80430-228197700

£ a80430-249538434
test

B Topic 1

& private Note *= Required Field
Test

[B This should not show up

|+| Favorite Records

Company Wide Shared Folder: Participation Rate
Report for Home Page

Description

| nQuira An

Daone & Internet H100% -

10 Click Save and Exit.

11 Select Service Request Home page Layout. Click the copy link to create a copy of the ready-to-use
home page layout. Choose any name you want for the layout.

@ i E https: {securs-ausomixapa,crmondemand, com/OnDemandjuser/AdminRecordTypsav? ActiveObj=Service s 20Request

File Edt View Favortes Tools  Help Links | Hotmail [[J;MsM [ &8] oracle CRM On Demand - Sign In

w e [Eadmm - Oracle CRM On Demand

CTE - Leading Environment
T e e an

[P TR T

[+ Message Center Contacts | Fs Opportunities
|- search Service Request Application Customization | Back to Application Customization Help | Printer Friendly
Field Management Page Layout Management
Al + = Relabel field names, create custom fields, manage picklist values, spedfy default values for a field or setup Create and manage page layouts and web applets that can be used on Detail page layouts.
Last Name field validation. Service Request Page Layout
Service Request Field Setup Service Request Related Information Layout
First Name Service Request Web Applet
Cascading Picklists
Email
Define and manage cascading picklists by spedifying a parent and a related picdist. Search Layout Management
N 4 Service Request Cascading Picklists Specify targeted search fields and manage layouts for search resuts,
vance
Service Request Search Layout
[*| Create List Access & Order
-/ Recently Viewed Manage default st access and the display order for each rale. Homepage Layout Management
£, as0430-242256780 Service Request List Access & Order Create and manage Homepage layouts and specify custom reports to be displayed on the Homepages.

B 480430-249026 102 Service Request Homepage Layout

2 430430-24963843 jfickipnioctup Service Request Homepage Custom Repart

£ ss0430-228157700 Customize the field audit trail for your company.

.‘3 430430-249633434 Service Request Field Audit Setup Dynamic Layout Management

[ test Manage Dynamic Layouts by associating different page layouts with different values of the picklist that controls
B Topic 1 Leckup Window Setup page display at runtime,

[BF Private Hote Manage the behavior of the Leokup Windows Service Request Dynamic Layaut

[ Test Service Request Lookup Window Setup

[ This should not show up

|+ Favorite Records

|+| Favorite Lists

Done € Intemet 4 -
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@.\-/«. - Ehttus:ﬂse:ure—ausum apa.crmondemand,comjOrDemandfuser Homepagel ayoutwizard? CustomAppletsControl 55_VIE! iceRequestt ayoutwiz ¥ | 5 |4 | (2]
Ble Edt Yiew Favorites Tools Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In
W o IEAdmlnrorac\E CAM On Demand I } fi - B - ® - e - Gk - @- @@ =

CTE - Leading Environment
—1 s

wrm wn wvemand

@ InQuira Answers

|+ Message Center F5 Opportunities
I=l search Homepage Layout Wizard: Service Request | 5ack to Service Request Homepage Layout Help | Printer Friendly
o7 step2

Al + Layout Name Homepage Layout

Last Name

First Name Layout Name
Layout Name™
Modified By Santosh Chakrapani

Email

Advanced [Go]

[+l Create

|~ Recently Viewed
8 480430-242256280
A 280430-245026102
£ 480430-249538436
A 280430-228197700
£ 280430-249538434
[E test

(& Topic 1

[E private Note

[ Test

[B This should not show up
| Favorite Records

Description

*= Required Field

|+| Favorite Lists

Done & Internet 100% v

12 Click Next, on the next screen swap the ready-to-use Open Service Request Analysis for the
Participation Report HP — the custom report we created in the previous steps.

emand - Windows Inte:

@‘\—} - Ehttps:#secur&ausumxapa‘crmundemand.EUmIOnDEmandﬂuseerumEpagELayuuthzard?SS_ IE iceRequestt OMRET 1=HamepageWienList%3fadmi | ﬂﬂ 2 X L~

Ele Edt Wew Favortes Iooks Help Links | Hotmail [ MSN  [&] oracle CRM On Demand - Sign In
* e [@Admm—oracle CRM n Demand ] I G- B - # - [beoe - Gwk- @ @82
a

Contacts Step 1 Step 2 D
Al + =2 Layout Name Homepage Layout

Last Name

First Name Available Homepage Sections Homepage Layout

Email Use the left and right directional buttons to move sections from ane list to the other, The Sections Use the up, down, left and right directional buttons to move sections to the desired locations. Double-

4 Available To Users list includes the sections that can be added to a homepage. If you do not want 3 4 width sections should be placed in the Left Side list and wil automatically stretch across the homepage
user to add a section to a homepage, leave the section in the All Sections list. when itis displayed.

Advanced [&a]

() Cresatic All Sections Available Sections Left Side Right Side
Open Service Request Analysis Service Request Lists Iy Open Service Requests

= Recently Viewed Service Request-Related Tasks My Open Service Reguest Related Tasks Participation Report HP

R 430430.242256280 Wy Current Service Request Related Tasks
@ -

£ 480430-249026102
£ 480430-249638435
£ 4s0430-228197700
5 480430-249638434
test
(B Topic 1
[B private Note
Test ) )
[E8F This should not show up %)
|+ Favorite Records

[+ Favorite Lists

D

Done € Intemet 100k T
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13 Click Finish.

Demand - Windows Internet Explorer

@‘\‘) + [ hpsuisecure-ausomcapa.crmendemand.comonDemanduser HomepageViewList?AdminHomePagel st 55_IE iccRequests onTaT=adminomeps v | & | 42/ x| |
Ele Edt Wew Favortes Iooks Help Links | Hotmail [ MSN  [&] oracle CRM On Demand - Sign In
* e [@Admm—oracle CRM n Demand ] I G- B - # - [beoe - Gwk- @ @82

CTE - Leading Environment
— o —

wrem un wemand Training and Support | Admin | My Setup | Deleted Ttems | Help | Sign Out
|+ Message Center {4 Home | x| calendar | 7 Leads | [l Accounts ontacts | [z Opportunities | 5 Service | ) InQuira Answers | (& Reports | @) Dashboard | 5 campaigns | ¥
I=|search Service Request Homepage Layout | Back to Service Request Application Customization Help | Printer Friendly
Contacts v New Layout
R - : . ) Previous | Next
ot Display Name ¥ Description Last Modified
st Name Copy Service Request Homepage Standard Layout System Generated
Edit - Client Layout Santosh Chakrapani,04/02/2010 16:09:43
First Name
Email

Advanced

P‘- 430430-242256230
a 480430-249026102
a 480430-249633436
(a 480430-223197700
480430-249633434

Private Note
Test
This should not show up

[+| Favorite Records

Previous | Next

Number of recards displayed:

€ Intemet 100%

14 Now you have a separate home page layout for the Participation Rate report. You can use this Service
Page layout and associate it to any Role Name.

15 Show the Report on the Service Home Page.

a Go to the Service Home Page and click the Edit Layout link.

= CRM On Demand - Windows Internet Explorer
S - = . com; Poge?AAPA-4ALIST, S | [%7) [<] | | EE

Ele Edt wew Favorites Teolks  Help Links @ Hotmal [ MSM [&=] Oracle CRM On Demand - Sign In

|

T Fr | service - Oracle CRM On Demand

onment

ronn wn emand

g Envi

[2: Opportunities @ 1InQuira Answers | [ Reports | @) Dashboard

=l Search Service Request Homepage EditLayout | Help | Printer Friendly
Service Reauest Lists o ey s
Al + = ® Al Service Requests. Service
Last Name All Closed Service Requests. Number Suby e
Al Eoearatea Sericn moests Defect i Search CaseSSPCase servicsRemuest - new SSPCase(;SSPCase
First All Open S Req = 227659558 (;SSPCase serviceRequest = new SSPCase();SSPCase serviceRequest = o 1-ASAR
; ® All Recently Created Service Requests e SSPCase0;SSPCae ser viceRequEsL = fiew SSPCa
G =l ooty o hed Serviee Reaene — -
2 24 Recenty Modified Servie 0520 Serene Implements CRMOD - High Priority open zorigh
et d © My Service Requests 80430 SR_KEY_7 FOR JUNIT TEST CASE [Do Not Touch] Open 3~
Advance: 216664670 — = Medium
o Manage Lists s ‘ -
= 30930 serene tmplements Sieoe 22 open  1-asA"
380330 n cov_5 FOR JUNIT TEST CASE Do Not Toud] open
PS—— o e - e
480430-249026102 213306836 racis has issues wi ' Deman: pen Medium
S Sorso smsaseat
480430-225197700 My Open Service Request Related Tasks Participation Report HP [ |

450430-249635434

Priority Subject Service Request
L T 1 S80850-225877 785 Participation Rate Report for HomePage
Private Note 480430-2265 16094
L rore petals SELRsu-slesiouss Fiscal #ofClosed | #Cases Closed with | Participation
] L e 480430-226530453 Vieeki¥ear user Hame Cases Solutions Rate
s should ot show up ] i looking into this 480430-226596664 T
» 2 . 2 75
(5 Favorite Records 110 i for your patience 480430-226915150 2008 Weeks7  Santosh
e 10 i Wark In Progress 480430-226857074 Fotames o 14 T rre:
110 i Please send log files 480430-2269223490 e ~
10 ' This should not show up 480430-226922340 Santosh = 2 <o
010 Test 480430-226906.156 2009 WeeksS  cumar, Atul B 2 0%,
Show Full List Saini, Vinay 4 4 100%
Done @ Intermet @ 1000 -

b Swap the ready-to-use Open Service Request Analysis for the Participation Report HP — the custom
report created in previous steps. When finished, click Save.
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6; - Ehttps:tt;ecura-ausnmxapa‘crmnr\damar\d.mmIOnDEmar\dtuserIMyHnmEpagaLaynut?CustnmAppIetanntrnl557 TEWHAME=ServiceRequestt OMTGT=Pagelayo ¥ | QJ *

File Edt View Favortes Tools  Help Links | Hotmail [[J;MsM [ &8] oracle CRM On Demand - Sign In

W [E]Anmm-OracleCRMOnDemand Iil fi- B

rem wn wemand

CTE - Leading Environment
—1 A ———— U

Message Center i} Home | 1| calendar

I search Service Request Homepage Layout | Back to Service Request Homepage Help | Printer Friendly
e et

Al + E] 4 Use the up, down, left, and right directional buttons to move fields to the section of the page you want the fields to display. Certain Large Text Box fields cannot be moved in Field Layout.
Last Name

Available Sections Left Side Right Side
First Name
Service Request-Related Tasks Service Request Lists fy Open Service Requests

Emai My Current Service Request Related Tasks. Iy Open Service Request Related Tasks Report H

i Open Service Request Analysis
Advanced

[~ Recently Viewed

£ as0430-242256280 ®
£ as0430-249026 102 ® O]
£ 480430-299633436 2 2
£ as0430-228197700 - -

G

£ 480430-249633434
test

B Topic 1

[& Private Note
Test

[ This should not show up

Favorite Records

Favorite Lists

unts | Contacts | Opportuniti InQuira A
| 07 |

Done & mtermet F00% -

6:-‘/ - Ehttps:ﬂse:ure—ausum apa.crmendemand,comjonD rviceRequestHamepage?AAPA-44UI1 5T Execute=Y [ & [4)[x] |
Ble Edt Yiew Favorites Tools Help Links @ | Hotmall [T Msh  [&] Oracle CRM on Demand - Sign In
W IESErw:e'Orac\E CRM O Demand I } G- B - ® - e - G ods - @ 3§ &

rem wn wemand Training and Support | Admin | My Setup | Deleted Items | Help | Sign Out

CTE - Leading Environment
1 s

Message Center 5 Opportunities | 2 Service | @ InQuira Answers | [ Reports Dashboard | 57 Campaigns
I=l search Service Request Homepage Edit Layout | Help | Printer Friendly
Service Request Lists My Open Service Requests
Al ® All Service Requests Service
Subject Status Priori
LastName « ll Closed Service Requests Number L T Loznky
® All Escalated Service Requests Defect in Search CaseSSPCase serviceRequest = new SSPCase();S5PCase
FE— « Al Open Service Requests 430430-  serviceRequest = new 55PCase();S5PCase serviceRequest = new S3PCase
rstHame e SErvce Requests 227653558 (};55PCase serviceRequest = new SSPCase();SSPCase serviceRequest = OPen IASAR
® All Recently Created Service Requests new S5PCase();55PCase serviceRequest = new SSPCa
Email * All Recently Modified Service Requests N s Iplements CRMOD - High Fririty” 5 i
erene Implement - *High Priori en i
® My Open Service Requests 225131242 - g P 9
Advanced * My Service Requests 70 SR_KEY_7 FOR JUNIT TEST CASE [Do Not Touch] Open o
Manage Lists 430430~ \
oaqs;  Serene Implements Siebel 22 Open  1-ASAP
I-| Recently Viewed 480430~ E
= i1 SRKEY_S FOR JUNIT TEST CASE [Do Not Touch] open
£ 480430-242256280 s o M o B . >
8 4s0430-248026 102 213306835 O ooe s sses n beman PEN Medium
£ 480430-249538436 Show Full List
o
A 480430-228157700 5 R
o My Open Service Request Related Tasks Participation Report HP =
£ 80430-243638434
et Due Date& Priority Subject Service Request
1f6/2010 Topic 1 430430-225877784
(& Topic 1 o - ope Participation Rate Report for HomePage
& ot tote 1fs/2010 | Private Note 480430-226518094
rivate No
et 1/6/2010 i More Details 430430-226516084 ] #ofClosed  #Cases Closed with  Participation
17/2010 | test 480430-226530483 WeekiYear | User Name Cases Solutions Rate
8 This shouid notshowup | 472010 i We are logking into this 430430-226896664 T
Favorite Records /8/2010 | Thanks for your patience 480430-226918130 2008 Weekd7  Santosh 4 2 5%
Favorite L 1/8/2010 | Viork In Progress 430430-226387074 Kumar, Atul 1 1 100%
1/8/2010 | Please send log files 480430-226922340 T . 5 e
1//2010 | This shoid not show up 430430-226922340 Santosh
1/11/2010 Test 480430-226906156 2008 Weekd8 o, mar Atul 5 2 40%
Show Full List Saini, Vinay 4 4 100%
_______ ... Chakrapani . b
Done & Internet -
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APPENDIX A

Building Configuration Updates

To build configuration updates:

1 Under <target name=infocenter-init> add the following entry:
<!-- SSP InfoCenter root -->
<property name=ssp-infocenter.rootdir value=${infocenter.rootdir}/ssp />
<!-- SSP InfoCenter destination-->
<property name=ssp.dest value=${basedir}/Build/IM HOME/install/ssp />

2 Under <target name=infocenter depends=infocenter-init>, append the following entry to <copy todir=
${infocenter.dest}>

<exclude name=ssp/** />
3 Create a new target for SSP.

