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Preface

This document is intended for anyone implementing the Oracle Process Integration Pack
for Oracle Ultilities Field Work 3.1.

Documentation Accessibility

For information about Oracle's commitment to accessibility, visit the Oracle
Accessibility Program website at http://www.oracle.com/pls/topic/
lookup?ctx=acc&id=docacc.

Access to Oracle Support

Oracle customers have access to electronic support through My Oracle Support. For
information, visit:

http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info

or

http://www.oracle.com/pls/topic/lookup?ctx=acc&id=trs if you are hearing impaired.

Related Documents

The following documents are Oracle Application Integration Architecture (AIA) guides
that provide additional information about standard AIA functionality.

*  Oracle Fusion Middleware Infrastructure Components and Utilities Uset's
Guide for Oracle Application Integration Architecture Foundation Pack 11g

*  Oracle Fusion Middleware Installation and Upgrade Guide for Oracle
Application Integration Architecture Foundation Pack 11g

¢ Oracle Fusion Middleware Concepts and Technologies Guide for Oracle
Application Integration Architecture Foundation Pack 11g

e Oracle Fusion Middleware Reference Process Models User's Guide for Oracle
Application Integration Architecture Foundation Pack 11g

*  Oracle Fusion Middleware Migration Guide for Oracle Application Integration
Architecture 11g

*  Oracle Fusion Middleware Developet's Guide for Oracle Application
Integration Architecture Foundation Pack 11g
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Additional Resources
Additional documentation provided that is specific to this release.
*  Oracle Application Integration Architecture: Product-to-Guide Index
*  Known Issues and Workarounds
*  Release Notes
*  Documentation Updates Guide

*  Functional Diagrams - Please refer to the diagrams included in your installation
media pack: “Oracle Utilities Field Work 3.1 Functional Diagrams.zip.”

The following sections provide references for where you can find more information on
some of the terms and entities related to this integration.

ABCs
Oracle Fusion Middleware Developer’s Guide for Oracle Application Integration Architecture

Foundation Pack 11g and Oracle Fusion Middleware Concepts and Technologies Guide for Oracle
Application Integration Architecture Foundation Pack 11g, and search for “Application Business
Connector Service (ABCS).”

Aggregator Adapters
Oracle Fusion Middleware Developer’s Guide for Oracle Application Integration Architecture

Foundation Pack 11g, and search for “event aggregation”.

Creating Cross-References
Oracle Fusion Middleware Concepts and Technologies Guide for Oracle Application Integration

Architecture Foundation Pack 11g, and search for “message transformation” and “cross
references”

DVMs
Oracle Fusion Middleware Developer’s Guide for Oracle Application Integration Architecture

Foundation Pack 11g, and search for “domain value maps. ”

EBFs
Oracle Fusion Middleware Developer’s Guide for Oracle Application Integration Architecture

Foundation Pack and Oracle Fusion Middleware Concepts and Technologies Guide for Oracle
Application Integration Architecture Foundation Pack, and search for “Enterprise Business

Flow (EBF).”
EBOs

For detailed documentation of individual EBOs and EBMs, click the AIA Reference Doc
link on the EBO and EBM detail pages in the Oracle Enterprise Repository.

EBOs can be extended, for instance, to add new data elements. These extensions are
protected, and remain intact after a patch or an upgrade.

For more information about using the Oracle Enterprise Repository and configuring it
to provide the AIA Reference Doc link, see Oracle Fusion Middleware Concepts and
Technologies Guide for Oracle Application Integration Architecture Foundation Pack, and search for
Oracle Enterprise Repository.

EBSs
Oracle Fusion Middleware Developer’s Guide for Oracle Application Integration Architecture

Foundation Pack 11g, and Oracle Application Integration Architecture - Foundation Pack: Concepts
and Technologies Guide, and search for “Enterprise Business Service (EBS). ”
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Error Handling
For more information about the errors thrown by Siebel CRM or Oracle EBS,; see the

documentation for that product. For more information about AIA error handling, see the
Oracle Fusion Middleware Infrastructure Components and Ultilities User’s Guide for Oracle
Application Integration Architecture Foundation Pack, and search for “Error Handling and

Logging.”
For more information on the Oracle Worklist Application, see Oracle Application

Integration Architecture: Foundation Pack, “Infrastructure Components and Ulilities User’s Guide for
Oracle Application Integration Architecture Foundation Pack, and search for “Error Console.”

