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1 s Release

What’s New in Siebel Insurance Guide, Siebel Innovation Pack 2015

No new features have been added to this guide for this release. This guide has been updated to
reflect only product name changes.

NOTE: Siebel Innovation Pack 2015 is a continuation of the Siebel 8.1/8.2 release.

What’s New in Siebel Insurance Guide, Siebel Innovation Pack 2014

No new features have been added to this guide for this release. This guide has been updated to
reflect only product name changes.

Siebel Innovation Pack 2014 is a continuation of the Siebel 8.1/8.2 release.
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2 Siebel Insurance

This chapter describes the modules of Siebel Insurance and their functionality. It includes the
following topics:

B “About Siebel Insurance” on page 15

B “Siebel Insurance Functionality and Modules” on page 15

About Siebel Insurance

Oracle’s Siebel Insurance includes various modules that you can mix and match according to your
business needs.

Siebel Insurance is built upon the Siebel Business Architecture, which includes Siebel Sales, Siebel
Service, and Siebel Call Center applications. Like many other Siebel Business Applications, Siebel
Insurance uses the Siebel Data Model, the Siebel Object Architecture, and the Siebel Application
Server Architecture.

NOTE: Siebel collection management functionality is available for use with Siebel Finance. For more
information, see the collection management content in Siebel Automotive Guide.

Siebel Insurance Functionality and
Modules

Siebel Insurance is an information management application designed to meet the needs of the
insurance industry as they relate to sales, marketing, and customer service.

Siebel Insurance provides the following functionality:

[l Access to contact data for individuals, their households, their activities, their policies, and
associated underwriting information

B Managing auto policies (including European auto policies), property insurance policies, PUL
(personal umbrella liability) policies, life insurance policies and annuities, and group insurance
policies, from quoting through issuance and maintenance

B Managing the claims process, including reporting and handling processes throughout the life
cycle of a claim for both call center and mobile users

B Audit trail capabilities

B Managing agent and broker requirements, including licensing, continuing education and product
training hours, and NASD registrations
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Overview of Siebel Insurance ™ Siebel Insurance Functionalit

Total management of customer requests for action or information through the Service Request
features

Monitoring customer satisfaction using online surveys

Access to solutions in a text-based retrieval system

NOTE: Some functionality requires the installation of optional product modules such as Siebel
Briefings, Siebel SmartScript, and Siebel Configurator.

Siebel Insurance includes the following modules:

16

Call Reports. Siebel Call Reports are records of meetings and conversations with clients or other
organizations and individuals. Financial institutions often require employees to generate call
reports when they meet with customers.

Service Requests. Siebel Service Requests is targeted at call center, field and branch service
personnel, their managers, and their associates, and focuses on support for retail banking

customers. Siebel Insurance allows agents to perform key service transactions, such as name or
address changes, fulfilling requests for statement or check copies, performing fee reversals and
funds transfers, initiating stop payments on checks, and tracking these requests to completion.

Retirement/Pension Management. Siebel Retirement/Pension Management provides support
for group pensions. It allows a user to manage private group pensions, including defined
contribution plans, such as 401(k) plans and occupational pensions, and defined benefit plans.
It is designed to meet the needs of sales and service professionals, managers, and pension
administrators. The module allows users to define group pension plans, plan classes, plan
eligibility rules, and plan funding vehicles. Siebel Retirement/Pension Management also provides
eligible and enrolled participants tracking, participant contribution and investment allocation
management, as well as a participant beneficiary management.

Siebel Retirement/Pension Management includes the Securities module that provides for the set
up and profiling of funding vehicles, such as mutual funds for pension plans. The plan
administrators are provided with a picture of each mutual fund available for investment under
the terms of the plan including literature about the fund, fund objectives, risk profile, and asset
mix.
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Insurance = Siebel Insurance Functionality and Modules

B Rollup. Siebel Rollup provides a view of a client relationship in a single click, thereby eliminating
the process to collect this information.