<target name=ssp-infocenter depends=infocenter-init, infocenters>
<mkdir dir=${ssp.dest} />
<!-- Copy everything except app/infocenter/system/pages folder to ssp destination. -->
<copy todir=${ssp.dest}>
<fileset dir=${infocenter.dest}>
<!--<exclude name=apps/infocenter/system/pages/** /> -->
</fileset>
</copy>

<!-- copy ssp's file to destination and may replace the same ones with InfoCenter-->
<copy todir=${ssp.dest} overwrite=true>
<fileset dir=${ssp-infocenter.rootdir}>
<exclude name=WEB-INF/**/* properties/>
</fileset>
</copy>
<!-- copy crmselfservice jar and other ssp related jar to ssp-infocenter -->
<copy todir=${ssp.dest}/WEB-INF/lib overwrite=true>
<fileset dir=CRMSelfService/lib/>
<fileset dir=Build/Frameworks/CRMSelfService.framework/Resources/Java
includes=**/* . jar/>
</copy>

<mergeProperties oriConfig=${infocenter.dest}/WEB-INF/infocenter.properties
overConfig=${ssp-infocenter.rootdir}/WEB-INF/infocenter.properties
destConfig=${ssp.dest}/WEB-INF/infocenter.properties />

<mergeProperties
oriConfig=${infocenter.dest}/WEB-INF/classes/ApplicationResources.properties
overConfig:$}ssp—infocenter.rootdir}/WEB—INF/classes/ApplicationResources.properties

destConfig=${ssp.dest}/WEB-INF/classes/ApplicationResources.properties />
</target>

4 Add ssp-infocenter as dependency to <target name=dist../>.
5 Add the following target for building CRMSelfService jar.

<target name=CRMSelfService description=Build CRMSelfService.frameworks>

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



108

<ant dir=CRMSelfService/>
<emma enabled=${emma.enabled}>
<instr destdir=${emma.instr.dir}

metadatafile=${emma.coverage.dir}/crmselfservice.emmamerge=no mode=fullcopy>
<instrpaths>

<fileset dir=Build/Frameworks/CRMSelfService.framework/Resources/Java
includes=**/* . jar/>

</instrpath>
</instrs>

</emma>
</target>

6 Add the CRMSelfService as dependency to target dev:

<target name=dev depends=.., ,CRMSelfService>
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APPENDIX B

Troubleshooting

This appendix contains information on troubleshooting the XML sent by Information Manager and Intelligent

Search.

Troubleshooting the CRM OnDemand XML Files

Self-Service Portal InfoCenter(IM)

1 Stop the Information Manager server if it is running.

2 Open the file $IM HOME\config\$SSP Repository\log4j.properties.

If it does not exist, then create a new log4j .properties under
$IM HOME\config\$SSP_Repository

3 Add the following contents into the 1og4j .properties:

log4j.logger.org.apache.axis.transport.http.HTTPSender=DEBUG, LOGFILE
# LOGFILE is set to be a File appender using a PatternLayout.

log4j
log4j
log4j
log4j
log4j
log4j

.appender.
.appender.
.appender.
.appender.
.appender.
.appender.

LOGFILE=
LOGFILE.

LOGFILE

org.apache.log4j.FileAppender
File=axis.log

.Append=true
LOGFILE.
LOGFILE.
LOGFILE.

Threshold=DEBUG
layout=org.apache.log4j.PatternLayout
layout.ConversionPattern=%-4r [%t] %$-5p

4 Restart the Information Manager server.

oe

%C %X - %m%n

The SOAP message appears in $IM instance\axis.log if there is a web service call from Information
Manager. See “Self-Service Portal Axis Log” on page 111 for an example.

Runtime (Search)

1 Stop the Runtime server if it is running.

2 Openthe $Runtime_ instance\appserver\webapps\inguiragw.war, unzip the file
inquiragw.war\WEB-INF\lib\merged. jar.

3 Open the unzipped merged. jar, unzip the file log4j .properties.

4 Add anew line:

log4j.logger.org.apache.axis.transport.http.HTTPSender=DEBUG, LOGFILE

tothe log4j.properties file.

5 Change the value of
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TROUBLESHOOTING THE CRM ONDEMAND XML

6
7
8

log4j .appender.LOGFILE.Threshold
to DEBUG.
Here is the file content after making the preceding changes:

# Set root category priority to INFO and its only appender to CONSOLE.
log4j.rootCategory=INFO, CONSOLE

#log4j.rootCategory=INFO, CONSOLE, LOGFILE
log4j.logger.org.apache.axis.transport.http.HTTPSender=DEBUG, LOGFILE
# Set the enterprise logger category to FATAL and its only appender to
CONSOLE.

log4j.logger.org.apache.axis.enterprise=FATAL, CONSOLE

# CONSOLE is set to be a ConsoleAppender using a PatternLayout.

log4j .appender.CONSOLE=org.apache.log4j.ConsoleAppender

log4j .appender.CONSOLE. Threshold=INFO

log4j .appender.CONSOLE. layout=org.apache.log4j.PatternlLayout

log4j .appender.CONSOLE. layout .ConversionPattern=- %m%n

# LOGFILE is set to be a File appender using a PatternLayout.
log4j.appender.LOGFILE=0org.apache.log4j.FileAppender

log4j.appender .LOGFILE.File=axis.log

log4j.appender .LOGFILE.Append=true
log4j.appender .LOGFILE. Threshold=DEBUG

log4j .appender.LOGFILE. layout=org.apache.log4j.PatternLayout
log4j.appender.LOGFILE. layout.ConversionPattern=%-4r [%t] %-5p %c %x -

o\°
3
o\°
=]

Add the new 1log4j.properties into merged. jar
Copy the new merged.jar to inquiragw.war\WEB-INF\1lib.

Restart the Runtime server.

The SOAP message appears in $SRuntime instance\axis.log when there is a web service call (link/
unlink in iConnect) from Runtime. See “Runtime Axis Log” on page 137 for an example.

Disable Transfer-encoding for the Transportation Layer in Axis

The following instructions describes how to change the configuration for the underlying transportation layer
used by Oracle Knowledge web service calls. This configuration change disables the chunked transfer-
encoding for the transportation layer in the Axis web service library for Oracle Knowledge web services calls.

Note: The underlying web service call library loads the configuration of axis2 default.xml from its
default location. The deployment of another axis2.xml in the classpath does not get loaded.

1
2

Stop Oracle Knowledge Search runtime instance.

Find the Oracle Knowledge Search runtime .war file at:

$inquira_product root\instances\$search runtime instance\appserver\webapps\
inquiragw.war.

Copy this war file to a temporary folder.

Unjar this copied inquiragw.war file to Sunjar_ root.

Find the Axis jar file from $Sunjar root\WEB-INF\lib\axis2-kernal-1.4.jar and copy the
axis2-kernal-1.4.7jar to another temporary folder.

Unjar the copied axis2-kernal-1.4.jar to Saxis-jar root

Find the file axis2 default.xml in Saxis-jar root\org/apache/axis2/deployment/.

ORACLE KNOWLEDGE ICONNECT FOR CRM ON DEMAND INTEGRATION GUIDE ORACLE



111 TROUBLESHOOTING THE CRM ONDEMAND XML

7 Openthe axis2 default.xml in an XML or text editor.

8 Find the configuration node:

<transportSender name=http
classorg.apache.axis2.transport.http.CommonsHTTPTransportSenders>
<parameter name=PROTOCOL>HTTP/1l.l</parameters
<parameter name=Transfer-Encoding>chunked</parameters>
</transportSender>

9 Edit so that:

a <parameter name=Transfer-Encoding>chunked</parameters> is removed or commented
out.

b Optionally, change HTTP protocol from version 1.1 to 1.0 <parameter name=PROTOCOL>HTTP/
1.0</parameters>

10 Save the changed file axis2 default.xml.

11 Jar the entire Saxis-jar root with the original path back to axis2-kernal-1.4.jar.
12 Copy this axis2-kernal-1.4.jar back to Sunjar root\WEB-INF\1lib\

13 Jar the entire Sunjar_ root with the original path back to inquiragw.war.

14 Copy this inquiragw.war back to
$inquira product root\instances\$search runtime instance\appserver\webapps

15 Re-start the Oracle Knowledge Search runtime instance.

Self-Service Portal Axis Log

9562 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

9750 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:

9750 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - ------------

9750 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/Picklist;jsessionid=
79ebbcd137679b86cl8daf6c38labdb2f2bl46a44ea130dd7fbadf3420464b95.e3iRbxglaNbOax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/picklist/:GetPicklistValues

Content-Length: 438

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.0rg/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instances><soapenv:Body><PicklistWS GetPicklistValues Input xmlns=urn:crmondemand/ws/
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picklist/><FieldName>Area</FieldName><RecordType>Service Request</RecordType></
PicklistWS_GetPicklistValues_ Input></soapenv:Body></soapenv:Envelope>

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue,
28 Sep 2010 08:33:08 GMT

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=

79ebbcd137679b86cl18dafec38labdb2f2bl46a44ea130dd7fbadf3420464b95.e3iRbxglLaNb0ax4NaNeRbxyKa
40; path=/Services; secure

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=CAO
CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE
10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-cache

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-store

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-
cache

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Connection
close

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Content-

Type text/xml; charset=UTF-8

10062 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender -
no Content-Length