Error Roles
For more information about setting up error notifications using these values, see Oracle

Fusion Middleware Infrastructure Components and Utilities User’s Guide for Oracle Application
Integration Architecture Foundation Pack, and search for “error notifications” or “trace

logging.”
JMS Adapters (Producers and Consumers)

For more information, see Oracle Fusion Middleware Developer’s Guide for Oracle Application
Integration Architecture Foundation Pack, and search for “JMS adapter services.”

Setting Config Properties
For more information, see Oracle Fusion Middleware Infrastructure Components and Utilities

User’s Guide for Oracle Application Integration Architecture Foundation Pack, and search for
“Business Service Repository (BSR). ”
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Part 1

About the Integration

This section provides an overview of the participating applications and information
regarding the business processes addressed by this integration.

This section contains the following chapters:
*  Chapter 1: Overview
*  Chapter 2: Work Order Process
*  Chapter 3: Appointments Process
*  Chapter 4: Meter or Item Validation Process
*  Chapter 5: Timesheet Creation Process
*  Chapter 6: Billing Process
*  Chapter 7: Customer Update Process

*  Chapter 8: Integration Interfaces and Components
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Chapter 1

Overview

This chapter provides information regarding:
*  Overview of the Business Processes included in this integration
*  Participating Applications in the integration pack.

¢ Common Terms Used in this Guide

Introduction

The Process Integration Pack for Oracle Utilities Field Work supports the creation and
synchronization of field work records between Oracle Utilities Customer Care and Billing, Oracle
Utilities Work and Asset Management, and Oracle Utilities Mobile Workforce Management.

As an order is initiated within one of the applications it is propagated to one or both of the other
two applications depending on the established rules for the type of order. As the order life cycle
progresses, the integration manages:

*  Otder Creation

*  Order Update, Cancel or Completion
*  Appointment Management

*  Meter and Item Validation

*  Timesheet Creation (applicable only to Oracle Utilities Mobile Workforce Management
vl.x)

+  Billing

*  Customer Update

Participating Applications
The Process Integration Pack for Oracle Utilities Field Work is an integration involving the
following products:

*  Oracle Utilities Customer Care and Billing (CC&B)
*  Oracle Utilities Mobile Workforce Management (MWM)
*  Oracle Utilities Work and Asset Management (WAM)

This chapter provides a general description of each of these applications.

Overview 1-1
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Participating Applications

Oracle Utilities Customer Care and Billing

Oracle Utilities Customer Care and Billing (CC&B) manages customer information associated
with field activities and processes the associated billing. Typically processing begins when a
customer logs a request, or Field Activity, for work. Oracle Utilities Customer Care and Billing
communicates this Field Activity to Oracle Utilities Mobile Workforce Management as a Field
Order or Activity or to Oracle Utilities Work and Asset Management as a Service Request.

Oracle Utilities Mobile Workforce Management

This integration supports two versions of Oracle Utilities Mobile Workforce Management. This
section provides information on each version.

Mobile Workforce Management v1.x
The Oracle Ultilities Mobile Workforce Management (MWM) product comprises the following
user applications:

Dispatch Workstation - Dispatchers manage and monitor Field Orders and crews
using the Dispatch Workstation. This application also includes the Admin Tool, which is
used to maintain personnel, vehicles, and crews.

Mobile Workstation - Mobile crew members receive work orders, record progress, and
enter completion details using the Mobile Workstation. As orders are processed by the
user, the status and completion information are returned by wireless communication or
LAN connection.

Behind the scenes, the Oracle Utilities Mobile Workforce Management server processes orders,

crews, personnel, dispatch functions, and status transactions, and then communicates the status of

orders and users to connected applications. The Oracle Utilities Mobile Workforce Management

Router converts and routes transactions between external applications, including Oracle Utilities

Customer Care and Billing.

Mobile Workforce Management v2.x
The Oracle Ultilities Mobile Workforce Management (MWM) product is based on the Oracle
Utilities Application Framework (OUAF) and is realized as three distinct functional components:

Resource Planning and Scheduling - Supports resource planners and service
managers in managing resources, planning shifts, and scheduling work. The system
manages activity requests sent in from host systems as well as automatically generates
shifts and optimizes the schedule based on business rules.