Siebel Rollup offers four views of the relationship with a client - Activities, Opportunities,
Coverage Team, and Contacts, that show the records for the selected client and for any
hierarchical children. For example, the Contacts Rollup view displays contacts associated with the
selected company, subsidiaries of the selected company and the regional offices.

Executives, sales managers, or sales professionals are often looking for aggregate information
across a corporate enterprise and the individuals who work there. For example, before the Global
Relationship Manager visits the CEO at his client company, he might want to view a report of all
the latest activities, and deals conducted with the client company or with any of the subsidiaries,
divisions and offices of the client company. This information arms the Global Relationship
Manager with a picture of the relationship between the client and his company, a tool for
preparing for his important meeting.

NOTE: Optional modules from Siebel Business Applications can be used to provide enhanced
functionality to support various business processes. For information about the optional modules,
contact your Siebel sales representative.

List of Reports

To see a list of the preconfigured reports available for the data in a view, click Reports in the toolbar
while in the view. The list specifies which reports are available as Oracle Business Intelligence
Publisher reports. From the list you can access individual reports.
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3 ed with Siebel

This chapter lists the applications administration tasks specific to Siebel Insurance. Use this chapter
in combination with Siebel Applications Administration Guide.

This chapter includes the following topics:

“About Applications Administration Tasks” on page 19
“Renaming Siebel Account Objects” on page 20
“Configuring Lists of Values” on page 20

“Configuring Summary Views” on page 20

“Adding Products and Product Lines” on page 21
“About Command Center” on page 22

“Command Center Configuration and Administration” on page 22

“Process of Configuring the Command Center Action Form” on page 22

About Applications Administration Tasks

Siebel Applications Administration Guide covers the setup tasks that are common to all Siebel
Business Applications, such as using license keys, defining employees, and defining your company’s
structure. It also provides the information you must implement, configure, and monitor the Siebel
sales, service, and marketing products and to perform data administration and document
administration tasks. This guide assumes that you have already installed or completed the upgrade
of Siebel Insurance.

The Siebel database server installation creates a Siebel administrator account that can be used to
perform the tasks described in this guide. For more information about this process, see the Siebel
Installation Guide for the operating system you are using.

CAUTION: Do not perform system administration functions on your local database using the Mobile
Web Client. Although there is nothing to prevent you from doing this, it can have serious results,
such as data conflicts, an overly large local database, or a large number of additional transactions
to route.
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Getting Started with Siebel Insurance = Renaming Siebel Acc

Renaming Siebel Account Objects

In general, Siebel applications refer to companies as accounts. In the Financial Services industry, the
term account has typically been synonymous with financial accounts, so historically the word
company has been used in many places in Siebel Insurance. By default, Siebel Insurance installs
using the term accounts. Users can change this term and use another description, such as
Companies, Clients, or Customers. Users wishing to change this default must rename all Siebel
Account objects prior to deployment. Make changes to the Ul layer (for example, applet titles and
control labels), rather than the Business Objects layer. For more information, see Siebel Database
Upgrade Guide.

NOTE: All of the chapters in this guide are written assuming you have renamed Siebel Account
objects to Companies.

Configuring Lists of Values

In Siebel Insurance, modify the List of Values (LOV) in accordance with the terminology used by your
financial institution. For example, the list of transaction types used in Siebel Insurance must match
those used by your financial institution. For more information on configuring a LOV, see Siebel
Applications Administration Guide.

NOTE: This might impact certain forms and lists, which rely on the preconfigured values for correct
operation.

Configuring Summary Views

In Siebel Insurance, summary views have been restructured. In the past, multiple summary views
existed, typically one summary view for a particular type of user. For example, there were
preconfigured summary views specifically for salespeople and customer service agents. This has
been replaced by common summary views whose appearance can be configured by individual end
users.

Users can change the way a list appears in a summary view by using the controls in the top right
corner of each list.

The summary view controls, described in Table 1, allow users to manage what appears on the
summary view.

Table 1. Summary View Controls

Button Description

Hide Temporarily hides a list or form from view.