10078 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

10078 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - -----------

10172 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0rg/2001/XMLSchema><SOAP-
ENV:Body><ns:PicklistWS_GetPicklistValues Output xmlns:ns=urn:crmondemand/ws/picklist/
><ListOfParentPicklistValue xmlns=urn:/crmondemand/xml/
picklist><ParentPicklistValue><Language>ENU</Language><ParentFieldName/
><ParentDisplayValue/><ParentCode/><Disabled/
><ListOfPicklistValue><PicklistValue><Code>Billing</Code><DisplayValue>Billing</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Installation</
Code><DisplayValue>Installation</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>Maintenance</Code><DisplayValue>Maintenance</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>Training</
Code><DisplayValue>Training</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>Other</Code><DisplayValue>Other</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>Brakes</
Code><DisplayValue>Brakes</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Car Wash</Code><DisplayValue>Car Wash</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Cash Register</
Code><DisplayValue>Cash Register</DisplayValue><Disabled>Y</Disabled></
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PicklistValue><PicklistValue><Code>Comfort</Code><DisplayValue>Comfort</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Company
Information</Code><DisplayValue>Company Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Complaint</Code><DisplayValue>Complaint</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Dealer Complaint</
Code><DisplayValuesDealer Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Dealer Information</Code><DisplayValues>Dealer
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Disconnect</Code><DisplayValue>Disconnect</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Dispenser</
Code><DisplayValue>Dispenser</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Driveability</Code><DisplayValue>Driveability</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Electrical</
Code><DisplayValues>Electrical</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Emergency</Code><DisplayValue>Emergency</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Emergency Repair</
Code><DisplayValue>Emergency Repair</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Engine</Code><DisplayValue>Engine</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Equipment</
Code><DisplayValue>Equipment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Event Information</Code><DisplayValue>Event
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Failure to Start</Code><DisplayValue>Failure to Start</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Finance
Complaint</Code><DisplayValue>Finance Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>HVAC</Code><DisplayValue>HVAC</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Hard Shift</
Code><DisplayValue>Hard Shift</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Hesitation</Code><DisplayValue>Hesitation</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Information</
Code><DisplayValue>Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Insurance Complaint</Code><DisplayValue>Insurance
Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Inventory Replenishment</Code><DisplayValue>Inventory
Replenishment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Knocking</Code><DisplayValue>Knocking</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Lights</
Code><DisplayValues>Lights</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Medical Information Request</Code><DisplayValue>Medical
Information Request</DisplayValues><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>New Connect</Code><DisplayValue>New Connect</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Nozzle</
Code><DisplayValues>Nozzle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Office Phone</Code><DisplayValue>Office Phone</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Outage</
Code><DisplayValue>Outage</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pay Phone</Code><DisplayValue>Pay Phone</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Product
Complaint</Code><DisplayValue>Product Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Product Information</Code><DisplayValues>Product
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Radio</Code><DisplayValue>Radio</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Rattle</
Code><DisplayValue>Rattle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Scheduled Maintenance</Code><DisplayValue>Scheduled
Maintenance</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Services</Code><DisplayValue>Services</
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DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Shimmy</
Code><DisplayValue>Shimmy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Slipping</Code><DisplayValue>Slipping</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Squeaking</
Code><DisplayValue>Squeaking</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Stalling</Code><DisplayValue>Stalling</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Sticking in Gear</
Code><DisplayValue>Sticking in Gear</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Surging</Code><DisplayValue>Surging</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Tank</
Code><DisplayValue>Tank</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transmission</Code><DisplayValue>Transmission</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Underground Fuel</
Code><DisplayValue>Underground Fuel</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Unscheduled Maintenance</Code><DisplayValue>Unscheduled
Maintenance</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Vending</Code><DisplayValue>Vending</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Wind Noise</
Code><DisplayValue>Wind Noise</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Wipers</Code><DisplayValue>Wipers</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Product</
Code><DisplayValue>Product</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>Referral</Code><DisplayValue>Referral</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Auto New Policy</
Code><DisplayValue>Auto New Policy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Policy Change</Code><DisplayValues>Auto Policy
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group
General Information</Code><DisplayValue>Group General Information</
DisplayValue><Digabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group Member</
Code><DisplayValue>Group Member</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Household Change</
Code><DisplayValue>Household Household Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Information</Code><DisplayValue>Household
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Quote</Code><DisplayValue>Household Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Individual Health
Appeals</Code><DisplayValue>Individual Health Appeals</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Individual Health Benefits</
Code><DisplayValue>Individual Health Benefits</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Change PCP</
Code><DisplayValue>Individual Health Change PCP</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Complaints</
Code><DisplayValue>Individual Health Complaints</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Billing</
Code><DisplayValue>Individual Health Billing</DisplayValues><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Claims</Code><DisplayValue>Individual
Health Claims</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Ind
Health Fulfillment</Code><DisplayValue>Ind Health Fulfillment</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Ind Health General Information</
Code><DisplayValue>Ind Health General Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment Customer Address</
Code><DisplayValue>Investment Customer Address</DisplayValues><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment Customer Name</Code><DisplayValue>Investment
Customer Name</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life Investment Change</Code><DisplayValues>Life
Investment Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life Loan/Withdrawal</Code><DisplayValue>Life Loan/
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Withdrawal</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Life
New Policy</Code><DisplayValue>Life New Policy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life Policy Change</Code><DisplayValues>Life Policy
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Life
Policy Information</Code><DisplayValue>Life Policy Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>PUL New Policy</Code><DisplayValue>PUL New
Policy</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>PUL Policy
Change</Code><DisplayValue>PUL Policy Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PUL Policy Information</Code><DisplayValue>PUL Policy
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension Contribution Change</Code><DisplayValue>Pension
Contribution Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension Investment</Code><DisplayValue>Pension
Investment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension Plan Change</Code><DisplayValue>Pension Plan
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Property
New Policy</Code><DisplayValue>Property New Policy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Policy Change</Code><DisplayValue>Property
Policy Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Policy Information</
Code><DisplayValues>Property Policy Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Policy Information</Code><DisplayValue>Auto Policy
Information</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank
Company Address</Code><DisplayValues>Bank Company Address</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Bank Company Name</Code><DisplayValue>Bank
Company Name</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank
Company Phone</Code><DisplayValue>Bank Company Phone</DisplayValue><Disabled>Y</
Disableds></PicklistValues><PicklistValue><Code>Bank Customer Address</
Code><DisplayValue>Bank Customer Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Bank Customer Name</Code><DisplayValue>Bank Customer
Name</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank
Customer Phone Chge</Code><DisplayValue>Bank Customer Phone Chge</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim Claim
Information</Code><DisplayValue>Claim Claim Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Claim Claim Request</
Code><DisplayValue>Claim Claim Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claim New Claim</Code><DisplayValue>Claim New Claim</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contact Contact
Change</Code><DisplayValue>Contact Contact Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contact Contact Information</Code><DisplayValue>Contact
Contact Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contact Quote</Code><DisplayValue>Contact Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group Benefits</
Code><DisplayValue>Group Benefits</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Group Billing</Code><DisplayValue>Group Billing</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group Complaint</
Code><DisplayValue>Group Complaint</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Group Fulfillment</Code><DisplayValue>Group
Fulfillment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Life</Code><DisplayValue>Life</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>PUL</
Code><DisplayValue>PUL</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pension</Code><DisplayValue>Pension</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Property</
Code><DisplayValue>Property</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Provider</Code><DisplayValue>Provider</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Authorization
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Request</Code><DisplayValue>Authorization Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Referral Request</Code><DisplayValue>Referral Request</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Auto</
Code><DisplayValue>Auto</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claim</Code><DisplayValue>Claim</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contact</
Code><DisplayValue>Contact</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Facility</Code><DisplayValue>Facility</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group</
Code><DisplayValue>Group</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household</Code><DisplayValue>Household</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Individual
Health</Code><DisgplayValue>Individual Health</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment</Code><DisplayValue>Investment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bank</
Code><DisplayValue>Bank</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Commissions</Code><DisplayValue>Commissions</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>General
Information</Code><DisplayValue>General Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Licensing</Code><DisplayValue>Licensing</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Technical
Support</Code><DisplayValue>Technical Support</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Access Problems</Code><DisplayValue>Access Problems</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Account Value
Inquiry</Code><DisplayValue>Account Value Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Accounting</Code><DisplayValue>Accounting</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Activities</
Code><DisplayValue>Activities</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Claim Contact</Code><DisplayValue>Add Claim
Contact</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add
Contact</Code><DisplayValue>Add Contact</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Coverage Beneficiary</Code><DisplayValue>Add
Coverage Beneficiary</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Dependent</Code><DisplayValue>Add Dependent</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add Driver</
Code><DisplayValue>Add Driver</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Insured</Code><DisplayValue>Add Insured</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add Member</
Code><DisplayValue>Add Member</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add Payment</Code><DisplayValue>Add Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add Policy
Beneficiary</Code><DisplayValue>Add Policy Beneficiary</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Add Property</Code><DisplayValue>Add
Property</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Add
Vehicle</Code><DisplayValue>Add Vehicle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Add dependant</Code><DisplayValue>Add dependant</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Additional
Contribution</Code><DisplayValue>Additional Contribution</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Address Change</Code><DisplayValue>Address
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Adverse
Property Location</Code><DisplayValue>Adverse Property Location</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>All Service
Request</Code><DisplayValue>All Service Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Analysis Inquiry</Code><DisplayValue>Analysis Inquiry</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Appeals</
Code><DisplayValue>Appeals</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Application</Code><DisplayValue>Application</
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DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Appraisals</
Code><DisplayValue>Appraisals</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Assignments</Code><DisplayValue>Assignments</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Auto Payment</
Code><DisplayValue>Auto Payment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Auto Quote</Code><DisplayValue>Auto Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Auto Saver</
Code><DisplayValue>Auto Saver</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Bank Check</Code><DisplayValue>Bank Check</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Benefits</
Code><DisplayValue>Benefits</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Bill Pay Add Sched</Code><DisplayValue>Bill Pay Add
Sched</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Bill Pay
Sign Up</Code><DisplayValue>Bill Pay Sign Up</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Broker Change</Code><DisplayValue>Broker Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>COBRA Conversion</
Code><DisplayValue>COBRA Conversion</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Cancel Policy</Code><DisplayValue>Cancel Policy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Card Services</
Code><DisplayValue>Card Services</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Change Allocation</Code><DisplayValue>Change
Allocation</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Change
Benefit</Code><DisplayValue>Change Benefit</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Change Billing Type</Code><DisplayValue>Change Billing
Type</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Change
Member Status</Code><DisplayValue>Change Member Status</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Change PCP</Code><DisplayValue>Change PCP</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Change Status</
Code><DisplayValue>Change Status</DisplayValue><Disgabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Check Copy</Code><DisplayValue>Check Copy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Check Order</
Code><DisplayValue>Check Order</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claim Form</Code><DisplayValue>Claim Form</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim
Information</Code><DisplayValue>Claim Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claim Request</Code><DisplayValue>Claim Request</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claim Status</
Code><DisplayValue>Claim Status</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Claims</Code><DisplayValue>Claims</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Claims Status</
Code><DisplayValue>Claims Status</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Close Account</Code><DisplayValue>Close Account</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Company Address</
Code><DisplayValue>Company Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Company Name</Code><DisplayValue>Company Name</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Company Phone</
Code><DisplayValue>Company Phone</DisplayValue><Digabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contact Change</Code><DisplayValue>Contact Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contact
Information</Code><DisplayValue>Contact Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contract Terms</Code><DisplayValue>Contract Terms</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Contracts</
Code><DisplayValue>Contracts</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Contribution Change</Code><DisplayValue>Contribution
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Coverage
Beneficiaries</Code><DisplayValue>Coverage Beneficiaries</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Coverages</Code><DisplayValue>Coverages</
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DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Customer Address</
Code><DisplayValue>Customer Address</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Customer Name</Code><DisplayValue>Customer Name</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Customer Phone</
Code><DisplayValue>Customer Phone</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Customer Satisfaction</Code><DisplayValue>Customer
Satisfaction</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Decrease Contribution</Code><DisplayValues>Decrease
Contribution</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Delete Contact</Code><DisplayValue>Delete Contact</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Delete Coverage
Beneficiary</Code><DisplayValue>Delete Coverage Beneficiary</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Delete Driver</Code><DisplayValues>Delete
Driver</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Delete
Insured</Code><DisplayValue>Delete Insured</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Delete Policy Beneficiary</Code><DisplayValue>Delete
Policy Beneficiary</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Delete Property</Code><DisplayValue>Delete Property</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Delete Vehicle</
Code><DisplayValues>Delete Vehicle</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Discounts</Code><DisplayValue>Discounts</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Document Request</
Code><DisplayValue>Document Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Driver Information</Code><DisplayValues>Driver
Information</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>EOB
Request</Code><DisplayValue>EOB Request</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Employee welcome packet</Code><DisplayValue>Employee
welcome packet</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Establish EFT</Code><DisplayValue>Establish EFT</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Extra Payment</
Code><DisplayValue>Extra Payment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Fee Reversal</Code><DisplayValue>Fee Reversal</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Fulfillment</
Code><DisplayValue>Fulfillment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Funds Transfer</Code><DisplayValue>Funds Transfer</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>General Info</
Code><DisplayValue>General Info</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>General Inquiry</Code><DisplayValue>General Inquiry</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Group welcome
packet</Code><DisplayValue>Group welcome packet</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>HR Personnel Change</Code><DisplayValue>HR Personnel
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Holding
Allocation</Code><DisplayValue>Holding Allocation</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Household Change</Code><DisplayValue>Household Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>ID Card</
Code><DisplayValue>ID Card</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Increase Contribution</Code><DisplayValue>Increase
Contribution</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health Fulfillment</
Code><DisplayValue>Individual Health Fulfillment</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Health General Info</
Code><DisplayValue>Individual Health General Info</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Individual Welcome Packet</
Code><DisplayValue>Individual Welcome Packet</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Information Requests</Code><DisplayValue>Information
Requests</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Initiate
Loan</Code><DisplayValue>Initiate Loan</DisplayValue><Disabled>Y</Disabled></
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PicklistValue><PicklistValue><Code>Initiate Withdrawal</Code><DisplayValue>Initiate
Withdrawal</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Insured(s)</Code><DisplayValue>Insured(s)</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Interest/ Fee
Reversal</Code><DisplayValue>Interest/ Fee Reversal</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Investment Change</Code><DisplayValue>Investment
Change</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Investment
Transactions</Code><DisplayValue>Investment Transactions</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Investments</
Code><DisplayValue>Investments</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Item Inquiry</Code><DisplayValue>Item Inquiry</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Line Increase</
Code><DisplayValue>Line Increase</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Loan Transactions</Code><DisplayValues>Loan
Transactions</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Loan/Withdrawal</Code><DisplayValue>Loan/Withdrawal</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Lock Box Inquiry</
Code><DisplayValue>Lock Box Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Login Problems</Code><DisplayValue>Login Problems</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Lost/Stolen
Information</Code><DisplayValues>Lost/Stolen Information</DisplayValue><Disabled>Y</
Disabled></PicklistValue><PicklistValue><Code>Lump Sum</Code><DisplayValue>Lump Sum</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Codes>Marketing
Materials</Code><DisplayValue>Marketing Materials</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Married</Code><DisplayValue>Married</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Member</
Code><DisplayValues>Member</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Member Inquiry</Code><DisplayValue>Member Inquiry</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Member-related</
Code><DisplayValue>Member-related</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Modify Payment</Code><DisplayValue>Modify Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Moved</
Code><DisplayValues>Moved</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Name Change</Code><DisplayValue>Name Change</
DisplayValue><Digabled>Y</Disabled></PicklistValue><PicklistValue><Code>New Claim</
Code><DisplayValue>New Claim</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>New Policy</Code><DisplayValue>New Policy</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Notice-of-Loss</
Code><DisplayValues>Notice-of-Loss</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Open Enrollment Materials</Code><DisplayValue>Open
Enrollment Materials</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Opportunities</Code><DisplayValue>Opportunities</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Options</
Code><DisplayValue>Options</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Other Form</Code><DisplayValue>Other Form</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Other Forms</
Code><DisplayValue>Other Forms</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PH Property Location</Code><DisplayValue>PH Property
Location</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>P0OS
Support</Code><DisplayValue>POS Support</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>PUL Quote</Code><DisplayValue>PUL Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Pay Off</
Code><DisplayValue>Pay Off</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Pay Plan</Code><DisplayValue>Pay Plan</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Pay Plans</
Code><DisplayValue>Pay Plans</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Dispute</Code><DisplayValue>Payment Dispute</
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DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Payment Inquiry</
Code><DisplayValue>Payment Inquiry</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Plan</Code><DisplayValue>Payment Plan</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Payment Promises</
Code><DisplayValue>Payment Promises</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payment Status</Code><DisplayValue>Payment Status</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Payment Stop Pay</
Code><DisplayValue>Payment Stop Pay</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Payments</Code><DisplayValue>Payments</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Plan Change</
Code><DisplayValue>Plan Change</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Beneficiaries</Code><DisplayValues>Policy
Beneficiaries</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Change</Code><DisplayValue>Policy Change</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Policy Coverages</
Code><DisplayValue>Policy Coverages</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Face Value</Code><DisplayValue>Policy Face
Value</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Policy
Information</Code><DisplayValue>Policy Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Options</Code><DisplayValue>Policy Options</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Policy Owner</
Code><DisplayValue>Policy Owner</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Policy Termination</Code><DisplayValue>Policy
Termination</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Coverages</Code><DisplayValue>Property
Coverages</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Information</Code><DisplayValue>Property
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Property Quote</Code><DisplayValue>Property Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Provide Quote</
Code><DisplayValue>Provide Quote</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Provider Directory</Code><DisplayValue>Provider
Directory</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Quick
Pay</Code><DisplayValue>Quick Pay</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Quote</Code><DisplayValue>Quote</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Reassign Claim</
Code><DisplayValue>Reassign Claim</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Redeem Points</Code><DisplayValue>Redeem Points</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Remove Dependent</
Code><DisplayValue>Remove Dependent</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Remove Member</Code><DisplayValue>Remove Member</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Remove dependant</
Code><DisplayValue>Remove dependant</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Service Level Agreements</Code><DisplayValue>Service
Level Agreements</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Solution Search</Code><DisplayValue>Solution Search</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Statement Copy</
Code><DisplayValue>Statement Copy</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Statement Error</Code><DisplayValue>Statement Error</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Stop
Contribution</Code><DisplayValue>Stop Contribution</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Stop Payment</Code><DisplayValue>Stop Payment</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Summary Plan
Document Request</Code><DisplayValue>Summary Plan Document Request</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Third Parties</
Code><DisplayValue>Third Parties</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Trade</Code><DisplayValue>Trade</
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DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Transaction Amount
Error</Code><DisplayValue>Transaction Amount Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transaction Date Error</Code><DisplayValuesTransaction
Date Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transaction Dispute</Code><DisplayValue>Transaction
Dispute</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transaction Posting Error</
Code><DisplayValues>Transaction Posting Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transactions</Code><DisplayValue>Transactions</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Transfer
Holdings</Code><DisplayValue>Transfer Holdings</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transfer Securities In</Code><DisplayValue>Transfer
Securities In</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Transfer Securities Out</Code><DisplayValue>Transfer
Securities Out</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Typo</Code><DisplayValue>Typo</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Underlying
Policies</Code><DisplayValue>Underlying Policies</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Updates</Code><DisplayValue>Updates</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Vehicle
Coverages</Code><DisplayValue>Vehicle Coverages</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Vehicle Information</Code><DisplayValue>Vehicle
Information</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Watercraft Information</Code><DisplayValue>Watercraft
Information</DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Web
Site Error</Code><DisplayValue>Web Site Error</DisplayValue><Disabled>Y</Disabled></
PicklistValue><PicklistValue><Code>Wire Transfer</Code><DisplayValue>Wire Transfer</
DisplayValue><Disabled>Y</Disabled></PicklistValue><PicklistValue><Code>Wrong Amount</
Code><DisplayValue>Wrong Amount</DisplayValue><Disabled>Y</Disabled></PicklistValue></
ListOfPicklistValues></ParentPicklistValue></ListOfParentPicklistValues></
ns:PicklistWS_GetPicklistValues_ Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

10219 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

10328 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

10453 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:

10453 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - -----------

10453 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/Picklist;jsessionid=
79ebbcd137679b86cl8daf6c38labdb2f2bl46a44eal130dd7fbadf3420464b95. e3iRbxglLaNbO0ax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/picklist/:GetPicklistValues