Common dispatching functionality - Supports dispatchers as they handle exceptions
throughout the day, and enables context-based decision making at the dispatcher level.
The system can be configured to automatically dispatch all activities or limit auto-
dispatching to certain activity types or shifts. The system maintains real-time
communication with mobile resources, tracks the location of crews and vehicles, and
enables dispatchers to monitor and manage activities, crews, alerts, and key performance
indicators. Common dispatching functionality is provided through the Common
Dispatching Interface (CDI) portal.

Mobile communications platform - Supports mobile crews as they perform service
work, facilitating communication with the dispatcher, providing GPS-based mapping
services, and processing activity status updates and work completion details. The
application runs on a Mobile Data Terminal (MDT) device.

Overview 1-2
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Common Terms Used in this Guide

Oracle Utilities Work and Asset Management

Oracle Utilities Work and Asset Management (WAM) manages work processes from the creation
of a Service Request to the completion of work and processing work related charges. Once an
order is translated from one of the other systems to become a Service Request in Oracle Ultilities
Work and Asset Management, the systems continue to communicate to update statuses, create
charges, bill charges when needed, and to close out the work.

Common Terms Used in this Guide

The following terms and acronyms are used throughout this guide.

AlA Terms

ABCS

Application Business Connector Services

DVM

Domain Value Map

EBM

Enterprise Business Messages - Packets of data which the Mediator accepts from
requesters and routes to providers. They carry the pieces of data needed for the
requests to be understood and serviced.

EBO

Enterprise Business Object

JMS

Java Message Service - The JMS producers are responsible for posting the message to
the Consumer JMS Queue for the corresponding target application.

PIP

Process Integration Pack

SOA

Service-Oriented Architecture — Software modules that are provided as services can be
integrated or used by several applications using SOA, even if their respective
architectures are substantially different. Rather than defining an API, SOA defines the
interface in terms of protocols and functionality.

XSL

Extensible Style Language

Application Names

CC&B Oracle Utilities Customer Care and Billing

MWM v1.x Oracle Utilities Mobile Workforce Management version 1.x
MWM v2.x Oracle Utilities Mobile Workforce Management version 2.x
WAM Oracle Utilities Work and Asset Management

General Terms

Orders are referred to in different terms in each of the applications involved in this integrated
product. In each of these systems, an order translates to:

Abbreviation Order Name Application
FA Field Activity CC&B

SR Service Request WAM

FO Field Order MWM v1.x
A Activity MWM v2.x

Overview 1-3
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Common Terms Used in this Guide

Other General Terms

CM Customer Modification

CSR Customer Service Representative

Edge The applications that are involved in the integration - CC&B, MWM, and WAM

applications

MPL Multi Purpose Listener. The Multi Purpose Listener is a multi-threaded Java
server that reads XML requests from various external and internal data sources,
such as a Java Message Service (JMS) message queue, a JMS topic or system
staging tables.
The MPL can be used to process inbound messages (those sent by an external
application to invoke a system service), or outgoing messages (those sent by
your product to external applications). The MPL uses different receivers to
process messages from different data sources.

Participating ~ One of the three applications involved in the three-way integration - CC&B,

Application ~ MWM, or WAM

SOAP Simple Object Access Protocol. It is a protocol specification for exchanging
structured information in the implementation of Web Services in computer
networks.

SA CC&B Service Agreement

SP CC&B Service Point

Three Way This is an order that is integrated in all three systems.

Order

XAI XML Application Integration. An Oracle Utilities Framework utility used to
configure the system transfer information between CC&B/MWM v2.x and
external applications using XML. XAl exposes system business objects as a set
of XML based web services. The service can be invoked using different
methods, for example, Hypertext Transfer Protocol (HTTP) or Java Message
Service (JMS). Consequently, any application or tool that can send and receive
XML documents can now access the rich set of system business objects.

XSD A schema definition file

For more information on AIA terms and concepts please refer to the Oracle
Fusion Middleware Concepts and Technologies Guide for Oracle Application Integration
Architecture Foundation Pack 11g Release 1 guide.

Overview 1-4
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Chapter 2

Work Order Process

This chapter provides an overview of Work Order Process Integration and discusses:

Overview

Functionality Supported by Work Order Processing
Assumptions and Constraints for Work Order Processing

Integration Process Flows for Work Order Processing

If you are using the complete integration between Oracle Ultilities Customer Care and Billing,
Oracle Utilities Mobile Workforce Management, and Oracle Utilities Work and Asset
Management, the most likely business process to follow is:

Order initiated by an action in Oracle Utilities Customer Care and Billing.