Collapse Collapses the list of records. If the list cannot be collapsed, the expand button
appears instead of the collapse button.

Expand Expands the list of records. If the list cannot be expanded, the collapse button
appears instead of the expand button.
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d with Siebel Insurance # Adding Products and Product Lines

Any changes made to a summary view layout are only visible to the current user and remain in effect
until that user changes them again or reverts to the default layout. If users hide a list, they must
click Edit Layout to restore it. For more information, see “Editing a Summary View Layout.”

Editing a Summary View Layout

Using the Edit Layout view, users can restore hidden lists, collapse or expand all lists, move lists or
forms up or down on the page, or revert to the default layout.

The edit layout buttons, described in Table 2, allow users to change the way a summary view appears
and apply those changes to future sessions.

Table 2. Edit Layout Buttons

Button Description

Collapse Collapses the list or form.

Expand Expands the list or form.

Move up Moves the list or form up on the home page.

Move down Moves the list or form down on the home page.
Show Displays the list or form on the home page.

Hide Hides the list or form from view on the home page.

For more information on available summary views, see “Viewing a Contact Summary (End User)” on
page 56, “Viewing Company Summaries (End User)” on page 46, and “Viewing Household Summaries”
on page 62.

Adding Products and Product Lines

Administrators must set up products, such as insurance products, in Siebel Insurance. After setting
up a product, administrators can specify that it be included in a product line. They can also specify
which product lines your company contracts agencies to sell or which ones the state licenses agencies
to sell.

Setting up products is discussed in detail in Siebel Product Administration Guide. However, this guide
also explains some steps for adding products in the appropriate chapters. In those chapters, values
for specific fields are given to help administrators set up products correctly.

NOTE: Only those users with the required administrative responsibilities, such as Siebel
administrators, can add products and information about product lines.
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Getting Started with Siebel Insurance = About Command Cen

About Command Center

The command center allows you to launch a process, perform a task, or jump to a view. Command
center actions are preconfigured by your system administrator in accordance with your company’s
business process requirements. For example, if the financial services agents at your company often
have to jump to the financial accounts view for a contact, you could configure the command center
to perform this action, saving them time and keystrokes. See “Command Center Configuration and

Administration” on page 22 for information on how to configure the command center.

Out of the box, the command center is only available from the Summary views on the Contacts and
Companies screens.

Command Center Interface Types
There are two interface types for the command center:

B Action form
B Command line

Figure 1 shows the action form, a menu-driven interface guiding the end user through preconfigured
choices in order to launch an action. The command line requires the end user to enter specific
command line syntax to launch the action.

el Contacts Households

Contacts Home Contacts List Consumers List Personal Contacts List Charts Manager's Explorer My Team's Universe By Specialty

Edit Layout

Command Center

| Menu v | | Command Ling |

Driving Field: |E| Action: |E| Type: E‘ Sub Type:

Figure 1. Command Center Action Form

Command Center Configuration and
Administration

Command Center configuration and administration must only be done by expert users accustomed
to working with business services.

Process of Configuring the Command
Center Action Form

To configure the appearance and function of the Command Center Action form you must:

22 Siebel Insurance Guide Siebel Innovation Pack 2015



iebel Insurance = Process of Configuring the Command Center
Action Form

1 Define the business object where the Command Center Action form appears and what business
component and fields are to be used. See “Defining the Command Center Business Object.”

2 Define actions available for the business object, indicating for each combination of possible
attribute values what action is taken (launch a business service or workflow, go to a view, and
so on). See “Defining the Command Center Actions.”

3  For actions defined as private, select the defined roles for which the actions will be available. See
“Selecting the Command Center Responsibilities.”

An example configuration is included at “Example of Configuring the Command Center Action Applet”
on page 27.

Defining the Command Center Business Object

The first step in configuring the Command Center Action form is to define the business object where
the Command Center form appears, and what business component and fields are to be used. Out of
the box, the Command Center forms appear on the Contact Summary and Company Summary views.