Content-Length: 439
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<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.org/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instances><soapenv:Body><PicklistWS GetPicklistValues Input xmlns=urn:crmondemand/ws/
picklist/><FieldName>Cause</FieldName><RecordType>Service Request</RecordType></
PicklistWS GetPicklistValues Input></soapenv:Body></soapenv:Envelope>

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue,
28 Sep 2010 08:33:09 GMT

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1321

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=

79ebbcd137679b86cl8daf6c38labdb2f2bl46a44ea130dd7fbadf3420464b95.e3iRbxglaNbOax4NaNeRbxyKa
40; path=/Services; secure

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=CAO
CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE
10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-cache

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-store

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-
cache

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Connection
close

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Content-

Type text/xml; charset=UTF-8
10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - -----------

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0org/2001/XMLSchema><SOAP-
ENV:Body><ns:PicklistWS_GetPicklistValues Output xmlns:ns=urn:crmondemand/ws/picklist/
><ListOfParentPicklistValue xmlns=urn:/crmondemand/xml/
picklist><ParentPicklistValue><Language>ENU</Language><ParentFieldName/
><ParentDisplayValue/><ParentCode/><Disabled/
><ListOfPicklistValue><PicklistValue><Codes>Unclear Instructions</
Code><DisplayValue>Unclear Instructions</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>User Needs Training</Code><DisplayValue>User Needs
Training</DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>Existing
Issue</Code><DisplayValue>Existing Issue</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>New Issue</Code><DisplayValue>New Issue</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>Other</
Code><DisplayValue>Other</DisplayValue><Disabled>N</Disabled></PicklistValue></
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ListOfPicklistValues></ParentPicklistValue></ListOfParentPicklistValue></
ns:PicklistWS GetPicklistValues Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

10703 [ProcessChangesQueue] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

59139 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

59295 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
59295 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - ---------

59295 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/Contact;jsessionid=
79ebbcdl137679b86cl8daf6c38labdb2f2bl46addeall0dd7fbadsf3420464b95. e3iRbxgLaNbOax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/contact/:ContactQueryPage

Content-Length: 1458

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://
schemas.xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.0rg/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-instances><soapenv:Body><ContactWS ContactQueryPage Input
xmlns=urn:crmondemand/ws/contact/><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><nsl:ListOfContact xmlns:nsl=urn:/crmondemand/xml/
contacts><nsl:Contact><nsl:ContactId>= 'AAPA-5CUQEC'</nsl:ContactId><nsl:AccountId></
nsl:AccountId><nsl:CreatedDate></nsl:CreatedDate><nsl:ContactEmail></
nsl:ContactEmail><nsl:ExternalSystemId></nsl:ExternalSystemId><nsl:ContactFirstName></
nsl:ContactFirstName><nsl:ContactFullName></nsl:ContactFullName><nsl:ContactLastNames></
nsl:ContactLastName><nsl:MrMrs></nsl:MrMrs><nsl:ModifiedBy></
nsl:ModifiedBy><nsl:ModifiedById></nsl:ModifiedById><nsl:ModifiedDate></
nsl:ModifiedDate><nsl:TimeZoneName></nsl:TimeZoneName><nsl:CustomBoolean0O></
nsl:CustomBooleanO><nsl:CustomDate0O></nsl:CustomDate0><nsl:CustomPickList0></
nsl:CustomPickList0O><nsl:CustomPickListl></nsl:CustomPickListl><nsl:CustomPickList2></
nsl:CustomPickList2><nsl:CustomText0></nsl:CustomText0><nsl:CustomText30></
nsl:CustomText30><nsl:ListOfAccount><nsl:Account><nsl:AccountIds></
nsl:AccountIds><nsl:AccountName></nsl:AccountName></nsl:Account></nsl:ListOfAccount></
nsl:Contact></nsl:ListOfContact><StartRowNum>0</StartRowNums></
ContactWS_ContactQueryPage Input></soapenv:Body></soapenv:Envelopes>

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue,
28 Sep 2010 08:33:58 GMT

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1360
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59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Set-
Cookie JSESSIONID=

79ebbcdl137679b86cl8daf6c38labdb2f2bl4i6addealld0dd7fbadsf3420464b95. e3iRbxglLaNbOax4NaNeRbxyKa
40; path=/Services; secure

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-cache

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-store

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma

no-cache

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Type text/xml; charset=UTF-8

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

59451 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - ---------

59467 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0org/2001/XMLSchema><SOAP-
ENV:Body><ns:ContactWS_ContactQueryPage Output xmlns:ns=urn:crmondemand/ws/contact/
><ns:LastPage>true</ns:LastPage><ListOfContact xmlns=urn:/crmondemand/xml/
contact><Contact><ContactId>AAPA-5CUQEC</ContactId><AccountId>No Match Row Id</
AccountIds><CreatedDate>09/27/2010 18:27:45</CreatedDate><ContactEmail>ie8 newenn.coms</
ContactEmail><ExternalSystemId/><ContactFirstName>ie8 new</
ContactFirstName><ContactFullName>ie8 new ie8_new</
ContactFullName><ContactLastName>ie8 new</ContactLastName><MrMrs/><ModifiedBy>Dariush
Mojahed 09/27/2010 18:34:21</ModifiedBy><ModifiedById>AAPA-3S068N</
ModifiedById><ModifiedDate>09/27/2010 18:34:21</ModifiedDate><TimeZoneName> (GMT-07:00)
Arizona</TimeZoneNames><CustomBoolean0>N</CustomBoolean0><CustomDate0>09/27/2010 18:27:40</
CustomDate0><CustomPickList0>View My Cases</CustomPickList0O><CustomPickListls>Approved</
CustomPickListl><CustomPickList2>External</CustomPickList2><CustomText0>g6zJKzjluLI=</
CustomText0><CustomText30>-1</CustomText30><ListOfAccount/></Contact></ListOfContact></
ns:ContactWS_ ContactQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

59467 [http-8226-Processor24] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

104950 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

105075 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent :

105075 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

105075 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/Picklist;jsessionid=
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79ebbcdl137679b86cl8dafec38labdb2f2bl46a44eal30dd7fbadf3420464b95 . e3iRbxgLaNblax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/picklist/:GetPicklistValues

Content-Length: 442

<?xml version=1.0 encoding=UTF-87?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.org/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instances><soapenv:Body><PicklistWS_ GetPicklistValues_ Input xmlns=urn:crmondemand/ws/
picklist/><FieldName>Priority</FieldName><RecordType>Service Request</RecordType></
PicklistWS GetPicklistValues Input></soapenv:Body></soapenv:Envelope>

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:34:44 GMT

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1142

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Set-
Cookie JSESSIONID=

79ebbcdl137679b86cl8daf6c38labdb2f2bl46addeall0dd7fbadf3420464b95. e3iRbxglLaNbOax4NaNeRbxyKa
40; path=/Services; secure

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-cache

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-store

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma

no-cache

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Type text/xml; charset=UTF-8

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

105372 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------
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105387 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0rg/2001/XMLSchema><SOAP-
ENV:Body><ns:PicklistWS_GetPicklistValues Output xmlns:ns=urn:crmondemand/ws/picklist/
><ListOfParentPicklistValue xmlns=urn:/crmondemand/xml/
picklist><ParentPicklistValues><Language>ENU</Language><ParentFieldName/
><ParentDisplayValue/><ParentCode/><Disabled/><ListOfPicklistValue><PicklistValue><Code>1-
ASAP</Code><DisplayValue>1-ASAP</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>2-High</Code><DisplayValue>2-High</
DisplayValue><Disabled>N</Disabled></PicklistValue><PicklistValue><Code>3-Medium</
Code><DisplayValue>3-Medium</DisplayValue><Disabled>N</Disabled></
PicklistValue><PicklistValue><Code>4-Low</Code><DisplayValue>4-Low</
DisplayValue><Disabled>N</Disabled></PicklistValue></ListOfPicklistValue></
ParentPicklistValue></ListOfParentPicklistValue></

ns:PicklistWS GetPicklistValues Output></SOAP-ENV:Body></SOAP-ENV:Envelopes>

105387 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

115106 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

115262 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent :

115262 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

115450 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/ServiceRequest;jsessionid=
79ebbcdl137679b86cl8dafec38labdb2f2bl46a44eall0dd7fbasf3420464b95 . e3iRbxgLaNblax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/servicerequest/:ServiceRequestInsert

Content-Length: 13329

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.org/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instances><soapenv:Body><ServiceRequestWS ServiceRequestInsert Input xmlns=urn:crmondemand/
ws/servicerequest/><nsl:ListOfServiceRequest xmlns:nsl=urn:/crmondemand/xml/
servicerequest><nsl:ServiceRequest><nsl:CreatedDate></nsl:CreatedDate><nsl:Subject>test
attachment in 820</nsl:Subject><nsl:AccountName></nsl:AccountName><nsl:AccountId>No Match
Row Id</nsl:AccountIds<nsl:AccountLocation></nsl:AccountlLocation><nsl:Area>Installation</
nsl:Area><nsl:ClosedTime></nsl:ClosedTime><nsl:ContactEmail></
nsl:ContactEmail><nsl:ContactFirstName></nsl:ContactFirstName><nsl:ContactFullNames></
nsl:ContactFullNames><nsl:ContactId>AAPA-5CUQEC</nsl:ContactId><nsl:ContactLastNames></
nsl:ContactLastName><nsl:CreatedByName></nsl:CreatedByName><nsl:Descriptions>test</
nsl:Description><nsl:OwnerId></nsl:0OwnerId><nsl:Owner></nsl:Owner><nsl:Priority>1-ASAP</
nsl:Priority><nsl:Cause>Unclear Instructions</nsl:Cause><nsl:Status>Open</
nsl:Status><nsl:ListOfAttachment><nsl:Attachment><nsl:DisplayFileName>exception</
nsl:DisplayFileName><nsl:FileNameOrURL>exception</
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nsl:FileNameOrURL><nsl:FileExtension>log</nsl:FileExtension><nsl:FileSize>8562</
nsl:FileSize><nsl:ExternalSystemId>exception</nsl:ExternalSystemId><nsl:Attachment
AttachmentIsTextData=