Order created as a Field Order (FO) in Oracle Utilities Mobile Workforce Management
vl.x ot Activity (A) in Oracle Utilities Mobile Wotkforce Management v2.x and/or as a
Service Request (SR) in Oracle Utilities Work and Asset Management. This is based on
order type business rules.

Order is worked and finished in Oracle Utilities Mobile Workforce Management or if the
order is not sent to Oracle Utilities Mobile Workforce Management, it is worked and
completed in Oracle Utilities Work and Asset Management.

If an Oracle Utilities Work and Asset Management SR is part of the order, Oracle
Utilities Work and Asset Management may send billing information back to Oracle
Utilities Customer Care and Billing when the SR is closed in Oracle Ultilities Work and
Asset Management.

Oracle Utilities Work and Asset Management is used to capture billing information.

Oracle Utilities Mobile Workforce Management is used to manage work scheduling and
appointments.

Oracle Utilities Customer Care and Billing is used to manage the customer inquiry and
initiate service.

Oracle Utilities Customer Care and Billing can be used by customer service representatives (CSRs)

to cteate fieldwork orders. A CSR can initiate orders of cettain types manually and/or take actions

to cause Oracle Ultilities Customer Care and Billing to automatically generate orders of various

types based on the business rules established in the administrative tables within Oracle Utilities
Customer Care and Billing.

A Field Activity (FA) may or may not have a related appointment date and time slot. This typically
depends on the type of order and possibly the access available to installed products at a service

point.
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Supported Functionality

If a Field Activity does not require an appointment, Oracle Ultilities Customer Care and Billing
sends the order information to the integration product once it is created. If a Field Activity does
require an appointment, Oracle Ultilities Customer Care and Billing sends the order to the
integration product once it is appointed. This is controlled by existing set up rules within Oracle
Utilities Customer Care and Billing.

While this is the most likely process to follow in using this integration, please keep in mind that
other scenarios and possibilities do exist when utilizing this integration. The following sections
provide an overview of all supported functionality:

Supported Functionality

The following functions can be completed within the work order processing:
e Create order
*  Update or cancel order

¢  Complete order

Create Order

The following scenarios apply to how an order might be created:

Order Initiated from CC&B

This diagram depicts processing when an order is created in Oracle Ultilities Customer Care and

Billing:
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This process is broken down into 2 separate process flows at the next level — Appointment
Creation and Field Work Creation.
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Supported Functionality

This diagram depicts processing when an appointment is created:
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This depicts processing when a field-order is created:
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Supported Functionality

Field Work Order Creation in CC&B for Order Initiated in WAM
An order is initiated when a user creates an Oracle Utilities Work and Asset Management Service
Request and is propagated to the other systems to become an Oracle Ultilities Customer Care and
Billing Field Activity and/or an Oracle Utlities Mobile Workforce Management Field Order (v1.x)

or activity (v2.x).

The following diagram depicts processing when an order is initiated from an Oracle Utilities Work

and Asset Management Service Request.
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Supported Functionality

Order Initiated in MWMv1.x or v2.x

An order is initiated by a user creating an Oracle Utilities Mobile Workforce Management Pickup
Order or Activity that is related to an existing order they are working on at the same service point.

The following diagram depicts processing when an order is created from an Oracle Utilities
Mobile Workforce Management Pickup Order or Activity:
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Otrder Created from an Oracle Utilities Mobile Workforce Management Pickup Order or Activity

Note: In Oracle Utilities Mobile Workforce Management v1.x messages for
related Pickup Orders are sent only after the order is completed.

In Oracle Utilities Mobile Workforce Management v2.x, related Pickup Activity
messages are sent out as soon as the Pickup Order is created and the
integration returns the common ID to Oracle Utilities Mobile Workforce
Management synchronously.
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Update or Cancel Order

The following scenarios apply to how an order might be updated or canceled:

Update Order in CC&B

An existing order, regardless of where it was initiated, is updated by a customer service
representative using Oracle Utilities Customer Care and Billing. The changes are sent to linked
orders in other systems.

This diagram depicts processing when an order is updated in Oracle Utilities Customer Care and
Billing:

Existing Order Updated in Oracle Utilities Customer Care and Billing
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