This task is part of “Process of Configuring the Command Center Action Form.”

To define the business object

1 Navigate to Site Map, Administration - Command Center screen, and then the Defined Objects
view.

2 Create a new object definition record and complete the fields as follows:

Field Parameters Description

Business Object Any Business Object for which  This identifies the screen where the
the forms have been defined. Command Center form is to appear.
For example, Contact or

Companies.
Source Business  The business component The value of this field is constrained by the
Component against which the Driving Field value of Business Object field. In turn, it is a
will be compared. For constraint for the Driven Field.

example, FINCORP Account.

This must be a business
component available on the
view where the Command
Center applets are visible (for
example, Contact Summary
view).
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Getting Started with Siebel Insurance = Process of Co
Action Form

Field Parameters Description

Source Business A filter on the source business Use this field to enter an optional filter
Search component. For example, Acct. criteria on the selected Business Component.
Specification Status = Open. Only Financial

accounts with a status of Open

will be available in the

Command Center.

Driving Field A field name from the Source  The value of this field is constrained by
Business Component. The field Source Business Component and Source
name can be ascertained using Business Search Specification (if entered).

Siebel Tools. . . . . .
The driving field is equivalent to Attribute 1.

Following the examples in the
preceding field parameter

descriptions, this could be the
Financial Account name or ID.

Driving Field Free text field, 20 character The text label exposed in the Ul for Driving

Label limit. Field (Attribute 1). If blank, the label defaults
to the Driving Field on the Command Center
form.

Attribute 2,3,4 Free text fields, 20 character The text label for each of Attributes 2-4. If

Label limit. left blank, the attribute does not appear on
the form.
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iebel Insurance = Process of Configuring the Command Center
Action Form

Field Parameters Description
Driving Field on Check box. If checked, it exposes the Driving Field label
Cmd Form on the Command Center form preceding the

Command field.

Expression Free text field. Use this field to constrain the available set of
actions based on what the user has selected
in the Driving Field. As each object definition
can have multiple action definitions, the
expression field is a way to limit the available
actions based on a business component field.

For example, if the user selects a checking
account, investment based actions might not
be appropriate.

For example: IIF([Account Number] LIKE
'1800*', Liability, Asset). That is, if the
account number starts with 1800, it maps to
action definitions in the Action Definition list
that have the Attribute 1 Map field set to
Liability. Otherwise, it is mapped to action
definitions that have the Attribute 1 Map field
set to Asset.

If there is no need to constrain the actions,
then any value suffices (for example, Contact
- All).

Defining the Command Center Actions

After you define the business object, you define actions for each object. These actions indicate for
each object a combination of possible attribute values what action is taken (launch a business service
or workflow). The relationship is one-to-many.

This task is part of “Process of Configuring the Command Center Action Form” on page 22.

To define actions for the Command Center applet

1 Navigate to Administration - Command Center screen, the Defined Objects view, and then select
the Object Definition for which you wish to define actions.
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2 Scroll down to the Action Definition list, create actions, and complete the fields as described in
the following table.

Field Parameters Description

Attribute 1 Check box. Indicates whether or not an entry in the

Required Driving Field (Attribute 1) is required for
the Command Center to return results.

Attribute 1 Map Free text. Works in concert with the Expression field
of the Object Definition to determine the
contents of the Command Center
dropdown menus.

Attribute 2-4 Free text. Value lists for Attributes 2-4.

Command

Free text. Each entry must be
unique, that is, you cannot use
the same command for different
actions.

The command line equivalent for the
action.

These commands are restricted to the
Business Object with which they are
associated.

See also “Creating Global Commands for
the Command Line Applet” on page 29.

Command Help
Text

Free text.

The Help text for the command help
feature when a question mark (?) is
entered using the command line.

This field is reserved for future use. You
can expose it in some manner, if you
choose, using a custom configuration.

Business Service

Free text.

EX: FINS Goto View Service

The name of the Business Service to be
run.