false>PEINV2ViU2VydmljZXM+Wz IWMTAtOSO0yMCAZ0jI20jMy IFBEVFOgPGhOdHAtODIYNi1Qcm9j ZXNzb3IyMj4g
QXhpc0ZhdWx0DQogZmF1bHRDb2R101B7aHR0cDovL3NjaGVtYXMueGlsc29hecC5vemeve29hecC91bnZ1lbGoOwZS99U2
VydmVyLnVzZXJFeGN1cHRpb24NCiBmYXVsdFN1YmNvZGU6 IAOKIGZhdWx0U3RyaWs5n0iBgqYXZhLimxhbmcuTnVsbFBv
aW50ZXJFeGN1cHRpb24NCiBmYXVsdEFjdG9yOiANCiBmYXVsdESvZGU6 IAOKIGZhdWx0RGVOYW1sOiANCgl 7aHROcD
ovL3htbC5hcGFjaGUub3dnL2F4aXMvEXNOYWNrVHIhY2U6amF2YS58YW5nLk51bGxQb21udGVyRXhjZXB0aWouDQoJd
YXQgY29tLmlucXVpcmEuaWl3b3dzLmFwcGxpY2F0aWouLk1NV2ViU2VydmljZUxvZy5sb2dNZXNzYWA1KEINV2ViU2
VydmljZUxvZy59YXZhOjU4KQOKCWFOIGNvbS5pbnFlaXJhlmltd293cy5hcHBsaWNhdGlvbiSJTVAlY1NlcnZpY2VM
b2cubGInRGVidWANZXNzYWA1KEINV2ViU2Vydml j ZUxvZy5gYXZhOj EyNCKkNCg1lhdCBjb20uaWsxdWlyYS5pbXdvd3
MuZXJyb3IuVINFcndvciShZGRNZXNzYWA1KFATRXIyb3IuamF2YToyODgpDQoJdYXQgY29tLmlucXVpcmEuaWl3b3dz
LmVycm9yL1dTRXJyb3 Iud3NFendvekZveckR1c2NyaXB0b3IJBbmRGb3Jj ZWRNZXNZzYWA1KFATRXJyb3TuamF2YTo1Ni
kNCglhdCBjb20uaWs5xdWlyYS5pbXdvd3MuaWlwbC5Db250ZW50U2Vydml j ZXNJbXBsLmFkZENhc2VMaW5rKENvbnR1
bnRTZXJ2aWN1lc0ltcGwuamF2YToxOTgpDQoJYXQgce3VulndlZmx1Y3QuTmF0aXZ1TWV0aGokQWNj ZXNzb3JJbXBsLm
1ludm9rZTAoTmF0aXZ1IE11dGhvZCkNCglhdCBzdW4ucmVmbGVjdC50YXRpdmVNZXRob2RBY2N1c3NvekltcGwuaWs2
P2t1KE5hdG12ZU11dGhvZEFjY2Vzc29ySW1wbC5gYXZhOjM5KQOKCWFOIHN1bi5yZWZsZWNOLKkR1bGVNYXRpbmdNZX
Rob2RBY2N1c3NvckltcGwuaW52b2t 1IKER1IbGVNYXRpbmdNZXRob2RBY2N1c3NvekltcGwuamF2YToyNSkNCglhdCBg
YXZhLmxhbmcucmVmbGVjdC5NZXRob2QuaW52b2t1KE11dGhvZC5gYXZh0jUSNykNCglhdCBvemcuYXBhY2hlLimF4aX
MucHIvdmlkZXJzLmphdmEuUlBDUHJvdmlkZXIuaW52b2t 1TWV0aG9kKFJIQQ1Byb3 ZpZGVyLmphdmE6Mzk3KQOKCWEO
IG9yZy5hcGFjaGUuYXhpcy5Swem92aWR1lcnMuamF2YS5SUENQem92aWR1ci5wem9j ZXNzTWVzc2FnZShSUENQem92aW
Rlci5qYXZhOjE4NikNCglhdCBvcmcuYXBhY2hlLmF4aXMucHIJvdmlkZXJzLmphdmEuSmF2YVByb3ZpZGVyLmludm9r
ZShKYXZhUHJvdmlkZXTITuamF2YTozMjMpDQoJYXQgb3InLmFwYWNoZS5heGl zZLnNOcmF0ZWdpZXMuSW52b2NhdGlvbl
NOcmF0ZWd5LnZpc2l10KE1udm9j YXRpb25TdHIThdGVneS5gYXZhOjMyKQOKCWF0IGO9yZy5hcGFjaGUuYXhpecy5TaWlw
bGVDaGFpbiSkblZpc210aWsnKFNpbXBsZUNoYW1luLmphdmE6MTE4AKQOKCWFOIGOyZy5heGFjaGUuYXhpey5TaWlwbG
VDaGFpbi5pbnZva2UoU21tcGxlQ2hhaW4uamF2YTo4dMykNCglhdCBvemcuYXBhY2hlLmF4aXMuaGFuZGxlcnMuc29h
cC5TTOFQU2VydmljZS5pbnZva2UoU09BUFN1cnZpY2UuamF2YToONTQpDQoJYXQgb3JdnLmFwYWNoZS5heGlzLnNlcn
Z1lci5BeGlzU2VydmVyLmludm9rZShBeGlzU2VydmVyLmphdmE6MjgxKQOKCWFOIGNvbS53ZWIvYmplY3RzLmFwcHNL
cnZlci5fcHIpdmF0ZS5XT1d1Y1INlcnZpY2UucGVyZm9ybUF]dGlvbk5hbWVKkKFAPV2ViU2VydmljZS5gYXZh0jQzNy
kNCglhdCBjb20ud2Vib2JgZWNOcy5hcHBzZXJ2ZXIuX3ByaXZhdGUuV09BY3Rpb253ZXF1ZXNOSGFuzZGxlci5sfaGFu
ZGx1UmVxdWVzdChXT0FjdGlvblI1lcXV1c3RIYWSkbGVyLmphdmE6MjUSKQOKCWFOIGNVvbS53ZWIvYmplY3RzLmFwcH
NlcnZlci5fcHIpdmF0ZS5XT0FjdGlvblJ1lcXV1c3RIYWS5kbGVYLmhhbmRsZVI1cXV1c3QoV09BY3Rpb25SZXF1ZXNO
SGFuZGx1lci5q¥YXZhOjE2MSkNCglhdCBjb20ud2Vib2JgZWNOcy5hcHBzZXJ2ZXIuX3ByaXZhdGUuV09XZWJITZXJ2aW
N1UmVxdWVzdEhhbmRsZXIuaGFuZGx1lUmVxdWVzdChXT1d1Y1N1cnZpY2VSZXF1ZXNOSGFuZGx1lci5qYXZhOjEwOSkN
CglhdCBjb20ud2Vib2JgZWNOcy5hcHBzZXJ2ZXIuV09BcHBsaWNhdGlvbiSkaXNwYXRjaFJ1lcXV1c3QoV09BcHBsaW
NhdG1lvbi5qgY¥XZhOjE20TgpDQoJYXQgZXIuzZXh0ZW5zaWoucy5hcHBzZXJ2ZXIuRVIYQXBwbGljYXRpb24uZGlzcGFO
Y2hSZXF1ZXNOSW1tZWRpYXR1bHkoRVIYQXBwbG1jYXRpb24uamF2YToxNzM3KQOKCWF0IGVyLmV4dGVuc2lvbnMuYX
Bwc2VydmVyLKVSWEFwcGxpY2F0aW9uLmRpc3BhdGNoUmVxdWVzdChFUlhBcHBsaWNhdGlvbi5gYXZhOjE3MDIpDQod
YXQgY29tLndlY¥Ym9iamVjdHMuanNwc2Vydmx1dC5£fV09BcHBsaWNhdGlvbldyYXBwZXIuc2Vydmx1dERpc3BhdGNoUm
VxdWVzdChfV09BcHBsaWNhdGlvbldyYXBwZXIuamF2YToxMzEpDQoJYXQgY29tLndlYm9iamVjdHMuanNwc2Vydmx1
dC5XT1N1cnZsZXRBZGFwdGIyL190YW5KkbGVSZXF1ZXNOKFAPU2Vydmx1dEFkYXB0b3TuamF2YTo3M]jcpDQoJYXQgY2
9tLndlY¥m9iamVjdHMuanNwc2Vydmx1ldC5XT1N1cnZsZXRBZGFwdGOyLmRvUG9 zdChXT1N1cnZs ZXRBZGFwdG9yLmph
dmE6Njk1KQOKCWFO0IGphdmF4LnNlcnZsZXQuaHROcC5IdHRWU2Vydmx1dC52ZXJ2aWN1KEhO0dHBTZXJ2bGV0Lmphdm
E6NzAS5KQOKCWFOIGphdmF4LnN1cnZsZXQuaHROcC5 IdHRwWU2Vydmx1dC52zZXJ2aWN1IKEhOdHBTZXJ2bGVOLmphdmE6
ODAYKQOKCWFO0IG9yZy5hcGFjaGUuY2F0YWxpbmEuY29yZS5BcHBsaWNhdGlvbkZpbHR1ckNoYWluLmludGVybmFsRG
9GaWx0ZXIoQXBwbG1ljYXRpb25GaWx0ZXJIDaGFpbi5qY¥XZhOjI1MikNCglhdCBvemcuYXBhY2hlLmNhdGFsaWshLmNv
cmUuQXBwbG1ljYXRpb25GaWx0ZXJDaGFpbi5kb0ZpbHR1cihBcHBsaWNhdGlvbkZpbHR1ckNoYWluLmphdmE6MTczKQ
0KCWFOIGNvbS5pbnFlaXJhLmltd293cy5maWx0ZXJzLkZvemN1VVRGOFJI1cXV1c3RFbmNvZGluZ0ZpbHR1ciS5kb0Zp
bHR1cihGb3JjZVVURJhSZXF1ZXNORW5jb2RpbmdGaWx0ZXIuamF2YTozMCkNCglhdCBvemcuYXBhY2h1 LmNhdGFsaWw
ShImNvemUuQXBwbG1lj YXRpb25GaWx0ZXJDaGFpbi5pbnR1cm5hbERVRM] sdGVYKEFweGxpY2F0aW9uRml sdGVyQ2hh
aW4uamF2YToyMDIpDQoJYXQgb3JnLmFwYWNoZS5)YXRhbG1luYS5jb3J1LkFweGxpY2F0aW9uRml sdGVyQ2hhaW4uzG
9GaWx0ZXIoQXBwbG1ljYXRpb25GaWx0ZXJIDaGFpbi5qYXZhOjE3MykNCglhdCBvemcuYXBhY2hlLmNhdGFsaWs5hLmNv
cmUuU3RhbmRhecmRXcmFweGVyVmFsdmUuaW52b2t IKFNOYWS5kYXJkV3JhcHBlclZhbHZ1LmphdmE6MjEZKQOKCWFOIG
9yZy5hcGFjaGUuY2F 0YWxpbmEUY2 9y ZS5TAGFUZGFyZENvVbnR1eHRWYWx2ZS5pbnZva2UoU3RhbmRhcmRDb250ZXh0
VmFsdmUuamF2YToxNzgpDQoJdYXQgb3InLmFwYWNoZS5j YXRhbG1uYS5jb3J1LINOYWS5kYXJkSG9zdFZhbHZ1Lmludm
9rZShTdGFuZGFyZEhvec3RWYWX2ZS5qYXZhOjEYyNikNCglhdCBvemcuYXBhY2hlImNhdGFsaWshlinZhbHZ1cy5Fendv
clJ1cG9ydFZhbHZ1Lmludm9rZShFcndvecldlcG9ydFZhbHZ1LmphdmE6MTAIKQOKCWFO0IG9yZy5hecGFjaGUuUY2FOYW
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XpbmEUY29yZS5TdGFUZGFyZEVUZ21uZVZhbHZ1Imludm9rZShTdGFuZGFyZEVuZ21uZVZhbHZ]1 LmphdmE6MTA3IKQOK
CWF0IG9yZy5hcGFjaGUuY2F0YWxpbmEUY2 9ubmVjdGoyLkNveW90ZUFkYXB0ZXIuc2Vydml jZShDb31vdGVBZGFwdG
VyLmphdmE6MTQ4KQOKCWFOIGIyZy5hcGFjaGUuY295b3R1Lmh0dHAXMS 5 IAHRWMTFQcm9j ZXNzb3TucHIJvY2VzcyhT
dHRwWMTFQcm9j ZXNzb3 TuamF2YTo4NjkpDQoJdYXQgb3InLmFwYWNoZS5jb31vdGUuaHR0cDExXLKh0dHAXMUJThc2VQcm
90b2NVbCRIAHRWMTFDb25UuZWNOaW9uSGFuZGxlciswem9]j ZXNzQ29ubmV]jdGlvbihIdHRWMTFCYXN1UHJvdAG9jb2wu
amF2YTo2NjQpDQoJYXQgb3JnLmFwYWNoZS50b21 ) YXQudXRpbC5uZXQuUGOVLFRjcEVUZHBVaW50LnByb2N1c3NTb2
NrZXQoUG9vVbFR]j cEVUZHBvaW50LmphdmEENTI3ZKQOKCWFOIGOyZy5hecGFjaGUudGotY2F0LnV0oaWwubmVOLkx1YWR1
ckZvbGxvd2VyV29ya2VyVGhyZWFkILnJ1bk1 0KEx1YWR1ckZvbGxvd2VyV29ya2VyVGhyZWFkLmphdmE6ODApDQoJYX
Qgb3InLmFwYWNoZS50b21jYXQudXRpbC50aHJ1YWRzL1RocmVhZFBvb2wkQ29udHJvbFJ1lbm5hYmx1Ind1lbihUaHJl
YWRQb29sLmphdmE6Njg0KQOKCWFO0IGphdmEubGFuZy5UaHJ1YWQuenVuKFRocmVhZC5gqYXZh0j YxOSkNCg0KCXtodH
RwOi18veGlsLmFwYWNoZS5vemevYXhpcy99aG9zdG5hbWU6 ZW5nNg0KDQpgYXZhLimxhbmcuTnVsbFBvaW50ZXJFeGN1
cHRpb24NCglhdCBvcmcuYXBhY2hlImF4aXMuQXhpc0ZhdWx0Lmlha2VGYXVsdChBeGl zRmF1bHQuamF2YToxMDEpDQ
oJYXQgb3JInLmFwYWNoZS5heGl zLnByb3ZpZGVycy5q¥YXZhLkphdmFQcm92aWR1ci5SpbnZva2UoSmF2YVByb3ZpZGVy
LmphdmE6MzMzKQOKCWF0IGoyZy5hcGFjaGUuYXhpecy5zdHIThdGVnaWvzLkludm9jYXRpb25TdHIThdGVneS52aXNpdC
hdbnZvY2F0aW9uU3RyYXR1Z3kuamF2YTozMikNCglhdCBvcmcuYXBhY2hlImF4aXMuU21ltcGx1lQ2hhaW4uZG9WaXNp
dGluZyhTaWlwbGVDaGFpbi5qY¥XZhOjExOCKNCglhdCBvemcuYXBhY2hlImF4aXMuU21ltcGxlQ2hhaW4uaW52b2t1KF
NpbXBsZUNoYWluLmphdmE6ODMpDQoJYXQgb3JInLmFwYWNoZS5heGl zLmhhbmRsZXJzLnNvYXAuUO0SBUFNlcnZpY2Uu
aW52b2t 1KFNPQVBTZXJ2aWN1LmphdmE6NDUOKQOKCWFO0IGIyZy5heGFjaGUuYXhpecy52Z2XJ2Z2XIuQXhpclNlcenZlci
SpbnZva2UoQXhpclNlcnzlci5q¥XZh0jI4MSkNCglhdCBjb20ud2Vib2JgZWNOcy5hecHBzZXJ2ZXTuX3ByaXZhdGUu
VO9XZWJITZXJ2aWN1LnBlcmZvemlBY3Rpb250YW11ZChXT1d1Y1INlcnZpY2UuamF2YToOMzcpDQoJYXQgY29tLndlYm
9iamVjdHMuYXBwc2VydmVyL1l9wcml2YXR1L1dAPQWNOaWouUmVxdWVzdEhhbmRsZXTuX2hhbmRsZVJI1cXV1c3QoV09B
Y3Rpb25SZXF1ZXNOSGFuZGx1lci5qgY¥XZh0jI10SkNCglhdCBjb20ud2Vib2JgZWNOcy5hcHBzZXJ2ZXTuX3ByaXZhdG
UuVO09BY3Rpb25SZXF1ZXNOSGFuZGx1lci50YWS5kbGVSZXF1ZXNOKFAPQWNOaWouUmVxdWVzdEhhbmRsZXITuamF2YTox
NjEpDQoJYXQgY29tLndlYm9iamVjdHMuYXBwc2VydmVyLl 9weml2YXR1L1dPV2ViU2VydmljZVI1lcXV1c3RIYWSkbG
VyLmhhbmRsZVJ1cXV1c3QoV09XZWJITZXJ2aWN1UmVxdWVzdEhhbmRsZXTuamF2YToxMDkpDQoJYXQgY29tLndlYm9i
amVjdHMuYXBwc2VydmVyL1dPOXBwbG1ljYXRpb24uZGlzcGFO0Y2hSZXF1ZXNOKFAPQXBwbG1jYXRpb24uamF2YToxNj
k4KQOKCWFOIGVYyLmV4dGVuc2lvbnMuYXBwc2VydmVyLkVSWEFwcGxpY2F0aW9uLmRpc3BhdGNoUmVxdWVzdE1l tbWwvk
aWF0ZWx5KEVSWEFwcGxpY2F0aWouLmphdmE6MTczNykNCglhdCBlci51leHR1bnNpb25zLmFwcHN1cnZ1lciS5FULhBcH
BsaWNhdGlvbiSkaXNwYXRjaFJ1lcXV1c3QoRVIYQXBwbGljYXRpb24uamF2YToxNzAyKQOKCWFOIGNvbS53ZWJIvYmpl
Y3RzLmpzcHN1cnZsZXQuX1dPQXBwbG1ljYXRpb25XcmFweGVyLnNlcnZsZXREaXNwYXRjaFJ1cXV1c3QoX1dPQXBwbG
1jYXRpb25XcmFwcGVyLmphdmE6MTMxKQOKCWFOIGNVDS53ZWIvYmplY3RzLmpzcHN1cnZsZXQuvV09TZXJ2bGVOQWRh
cHRvci5faGFuZGx1UmVxdWVzdChXT1N1cnZsZXRBZGFwdG9yLmphdmE6NZI3KQOKCWFOIGNVvbS53ZWJIvYmplY3RzLm
PzcHN1cnZsZXQuV09TZXI2bGVOQWRhcHRvci5kb1Bvec3QoV09TZXI2bGVOQWRhcHRvci5qYXZhOjY5NSkNCglhdCBg
YXZheC5zZXJ2bGV0OLmh0dHAUSHROCFN1cnZsZXQuc2VydmljZShIdHRwU2Vydmx1dC5gq¥YXZh0jcwOSkNCglhdCBgYX
ZheC5zZXJ2bGV0OLmh0dHAUSHROCFN1cnZsZXQuc2VydmljZShIdHRwU2Vydmx1dC5gqYXZhOjgwMikNCglhdCBvemeu
YXBhY2hlLmNhdGFsaW5hLmNvemUuQXBwbGl j YXRpb25GaWx0ZXJDaGFpbi5spbnR1lcm5hbERVRM1 sdGVYyKEFweGXpY2
FO0aW9uRmlsdGVyQ2hhaW4uamF2YToyNTIpDQoJYXQgb3InLmFwYWNoZS5j YXRhbG1luYS5jb3J1LkFweGxpY2F0aWwou
RmlsdGVyQ2hhaW4uZG9GaWx0ZXIoQXBwbGljYXRpb25GaWx0zXJIJDaGFpbi5qYXzh0jE3MykNCglhdCBib20uaWwsxdw
1yYS5pbXdvd3MuZml sdGVycy5Gb3Jj ZVVURJhSZXF1ZXNORWS j b2RpbmdGaWwx0ZXITuZG9GaWx0ZXIoRmIyY2VVVEY4
UmVxdWVzdEVuY29kaW5nRml sdGVyLmphdmE6MzApDQoJYXQgb3JInLmFwYWNoZS5]) YXRhbG1luYS5jb3J1LkFwcGxpY2
FO0aW9uRmlsdGVyQ2hhaW4uaW50ZXJuYWxEb0ZpbHR1cihBcHBsaWNhdGlvbkZpbHR1ckNoYWluLmphdmE6MjAYKQOK
CWFO0IG9yZy5hcGFjaGUuUY2F0YWxpbmEUY29yZS5BcHBsaWNhdGlvbkZpbHR1ckNoYW1uLmRvRmM1 sdGVyKEFwcGXpY2
F0aW9uRmlsdGVyQ2hhaW4uamF2YToxNzMpDQoJYXQgb3JInLmFwYWNoZS5) YXRhbG1luYS5jb3J1LINOYWSkYXJkV3Th
cHB1lclZhbHZ1Lmludm9rZShTdGFuZGFyZFdyYXBwZXJWYWx2ZS5qYXZh0j IxMykNCglhdCBvemcuYXBhY2hlLmNhdG
FsaW5hLmNvemUuU3RhbmRhecmRDb250ZXh0VmFsdmUuaW52b2t IKFNOYWS5kYXJkQ29udGV4dFZhbHZ]1 LmphdmE6MTc4
KQOKCWF0IG9yZy5hcGFjaGUuY2F0YWxpbmEUY29yZS5TAGFUZGFyZEhve3RWYWx2ZS5pbnZva2UoU3RhbmRhcmRIb3
NOVmFsdmUuamF2YToxMj YpDQoJYXQgb3JInLmFwYWNoZS5) YXRhbG1luYS52YWx2 ZXMuRXJyb3JSZXBVCnNRWYWx2ZS5p
bnzva2UoRXJyb3JSZXBvcnRWYWx2ZS5gYXZhOj EwWNSkNCglhdCBvemcuYXBhY2hlImNhdGFsaWshLmNvemUuU3Rhbm
RhcmRFbmdpbmVWYWx2 ZS5pbnZva2UoU3RhbmRhemRFbhmdpbmVWYWx2ZS5gqYXZh0j EwNykNCglhdCBvemcuYXBhy2hl
LmNhdGFsaW5hLmNvbm51Y3Rvei5Db31vdGVBZGFwdGVyLnN1cnZpY2UoQ295b3R1IQWRhcHR1ci5qYXZhOjE0OCKNCg
1hdCBvcmcuYXBhY2hlILmNveW90ZS50dHRWMTEUSHROCDEXUHJVY2Vzc29yLnByb2N1c3MoSHROCDEXUHJVY2Vzc29y
LmphdmE60DY5KQO0KCWFO0IGOyZy5hcGFjaGUuY295b3R1LmMh0dHAXMS5 IAHRWMTFCYXN1UHJvAG9jb2wkSHROCDEXQ2
9ubmVjdGlvbkhhbmRsZXIucHIvY2VzcONvbm51Y3Rpb240SHROCDEXQMFZzZVBYb3RvY29sLmphdmE6N]YOKQOKCWEO
IG9yZy5hcGFjaGUudGotY2F0LnV0aWwubmVOL1Bvb2xUY3BFbmRwb21ludC5wem9j ZXNzU29ja2VOKFBvb2xUY3BFbm
Rwb21udC5q¥YXZh0jUyNykNCglhdCBvemcuYXBhY2h1LnRvbWNhdC51dGlsLm51dC5MZWFkZXJGb2xsb3dlcldvemtl
clRocmVhZC5ydW5JdChMZWFkZXJGb2xsb3dlcldvemt l1c1RocmVhZC5gYXZhOjgwKQOKCWF0IG9yZy5heGFjaGUudG
9tY2F0LnV0aWwudGhyZWFkcy5UaHI1YWRQb2 9sJENVbnRyb2xSAWSuYWISZS5ydW4 oVGhy ZWFkUG9vbC5qYXZh0jY4
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NCkNCglhdCBqYXZhLmxhbmcuVGhyZWFkLnJ1bihUaHJ1YWQuamF2YTo2MTkpDQpDYXVzZWQgYnk 6 IGphdmEubGFuzZy
50dWxsUG9pbnR1ckV4Y2VwdGlvbg0KCWFOIGNvbS5pbnFlaXJdhlmltd293cy5hcHBsaWNhdGlvbi5JTVA1Y1NlcnZp
Y2VMb2cubGInTWVzc2FnZShJdTVAlY1NlcnZpY2VMb2cuamF2YTolOCkNCglhdCBjb20uaWsxdWlyYS5pbXdvd3MuYX
BwbG1ljYXRpb24uSU1XZWITZXJ2aWN1ITGONLmxvZ0OR1YNVnTWVZzc2FnZShJdTVAd1lY1NlcnZpY2VMb2cuamF2YToxMjQp
DQoJYXQgY29tLmlucXVpcmEuaWl3b3dzLmVycm9yL1dTRXIJyb3TuYWRKTWVZzc2FnZShXU0Vycm9yLmphdmE6M]g4KQ
0KCWFOIGNvbS5pbnFlaXJhLmltd293cy5lendvei5XU0Vyem9yLndzRXJyb3JGb3JEZXNT cmlwdGoyQW5kRmIyY2Vk
TWVzc2FnZShXU0Vycm9yLmphdmE6NTYPDQoJYXQgY29tLmlucXVpcmEuaWl3b3dzIimltcGwuQ29udGVudFNlcnZpY2
VzSW1wbC5hZGRDYXN1TGluayhDb250ZW50U2Vydml j ZXNIbXBsLmphdmE6MTk4KQOKCWFOIHN1biS5yZWZsZWNOLKS5h
dG12ZU11dGhvZEF]jY2Vzc29ySW1lwbC5pbnZva2UwKE5hdG12ZSBNZXRob20QpDQodYXQgc3VuLlnd1lZmx1Y3QuTmF0aX
Z1TWV0aG9kQWN] ZXNzb3JJbXBsLmludm9rZShOYXRpdmVNZXRob2RBY2N1c3NvckltcGwuamF2YTozOSKkNCglhdCBz
dW4ucmVmbGV]jdC5EZWx1Z2F0aWsnTWV0aG9kQWN] ZXNzb3JJbXBsLmludm9rZShEZWx1Z2F0aWsnTWV0aG9kQWNJ ZX
Nzb3JJIbXBsLmphdmE6MjUpDQoJYXQgamF2YS5sYW5nLndl Zmx1Y3QuTWV0aGo9kLmludm9rZShNZXRob2QuamF2YTol
OTcpDQoJIYXQgb3InLmFwYWNoZS5heGl zLnByb3 ZpZGVycy5q¥YXZhL1JQQ1Byb3 ZpZGVyLmludm9rzUl1dGhvZzChSUE
NQcm92aWR1ci5g¥YXZhOjM5NykNCglhdCBvemcuYXBhY2hlLmF4aXMucHIvdmlkZXJzLmphdmEuUl1BDUHJvdmlkZXTu
cHJIVvY2Vzc011c3NhZ2UoUlBDUHJvdmlkZXTuamF2YToxODYpDQoJdYXQgb3InLmFwYWNoZS5heGlzLnByb3ZpZGVycy
5qYXZhLkphdmFQcm92aWR1ci5pbnZva2UoSmF2YVByb3ZpZGVyLmphdmE6MzIzKQOKCS4uLiAzZNCBtb3J1l</
nsl:Attachment></nsl:Attachment><nsl:Attachment xsi:nil=true/><nsl:Attachment xsi:nil=
true/><nsl:Attachment xsi:nil=true/><nsl:Attachment xsi:nil=true/><nsl:Attachment xsi:nil=
true/><nsl:Attachment xsi:nil=true/><nsl:Attachment xsi:nil=true/><nsl:Attachment xsi:nil=
true/><nsl:Attachment xsi:nil=true/></nsl:ListOfAttachment></nsl:ServiceRequest></
nsl:ListOfServiceRequest></ServiceRequestWS_ServiceRequestInsert Inputs></soapenv:Body></
soapenv:Envelope>