Business Service Free text. The parameters for the Business service.
Context
Business Service Free text. The method for the selected Business
Method service.
Public Flag Check box. If checked (true), then any roles selected
for the action do not apply.
If unchecked (false), then any roles
selected do apply and visibility to actions
are limited by the selected roles.
Inactive Check box. This hides the defined action and

attribute combination.
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Selecting the Command Center Responsibilities

For each action, select the defined responsibilities for which the action will be available. The
relationship between actions and responsibilities is one-to-many.

This task is part of “Process of Configuring the Command Center Action Form” on page 22.

To select responsibilities for a Command Center action

1 Navigate to Administration - Command Center screen, the Defined Objects view, and then select
the Action for which you wish to define responsibilities.

2 Scroll down to the Responsibility list, create a new record, and select the responsibility.

The responsibilities information appears as read-only in the Responsibility list. Selected
responsibilities are only enforced if the Public Flag for the action is unchecked (false).

Example of Configuring the Command Center Action
Applet

This topic gives an example of configuring the Action applet. You might use this feature differently,
depending on your business model.

NOTE: This example uses a view available only in Siebel Healthcare. Although it is not visible to
Siebel Insurance users, the example is still useful to all Siebel Financial Services users to illustrate
how to set up the Command Center.

The Command Center is available on the Siebel Healthcare Member Summary view and can be
configured to launch several key sales processes such as ordering a new ID card or changing a
primary care physician. For more information on using the Member Summary Command Center when
configured as in this example, see Siebel Healthcare Guide.

The Command Center is set up using the Administration - Command Center view.

To configure the action applet to run the business service FINS Goto View

1 Navigate to FINS Command Center Admin Object view and create a new object definition record.
Complete the fields as follows:

Field Value

Business Object Name FINS Members
Source Business Component FINS Members
Driving Field Last Name
Driving Field Label Name
Attribute 2 Label Area
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Attribute 3 label Action
Expression RedundantExpression
Driving Field On Cmd Form Checked

2 To set up a pop-up applet, in the Action Definition list create a new action record and complete
the fields as follows:

Field Value

Attribute 2 ID Card Requests

Attribute 3 Show History

Command IDCSH

Business Service SLM Save List Service

Business Service Context ‘Applet Mode', '6', '‘Applet Name’', 'FINS Service

Request Order ID Popup Applet’

NOTE: The applet in this example is only
available in Siebel Healthcare. Siebel Insurance
customers would select a suitable view and applet
available in their respective applications.

Business Service Method LoadPopupApplet

Public Flag Checked

3 To set up a view navigation, in the Action Definition list create a new action record and complete
the fields as follows:

Field Value

Attribute 2 ID Card Requests

Attribute 3 Order New ID Card

Command IDCOR

Business Service FINS Goto View Service

Business Service Context 'ViewName', 'FINS Member Benefits View',

'‘Rowld’, '[Current Src Rec Id]’, 'AppletName’,
'FINS Member Form Applet - short’

NOTE: The view and applet in this example are
only available in Siebel Healthcare. Siebel
Insurance customers would select a suitable view
and applet available in their respective
applications.
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Field Value

Business Service Method GotoView

Public Flag Checked

Creating Global Commands for the Command Line
Applet

Some users might prefer to use only the Command form. In this case, the only configuration required
is to indicate the command line syntax and the associated business service and responsibility

information. Use these global commands through the Command line form on whatever business
object it appears.

To create global commands for the Command Line applet
1 Navigate to the Administration - Command Center screen, and then the Global Commands view.

2 In the Global Commands list, create a command record, and complete the fields as described in
“Defining the Command Center Actions” on page 25.