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:34:54 GMT

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1473

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Set-
Cookie JSESSIONID=
79ebbcd137679b86cl8dafec38labdb2f2bl4i6ad4eal30dd7fbasf3420464b95 . e3iRbxglaNblax4NaNeRbxyKa
40; path=/Services; secure

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-cache

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-store

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma

no-cache

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content
Type text/xml; charset=UTF-8

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -

XML received:
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119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

119918 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0rg/2001/XMLSchema><SOAP-
ENV:Body><ns:ServiceRequestWS_ ServiceRequestInsert Output xmlns:ns=urn:crmondemand/ws/
servicerequest/><ListOfServiceRequest xmlns=urn:/crmondemand/xml/
servicerequest><ServiceRequest><LastUpdated>09/28/2010 01:34:55</
LastUpdated><ServiceRequestId>AAPA-5CWQMP</ServiceRequestId><CreatedDate>09/28/2010
01:34:55</CreatedDate><AccountId>No Match Row Id</AccountIds<ContactId/><ExternalSystemId/
><IntegrationId>AAPA-5CWQMP</IntegrationId><ModifiedBy>Dariush Mojahed, 09/28/2010
01:34:55</ModifiedBy><ModifiedById>AAPA-3S068N</ModifiedById><ModifiedDate>09/28/2010
01:34:55</ModifiedDate><CreatedById>AAPA-3S068N</CreatedByIld><CreatedBy>Dariush Mojahed,
09/28/2010 01:34:55</CreatedBy><ListOfAttachment><Attachment><Id>AAPA-5CWQMR</
Id><SRIA>AAPA-5CWQMP</SRId><CreatedDate>09/28/2010 01:34:58</
CreatedDate><CreatedById>AAPA-3S068N</CreatedById><CreatedBy>Dariush Mojahed, 09/28/2010
01:34:58</CreatedBy><ModId>2</ModId><ModifiedDate>09/28/2010 01:34:58</
ModifiedDate><ModifiedById>AAPA-3S068N</ModifiedById><ModifiedBy>Dariush Mojahed, 09/28/
2010 01:34:58</ModifiedBy></Attachment></ListOfAttachment></ServiceRequest></
ListOfServiceRequest></ns:ServiceRequestWS ServiceRequestInsert Output></SOAP-ENV:Body></
SOAP-ENV:Envelope>

119934 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: :invoke

119934 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

120059 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent :

120059 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

120059 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/ServiceRequest;jsessionid=
79ebbcd137679b86cl18dafec38labdb2f2bl46a44ea130dd7fbadf3420464b95. e3iRbxglLaNbOax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/servicerequest/:ServiceRequestQueryPage

Content-Length: 958

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.0rg/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instance><soapenv:Body><ServiceRequestWS ServiceRequestQueryPage Input xmlns=
urn:crmondemand/ws/servicerequest/><UseChildAnd>false</
UseChildAnd><nsl:ListOfServiceRequest xmlns:nsl=urn:/crmondemand/xml/
servicerequest><nsl:ServiceRequest><nsl:ServiceRequestId>= 'AAPA-5CWQMP'</
nsl:ServiceRequestId><nsl:CreatedDate></nsl:CreatedDate><nsl:Subject></
nsl:Subject><nsl:Area></nsl:Area><nsl:ContactEmail></nsl:ContactEmail><nsl:ContactId></
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nsl:ContactId><nsl:Description></nsl:Description><nsl:ModifiedDate></
nsl:ModifiedDate><nsl:Owner></nsl:Owner><nsl:SRNumber></nsl:SRNumber><nsl:Cause></
nsl:Cause><nsl:Status></nsl:Status></nsl:ServiceRequest></nsl:ListOfServiceRequest></
ServiceRequestWS_ ServiceRequestQueryPage Inputs></soapenv:Body></soapenv:Envelopes>

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:34:59 GMT

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 969

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Set-

Cookie JSESSIONID=
79ebbcd137679b86cl18dafec38labdb2f2bl46a44ea130dd7fbadf3420464b95.e3iRbxglLaNbOax4NaNeRbxyKa
40; path=/Services; secure

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-cache

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-store

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma

no-cache

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Type text/xml; charset=UTF-8

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0rg/2001/XMLSchema><SOAP-
ENV:Body><ns:ServiceRequestWS_ServiceRequestQueryPage Output xmlns:ns=urn:crmondemand/ws/
servicerequest/><ns:LastPage>true</ns:LastPage><ListOfServiceRequest xmlns=urn:/
crmondemand/xml/servicerequest><ServiceRequest><ServiceRequest Id>AAPA-5CWQMP</
ServiceRequestId><CreatedDate>09/28/2010 01:34:55</CreatedDate><Subject>test attachment in
820</Subject><Area>Installation</Area><ContactEmail/><ContactId/><Description>test</
Description><ModifiedDate>09/28/2010 01:34:55</ModifiedDate><Owner/><SRNumber>480430-
324013777</SRNumber><Cause>Unclear Instructions</Cause><Status>Open</Status></
ServiceRequest></ListOfServiceRequest></

ns:ServiceRequestWS ServiceRequestQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelopes>

120152 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: :invoke
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120371 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

120496 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent:

120496 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

120496 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/Activity;jsessionid=
79ebbcd137679b86cl8daf6c38labdb2f2bl46a44ea130dd7fbadf3420464b95. e3iRbxglaNbOax4NaNeRbxyKa
40; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/activity/partner:Activity Insert

Content-Length: 880

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://
schemas.xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.0rg/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-instance><soapenv:Body><ActivityNWS Activity Insert Input
xmlns=urn:crmondemand/ws/activity/partner><nsl:ListOfActivity xmlns:nsl=urn:/crmondemand/
xml/activity><nsl:Activity><nsl:CreatedDate>09/28/2010</
nsl:CreatedDate><nsl:CreatedBy>INQUIRA-DEV3/DMOJAHED</
nsl:CreatedBy><nsl:Description>Search History

1) test

Documents Viewed

1)

</nsl:Description><nsl:Activity>Task</nsl:Activity><nsl:ServiceRequestNumber>480430-
324013777</nsl:ServiceRequestNumber><nsl:Status>Completed</nsl:Status><nsl:Subject>Service
Request Context</nsl:Subjects><nsl:Type>Other</nsl:Type></nsl:Activity></
nsl:ListOfActivity></ActivityNWS Activity Insert Input></soapenv:Body></soapenv:Envelopes

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:34:59 GMT

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 891

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Set-

Cookie JSESSIONID=
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79ebbcd137679b86cl8dafec38labdb2f2bl46a44eal130dd7fbadf3420464b95.e3iRbxglLaNbOax4NaNeRbxyKa
40; path=/Services; secure

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-cache

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-store

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma

no-cache

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Type text/xml; charset=UTF-8

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

124855 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

124871 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0rg/2001/XMLSchema><SOAP-
ENV:Body><ns:ActivityNWS Activity Insert Output xmlns:ns=urn:crmondemand/ws/activity/
partner><ListOfActivity xmlns=urn:/crmondemand/xml/activity><Activity><ActivityId>AAPA-
5CWQP3</ActivityId><CreatedById>AAPA-3S068N</CreatedById><CreatedDate>09/28/2010
01:34:59</CreatedDate><ModifiedById>AAPA-3S068N</ModifiedById><ModifiedDate>09/28/2010
01:35:01</ModifiedDate><CreatedBy>Dariush Mojahed, 09/28/2010 01:34:59</
CreatedBy><ExternalSystemId/><IntegrationId>AAPA-5CWQP3</IntegrationId><ModifiedBy>Dariush
Mojahed, 09/28/2010 01:34:59</ModifiedBy></Activity></ListOfActivity></

ns:ActivityNWS Activity Insert Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

124871 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: :invoke

129558 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

129683 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent :

129683 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

129683 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/ServiceRequest;jsessionid=
01cd44f69f5c3c32aaa93158c6cf71246e835e406524a3aa221fa2334d9a8d05 . e3iRbxgLaNbOax4NaNeRbxyKa
i0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache
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Pragma: no-cache
SOAPAction: document/urn:crmondemand/ws/servicerequest/:ServiceRequestQueryPage

Content-Length: 1874

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.org/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instance><soapenv:Body><ServiceRequestWS ServiceRequestQueryPage Input xmlns=
urn:crmondemand/ws/servicerequest/><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><nsl:ListOfServiceRequest xmlns:nsl=urn:/crmondemand/xml/
servicerequest><nsl:ServiceRequest><nsl:CreatedDate></nsl:CreatedDate><nsl:Subject></
nsl:Subject><nsl:AccountName></nsl:AccountName><nsl:AccountId></
nsl:AccountId><nsl:AccountLocation></nsl:AccountLocation><nsl:Area></
nsl:Area><nsl:ClosedTime></nsl:ClosedTime><nsl:ContactEmail></
nsl:ContactEmail><nsl:ContactFirstName></nsl:ContactFirstName><nsl:ContactFullName></
nsl:ContactFullName><nsl:ContactId></nsl:ContactId><nsl:ContactLastName></
nsl:ContactLastName><nsl:CreatedByName></nsl:CreatedByName><nsl:Descriptions></
nsl:Description><nsl:OwnerId></nsl:0OwnerId><nsl:Owner></nsl:Owner><nsl:Priority></
nsl:Priority><nsl:SRNumber>= '480430-324013777'</nsl:SRNumber><nsl:Cause></
nsl:Cause><nsl:Status></nsl:Status><nsl:ListOfActivity><nsl:Activity><nsl:Subject></
nsl:Subject><nsl:Type></nsl:Type><nsl:ServiceRequestId></
nsl:ServiceRequestId><nsl:Description></nsl:Description><nsl:CreatedByName></
nsl:CreatedByName><nsl:CreatedDate></nsl:CreatedDate><nsl:ModifiedDate></
nsl:ModifiedDate><nsl:Private></nsl:Private><nsl:CreatedBy></
nsl:CreatedBy><nsl:ActivityId></nsl:ActivityId></nsl:Activity></
nsl:ListOfActivity><nsl:ListOfAttachment><nsl:Attachment><nsl:Id></
nsl:Id><nsl:FileNameOrURL></nsl:FileNameOrURL><nsl:FileExtension></nsl:FileExtension></
nsl:Attachment></nsl:ListOfAttachment></nsl:ServiceRequest></
nsl:ListOfServiceRequest><StartRowNum>0</StartRowNum></
ServiceRequestWS_ServiceRequestQueryPage Input></soapenv:Body></soapenv:Envelopes>

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:35:08 GMT

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 1858

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Set-

Cookie JSESSIONID=
01cd44f69f5c3c32aaa93158c6cf71246e835e406524a3aa221fa2334d9%9a8d05. e3iRbxgLaNblax4NaNeRbxyKa
i0; path=/Services; secure

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-cache

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-
Control no-store

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma
no-cache
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129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Expires
Thu, 01 Jan 1970 00:00:00 GMT

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Type text/xml; charset=UTF-8

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0rg/2001/XMLSchema><SOAP-
ENV:Body><ns:ServiceRequestWS_ ServiceRequestQueryPage Output xmlns:ns=urn:crmondemand/ws/
servicerequest/><ns:LastPage>true</ns:LastPage><ListOfServiceRequest xmlns=urn:/
crmondemand/xml/servicerequest><ServiceRequest><CreatedDate>09/28/2010 01:34:55</
CreatedDate><Subject>test attachment in 820</Subject><AccountName/><AccountId>No Match Row
Id</AccountIds><AccountLocation/><Area>Installation</Area><ClosedTime/><ContactEmail/
><ContactFirstName/><ContactFullName> </ContactFullNames><ContactId/><ContactLastName/
><CreatedByName>INQUIRA-DEV3/DMOJAHED</CreatedByName><Description>test</
Description><OwnerId/><Owner/><Priority>1-ASAP</Priority><SRNumber>480430-324013777</
SRNumber><Cause>Unclear Instructions</Cause><Status>Open</
Status><ListOfActivity><Activity><Subject>Service Request Context</Subject><Type>Other</
Type><ServiceRequest Id>AAPA-5CWQMP</ServiceRequestId><Description>Search History

1) test

Documents Viewed

1)

</Description><CreatedByName>INQUIRA-DEV3/DMOJAHED</CreatedByName><CreatedDate>09/28/2010
01:34:59</CreatedDate><ModifiedDate>09/28/2010 01:35:01</ModifiedDate><Privates>N</
Private><CreatedBy>Dariush Mojahed, 09/28/2010 01:34:59</CreatedBy><ActivityId>AAPA-
SCWQP3</ActivityId></Activity></ListOfActivity><ListOfAttachment><Attachment><Id>AAPA-
5CWQMR</Id><FileNameOrURL>exception</FileNameOrURL><FileExtension>log</FileExtension></
Attachment></ListOfAttachment></ServiceRequest></ListOfServiceRequest></
ns:ServiceRequestWS_ServiceRequestQueryPage Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

129902 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: :invoke

130074 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

130199 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - XML
sent :

130199 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

130199 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - POST /
Services/Integration/CustomObjectl;jsessionid=
01cd44f69f5c3c32aaa93158c6cf71246e835e406524a3aa221fa2334d9a8d05 . e3iRbxgLaNb0ax4NaNeRbxyKa
i0; path= HTTP/1.0
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Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: document/urn:crmondemand/ws/customobjectl/:CustomObjectlQueryPage

Content-Length: 1066

<?xml version=1.0 encoding=UTF-8?><soapenv:Envelope xmlns:soapenv=http://

schemas .xmlsoap.org/soap/envelope/ xmlns:xsd=http://www.w3.0rg/2001/XMLSchema xmlns:xsi=
http://www.w3.0rg/2001/XMLSchema-

instance><soapenv:Body><CustomObjectlWS CustomObjectlQueryPage Input xmlns=
urn:crmondemand/ws/customobjectl/><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><nsl:ListOfCustomObjectl xmlns:nsl=urn:/crmondemand/xml/
customobjectl><nsl:CustomObjectl><nsl:ExternalSystemId></nsl:ExternalSystemId><nsl:Name>=
1480430-324013777"'</nsl:Name><nsl:ServiceRequestNumber>= '480430-324013777"'</
nsl:ServiceRequestNumber><nsl:CustomText0></nsl:CustomText0><nsl:CustomTextl></
nsl:CustomTextl><nsl:CustomText2></nsl:CustomText2><nsl:CustomText30></
nsl:CustomText30><nsl:CustomText31l></nsl:CustomText31l><nsl:CustomText32></
nsl:CustomText32><nsl:CustomText33></nsl:CustomText33><nsl:CustomText34></
nsl:CustomText34></nsl:CustomObjectl></nsl:ListOfCustomObjectl><StartRowNum>0</
StartRowNum></CustomObjectlWS CustomObjectlQueryPage Input></soapenv:Body></

soapenv: Envelope>

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0
200 OK

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Date
Tue, 28 Sep 2010 08:35:09 GMT

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Server
Oracle-Application-Server-10g

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Length 529

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender
Cookie JSESSIONID=
01cd44f69f5c3c32aaa93158c6cf71246e835e406524a3aa221fa2334d9a8d05 . e3iRbxgLaNbOax4NaNeRbxyKa
i0; path=/Services; secure

Set-

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP=
CAO CUR ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA
PRE

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-cache

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-

Control no-store

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma

no-cache

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Expires

Thu, 01 Jan 1970 00:00:00 GMT

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
Connection close
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130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Content-
Type text/xml; charset=UTF-8

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - --------

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmlns:SOAP-ENV=http://schemas.xmlsoap.org/soap/envelope/ xmlns:xsi=http://
www.w3.0rg/2001/XMLSchema-instance xmlns:xsd=http://www.w3.0org/2001/XMLSchema><SOAP-
ENV:Body><ns:CustomObject1WS CustomObjectlQueryPage Output xmlns:ns=urn:crmondemand/ws/
customobjectl/><ns:LastPage>true</ns:LastPage><ListOfCustomObjectl xmlns=urn:/crmondemand/
xml/customobjectl/></ns:CustomObjectlWS CustomObjectlQueryPage Output></SOAP-ENV:Body></
SOAP-ENV:Envelope>

130308 [http-8226-Processor25] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler: : invoke

Runtime Axis Log

523421 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender: : invoke

523608 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:

523608 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender -

523608 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - POST /Services/
Integration/CustomObject1;jsessionid=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*

User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/customobject1/:CustomObject1QueryPage”

Content-Length: 1066

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><CustomObject1WS_CustomObject1QueryPage_Input xmIns=
"urn:crmondemand/ws/customobject1/’><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><ns1:ListOfCustomObject1 xmins:ns1="urn:/crmondemand/xml/
customobject1”><ns1:CustomObject1><ns1:ExternalSystemld></ns1:ExternalSystemld><ns1:Name>=
‘480430-319979138'</ns1:Name><ns1:ServiceRequestNumber>= ‘480430-319979138'</
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ns1:ServiceRequestNumber><ns1:CustomText0></ns1:CustomText0><ns1:CustomText1></
ns1:CustomText1><ns1:CustomText2></ns1:CustomText2><ns1:CustomText30></
ns1:CustomText30><ns1:CustomText31></ns1:CustomText31><ns1:CustomText32></
ns1:CustomText32><ns1:CustomText33></ns1:CustomText33><ns1:CustomText34></
ns1:CustomText34></ns1:CustomObject1></ns1:ListOfCustomObject1><StartRowNum>0</StartRowNum></
CustomObject1WS_CustomObject1QueryPage_Input></soapenv:Body></soapenv:Envelope>

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep
2010 04:54:21 GMT

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 529

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path=/Services; secure

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-
cache

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-
store

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/
xml; charset=UTF-8

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:

523718 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender -

523733 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-
ENV:Envelope xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmins:xsi="http://
www.w3.0rg/2001/XMLSchema-instance” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:CustomObject1WS_CustomObject1QueryPage_Output xmins:ns="urn:crmondemand/ws/
customobject1/’><ns:LastPage>true</ns:LastPage><ListOfCustomObject1 xmIns="urn:/crmondemand/xml/
customobject1”/></ns:CustomObject1WS_CustomObject1QueryPage_Output></SOAP-ENV:Body></SOAP-
ENV:Envelope>

523733 [Consumer-questions-0] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler::invoke
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560670 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender::invoke

560826 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
560826 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

560826 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - POST /Services/
Integration/CustomObject1;jsessionid=
4f15a4567b5264fed459ae26b60abf3e8353324b8ca83e26b552677016ad5d5¢.e3iRbxgLaNbOax4NaNeRbxy
Kay0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*

User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/customobject1/:CustomObject1QueryPage”

Content-Length: 1066

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><CustomObject1WS_CustomObject1QueryPage_Input xmins=
"urn:crmondemand/ws/customobject1/’><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><ns1:ListOfCustomObject1 xmins:ns1="urn:/crmondemand/xml/
customobject1”><ns1:CustomObject1><ns1:ExternalSystemld></ns1:ExternalSystemld><ns1:Name>=
‘480430-319979138'</ns1:Name><ns1:ServiceRequestNumber>= ‘480430-319979138’</
ns1:ServiceRequestNumber><ns1:CustomText0></ns1:CustomText0><ns1:CustomText1></
ns1:CustomText1><ns1:CustomText2></ns1:CustomText2><ns1:CustomText30></
ns1:CustomText30><ns1:CustomText31></ns1:CustomText31><ns1:CustomText32></
ns1:CustomText32><ns1:CustomText33></ns1:CustomText33><ns1:CustomText34></
ns1:CustomText34></ns1:CustomObject1></ns1:ListOfCustomObject1><StartRowNum>0</StartRowNum></
CustomObject1WS_CustomObject1QueryPage_Input></soapenv:Body></soapenv:Envelope>

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep 2010
04:54:58 GMT

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 529

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
4f15a4567b5264fed459ae26b60a6f3e8353324b8ca83e26b552677016ad5d5¢.e3iRbxglLaNbOax4NaNeRbxy
Kay0; path=/Services; secure
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560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-cache
560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-store
560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/xml;
charset=UTF-8

560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
560920 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

560935 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-ENV:Envelope
xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance” xmins:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:CustomObject1WS_CustomObject1QueryPage_Output xmins:ns="urn:crmondemand/ws/
customobject1/’><ns:LastPage>true</ns:LastPage><ListOfCustomObject1 xmIns="urn:/crmondemand/xml/
customobject1”/></ns:CustomObject1WS_CustomObject1QueryPage_Output></SOAP-ENV:Body></SOAP-
ENV:Envelope>

560935 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler::invoke

561014 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender::invoke

561139 [Consumer-default-3] DEBUG org.apache.axis.transport.http. HTTPSender - XML sent:
561139 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

561139 [Consumer-default-3] DEBUG org.apache.axis.transport.http. HTTPSender - POST /Services/
Integration/CustomObject1;jsessionid=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/customobject1/:CustomObject1QueryPage”
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Content-Length: 697

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><CustomObject1WS_CustomObject1QueryPage_Input xmins=
"urn:crmondemand/ws/customobject1/’><UseChildAnd>false</UseChildAnd><ns1:ListOfCustomObject1
xmins:ns1="urn:/crmondemand/xml/customobject1”><ns1:CustomObject1><ns1:ExternalSystemld>=
‘2410371008’</ns1:ExternalSystemld><ns1:ServiceRequestNumber>= ‘480430-319979138’</
ns1:ServiceRequestNumber></ns1:CustomObject1></ns1:ListOfCustomObject1></
CustomObject1WS_CustomObject1QueryPage_Input></soapenv:Body></soapenv:Envelope>

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep 2010
04:54:59 GMT

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 529

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
017753e084cb26537e037b8d02127c6¢72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path=/Services; secure

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-cache
561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-store
561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/xml;
charset=UTF-8

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-ENV:Envelope
xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance” xmins:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:CustomObject1WS_CustomObject1QueryPage Output xmIns:ns="urn:crmondemand/ws/
customobject1/’><ns:LastPage>true</ns:LastPage><ListOfCustomObject1 xmIns="urn:/crmondemand/xml/
customobject1”/></ns:CustomObject1WS_CustomObject1QueryPage _Output></SOAP-ENV:Body></SOAP-
ENV:Envelope>
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561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http. HTTPSender - Exit:
HTTPDispatchHandler::invoke

561639 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender::invoke

561764 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
561764 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

561764 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - POST /Services/
Integration/CustomObiject1;jsessionid=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*

User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/customobject1/:CustomObject1insert”

Content-Length: 1331

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><CustomObject1WS_CustomObject1insert_Input xmins=
"urn:crmondemand/ws/customobject1/’><ns1:ListOfCustomObject1 xmins:ns1="urn:/crmondemand/xml/
customobject1”><ns1:CustomObject1><ns1:ExternalSystemld>2410371008</
ns1:ExternalSystemld><ns1:Name>480430-319979138</ns1:Name><ns1:ServiceRequestNumber>480430-
319979138</ns1:ServiceRequestNumber><ns1:CustomText0>http://www.augmentum.com/who-we-are/
executive-team</ns1:CustomText0><ns1:CustomText1>He has played key roles in the development of the
PC, enterprise software and semiconductor industries. Most recently, he served as president of ASE Group, a
provider of IC test and packaging services, having held roles as Chairman and CEO of Walker Inte</
ns1:CustomText1><ns1:CustomText2>Augmentum | Executive Team</
ns1:CustomText2><ns1:CustomText30></ns1:CustomText30><ns1:CustomText31>HTML</
ns1:CustomText31><ns1:CustomText32></ns1:CustomText32><ns1:CustomText33></
ns1:CustomText33><ns1:CustomText34>09/27/2010 09:54:56</ns1:CustomText34></ns1:CustomObject1></
ns1:ListOfCustomObject1></CustomObject1WS_CustomObject1insert_Input></soapenv:Body></
soapenv:Envelope>

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep 2010
04:54:59 GMT

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 950
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562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path=/Services; secure

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-cache
562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-store
562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/xml;
charset=UTF-8

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-ENV:Envelope
xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance” xmins:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:CustomObject1WS_CustomObiject1insert_Output xmins:ns="urn:crmondemand/ws/
customobject1/’><ListOfCustomObject1 xmIns="urn:/crmondemand/xml/
customobject1”><CustomObject1><Integrationld>AAPA-5CVJ6H</Integrationld><CreatedBy>Dariush
Mojahed, 09/27/2010 21:54:59</CreatedBy><CreatedByld>AAPA-3SO68N</CreatedByld><CreatedDate>09/
27/2010 21:54:59</CreatedDate><CustomObject1ld>AAPA-5CVJEH</
CustomObject1ld><ExternalSystemld>2410371008</ExternalSystemld><ModifiedBy>Dariush Mojahed, 09/
27/2010 21:54:59</ModifiedBy><ModifiedByld>AAPA-3S 068N </ModifiedByld><ModifiedDate>09/27/2010
21:54:59</ModifiedDate></CustomObject1></ListOfCustomObject1></
ns:CustomObject1WS_CustomObiject1insert_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

562763 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler::invoke

563045 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender::invoke

563170 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
563170 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

563170 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - POST /Services/
Integration/Activity;jsessionid=
017753e084cb26537e037b8d02127c6¢72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8
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Accept: application/soap+xml, application/dime, multipart/related, text/*
User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/activity/partner:Activity Insert”

Content-Length: 874

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><ActivityNWS_Activity Insert_Input xmIns="urn:crmondemand/ws/
activity/partner’><ns1:ListOfActivity xmIns:ns1="urn:/crmondemand/xml/
activity”><ns1:Activity><ns1:CreatedDate>09/27/2010</ns1:CreatedDate><ns1:CreatedBy>INQUIRA-DEV3/
DMOJAHED</ns1:CreatedBy><ns1:Description>1 Answers have been Linked to the Service Request</
ns1:Description><ns1:Activity>Task</ns1:Activity><ns1:ServiceRequestNumber>480430-319979138</
ns1:ServiceRequestNumber><ns1:Status>Completed</ns1:Status><ns1:Subject>1 Answers Linked</
ns1:Subject><ns1:Type>Other</ns1:Type></ns1:Activity></ns1:ListOfActivity></

ActivityNWS_ Activity_Insert_Input></soapenv:Body></soapenv:Envelope>

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep 2010
04:55:01 GMT

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 891

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path=/Services; secure

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-cache
563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-store
563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/xml;
charset=UTF-8

563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
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XML received:
563435 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

563451 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-ENV:Envelope
xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmIns:xsi="http://www.w3.0rg/2001/
XMLSchema-instance” xmlins:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:ActivityNWS_Activity Insert_Output xmiIns:ns="urn:crmondemand/ws/activity/
partner”><ListOfActivity xmIns="urn:/crmondemand/xml/activity”><Activity><Activityld>AAPA-5CVJ6M</
Activityld><CreatedByld>AAPA-3SO68N</CreatedByld><CreatedDate>09/27/2010 21:55:01</
CreatedDate><ModifiedByld>AAPA-3SO68N</ModifiedByld><ModifiedDate>09/27/2010 21:55:01</
ModifiedDate><CreatedBy>Dariush Mojahed, 09/27/2010 21:55:01</CreatedBy><ExternalSystemId/
><Integrationld>AAPA-5CVJ6M</Integrationld><ModifiedBy>Dariush Mojahed, 09/27/2010 21:55:01</
ModifiedBy></Activity></ListOfActivity></ns:ActivityNWS_Activity_Insert_Output></SOAP-ENV:Body></
SOAP-ENV:Envelope>

563451 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler::invoke

563607 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender::invoke

563732 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
563732 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

563732 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - POST /Services/
Integration/ServiceRequest;jsessionid=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*

User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/servicerequest/:ServiceRequestUpdate”

Content-Length: 653

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmIns:xsd="http://www.w3.0rg/2001/XMLSchema” xmIns:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><ServiceRequestWS_ServiceRequestUpdate Input xmIns=
"urn:crmondemand/ws/servicerequest/”><ns1:ListOfServiceRequest xmins:ns1="urn:/crmondemand/xml/
servicerequest’><ns1:ServiceRequest><ns1:SRNumber>480430-319979138</
ns1:SRNumber><ns1:Status>Open</ns1:Status><ns1:CustomBoolean0>Y</ns1:CustomBoolean0></
ns1:ServiceRequest></ns1:ListOfServiceRequest></ServiceRequestWS_ServiceRequestUpdate Input></
soapenv:Body></soapenv:Envelope>
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564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep 2010
04:55:01 GMT

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 1071

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
017753e084cb26537e037b8d02127c6c72a7673961b2f0da58540d87880fe534.e3iRbxgLaNbOax4NaNeRbxy
Kai0; path=/Services; secure

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-cache
564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-store
564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/xml;
charset=UTF-8

564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
564279 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

564295 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-ENV:Envelope
xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance” xmlIns:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:ServiceRequestWS_ServiceRequestUpdate_Output xmins:ns="urn:crmondemand/ws/
servicerequest/”><ListOfServiceRequest xmIns="urn:/crmondemand/xml/
servicerequest’><ServiceRequest><LastUpdated>09/27/2010 21:55:02</
LastUpdated><ServiceRequestld>AAPA-5AI9HE</ServiceRequestld><CreatedDate>09/21/2010 03:09:55</
CreatedDate><Accountld>No Match Row Id</Accountld><Contactld>AAPA-5AI3NK</
Contactld><ExternalSystemld/><Integrationld>AAPA-5AI9HE </Integrationld><ModifiedBy>Dariush Mojahed,
09/27/2010 21:55:02</ModifiedBy><ModifiedByld>AAPA-3SO68N</ModifiedByld><ModifiedDate>09/27/2010
21:55:02</ModifiedDate><CreatedByld>AAPA-3SO68N</CreatedByld><CreatedBy>Dariush Mojahed, 09/
21/2010 03:09:55</CreatedBy></ServiceRequest></ListOfServiceRequest></
ns:ServiceRequestWS_ServiceRequestUpdate_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

564295 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler::invoke

564357 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Enter:
HTTPSender::invoke

564482 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - XML sent:
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564482 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

564482 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - POST /Services/
Integration/CustomObject1;jsessionid=
4f15a4567b5264fed459ae26b60a6f3e8353324b8ca83e26b552677016ad5d5c.e3iRbxgLaNbOax4NaNeRbxy
Kay0; path= HTTP/1.0

Content-Type: text/xml; charset=utf-8

Accept: application/soap+xml, application/dime, multipart/related, text/*

User-Agent: Axis/1.4

Host: secure-ausomxapa.crmondemand.com

Cache-Control: no-cache

Pragma: no-cache

SOAPAction: “document/urn:crmondemand/ws/customobject1/:CustomObject1QueryPage”

Content-Length: 1066

<?xml version="1.0" encoding="UTF-8"?><soapenv:Envelope xmins:soapenv="http://schemas.xmlsoap.org/
soap/envelope/” xmins:xsd="http://www.w3.0rg/2001/XMLSchema” xmins:xsi="http://www.w3.0rg/2001/
XMLSchema-instance”><soapenv:Body><CustomObject1WS_CustomObject1QueryPage_Input xmins=
"urn:crmondemand/ws/customobject1/’><UseChildAnd>false</UseChildAnd><PageSize>100</
PageSize><ns1:ListOfCustomObject1 xmins:ns1="urn:/crmondemand/xmi/
customobject1”><ns1:CustomObject1><ns1:ExternalSystemld></ns1:ExternalSystemld><ns1:Name>=
‘480430-319979138'</ns1:Name><ns1:ServiceRequestNumber>= ‘480430-319979138’</
ns1:ServiceRequestNumber><ns1:CustomText0></ns1:CustomText0><ns1:CustomText1></
ns1:CustomText1><ns1:CustomText2></ns1:CustomText2><ns1:CustomText30></
ns1:CustomText30><ns1:CustomText31></ns1:CustomText31><ns1:CustomText32></
ns1:CustomText32><ns1:CustomText33></ns1:CustomText33><ns1:CustomText34></
ns1:CustomText34></ns1:CustomObject1></ns1:ListOfCustomObject1><StartRowNum>0</StartRowNum></
CustomObject1WS_CustomObject1QueryPage_Input></soapenv:Body></soapenv:Envelope>

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - HTTP/1.0 200 OK

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Date Tue, 28 Sep 2010
04:55:02 GMT

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Server Oracle-
Application-Server-10g

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Length 1276

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Set-Cookie
JSESSIONID=
4f15a4567b5264fed459ae26b60a6f3e8353324b8ca83e26b552677016ad5d5¢.e3iRbxgLaNbOax4NaNeRbxy
Kay0; path=/Services; secure

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - P3P CP="CAO CUR
ADM DEV TAI PSA PSD IVDi CONi TELi OUR IND PHY ONL UNI PUR FIN COM NAV INT CNT STA PRE”

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-cache
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564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Cache-Control no-store
564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Pragma no-cache

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Expires Thu, 01 Jan
1970 00:00:00 GMT

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Connection close

564560 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Content-Type text/xml;
charset=UTF-8

564576 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -
XML received:
564576 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender -

564576 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - <SOAP-ENV:Envelope
xmins:SOAP-ENV="http://schemas.xmlsoap.org/soap/envelope/” xmIns:xsi="http://www.w3.0rg/2001/
XMLSchema-instance” xmins:xsd="http://www.w3.0rg/2001/XMLSchema”><SOAP-
ENV:Body><ns:CustomObject1WS_CustomObject1QueryPage_Output xmIns:ns="urn:crmondemand/ws/
customobject1/’><ns:LastPage>true</ns:LastPage><ListOfCustomObject1 xmIns="urn:/crmondemand/xml/
customobject1”><CustomObject1><ExternalSystemld>2410371008</ExternalSystemld><Name>480430-
319979138</Name><ServiceRequestNumber>480430-319979138</
ServiceRequestNumber><CustomText0>http://www.augmentum.com/who-we-are/executive-team</
CustomText0><CustomText1>He has played key roles in the development of the PC, enterprise software and
semiconductor industries. Most recently, he served as president of ASE Group, a provider of IC test and
packaging services, having held roles as Chairman and CEO of Walker Inte</
CustomText1><CustomText2>Augmentum | Executive Team</CustomText2><CustomText30/
><CustomText31>HTML</CustomText31><CustomText32/><CustomText33/><CustomText34>09/27/2010
09:54:56</CustomText34></CustomObject1></ListOfCustomObject1></
ns:CustomObject1WS_CustomObject1QueryPage_Output></SOAP-ENV:Body></SOAP-ENV:Envelope>

564576 [Consumer-default-3] DEBUG org.apache.axis.transport.http.HTTPSender - Exit:
HTTPDispatchHandler::invoke
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APPENDIX C

Crawler Support for Multiple
Web Applications

This appendix includes information on customizing the crawler URL Builder to support multiple web
applications.

Crawler URL Builder Customization

A search collection which is crawling Information Manager content includes the configuration of a URL Builder
and a Prefix for the URL which identifies the specific web application name to display search results.

For example the following configuration parameters for an Information Manager collection enable the display of
Information Manager content as search results in InfoCenter on the Company support system.
Parameter Value
URL Builder IMURLBuilder
Protocol http

Host company.inquira.com

Port
Prefix /support/index?page=content&id=
Suffix &actp=search

The Prefix identifies the web application named support.

Multiple Web Applications

In the case of multiple web applications returning the content as search results, then the Prefix specified for
the collection cannot be specific to one web application. For example, in the case of the two web applications
used with integration to CRMOD, iConnect and SSP, the crawled content must appear in either web
application. In this case, a web application name variable must be provided in the Prefix. The specific variable
is {instanceContext }. The parameters for the IM collection then change to the following:

Parameter Value
URL Builder IMURLBuilder
Protocol http

Host company.inquira.com
Port
Prefix /{instanceContext}/index?page=content&id=

Suffix &actp=search
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The {instanceContext} is replaced when the URL is built as part of the search response. When the
content is displayed in the iConnect web application, the URL includes the name iConnect to identify the path
to the iConnect web application. When the content is displayed in the SSP web application, the URL includes
the name SSP to identify the path to the SSP web application. The content detail pages differ in the iConnect
and SSP web applications.
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