3 For each Command, record select responsibilities as described in “Selecting the Command Center
Responsibilities” on page 27.
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This chapter describes managing companies and accounts information. It includes the following
topics:

B “About Managing Companies” on page 31

B “About Company Hierarchies” on page 32

B “Scenario for Managing Company Information” on page 33

B “Process of Managing Companies” on page 33

| “Setting Up Values for Companies” on page 34

B “Deleting Company Information” on page 35

B “Managing Competitor Information” on page 36

B “Verifying Coverage Team Members” on page 36

B “Managing the Custom-Defined Relationship Types LOV” on page 38

B “Generating Company Hierarchies for Data Aggregation” on page 39

B “Adding Companies and Investors (End User)” on page 41

B “Viewing Company Hierarchies in Roll-Up Views (End User)” on page 42
B “Creating Company Assessments (End User)” on page 44

B “Adding Company Applications (End User)” on page 44

B “Adding Company Service Requests (End User)” on page 45

B “Managing Company Coverage Teams (End User)” on page 45

B “Viewing Company Summaries (End User)” on page 46

|

“Viewing Company Relationship Hierarchies (End User)” on page 46

About Managing Companies

Within Siebel Insurance, the term companies refers to entities that are typically referred to as
accounts in other Siebel applications. A company represents the relationship between your
organization and companies or organizational entities (or structures) with which you do business.
Use the Companies screen and its associated views to view company information and interactions.

CAUTION: This chapter assumes you have renamed Siebel Account objects to Companies. By
default, Siebel Insurance installs using the term Accounts. For more information on renaming Siebel
Account objects, see Siebel Database Upgrade Guide.
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In Siebel Insurance, the term investors refers to financial organizations such as mutual fund or
money management institutions; investors are not contacts, rather they are companies that are
identified as investors. In Siebel Financial Services, the investors functionality has migrated to the
Companies screen. This chapter covers both regular company and investor procedures.

Use the procedures in this chapter to perform the administrator tasks of controlling company
information, generating company hierarchies, managing competitor information, verifying coverage
team members, and managing custom-defined relationship types.

End users use the Companies views to add new companies and investors, create company
assessments, associate service requests with a company, update the coverage team, define
relationships to other companies, contacts, and households, and view company summary
information. In addition, end users can retrieve information about investors, including investors’
preferences, holdings, and transactions.

You can save time and reduce keystrokes by using a workflow to automate steps that are repeatedly
performed by end users. For more information, see Siebel Business Process Framework: Workflow
Guide.

About Company Hierarchies

A company hierarchy is a group of companies that are organized by parent-child relationships. Siebel
Industry Applications support displaying these company relationships in a hierarchical tree.

The hierarchical tree is a visual representation of company hierarchy data that allows end users to
view the relationships between companies. By viewing a company roll-up, users can see aggregated
company information, including contacts, coverage teams, activities, and opportunities.

When end users have access to a company, they can review the hierarchical structure for that
company, its child divisions, and the contacts who work there. Company hierarchies are displayed in
five subviews of the Companies screen:

Relationship Hierarchy view

B Activity Roll-up
B Contact Roll-up
B Opportunity Roll-up

Coverage Team Roll-up

Depending on your configuration, a company that does not have a parent-child relationship with
another company might not appear in the roll-up views. For more information on company
hierarchies, see “Generating Company Hierarchies for Data Aggregation” on page 39 and “Viewing
Company Hierarchies in Roll-Up Views (End User)” on page 42.
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Scenario for Managing Company
Information

This scenario features sample tasks performed by a sales representative in the insurance and
healthcare industries. Your company might follow a different workflow according to its business
requirements.

In this scenario, end users are the sales representatives who manage company information. They
enter information to:

B Add new companies to the database and create company assessments

Associate applications and service requests with a company

B Manage company coverage teams
B View company summary information
B View relationships in a graphical manner

Sales Representative Tracks Company Information

A sales representative uses the Companies screen to capture and manage profile information about
her business customer, such as contacts, organizational structure, management, and financial
information. In addition to viewing market statistics and D&B reports. Using Siebel Insurance, she
can capture and track information about a company’s:

B Relationship with her organization, such as the coverage team, contract terms, sales and service
information

B Preferred delivery channels, at both summary and detailed levels
She can also view details of competitors and create and access marketing and sales presentations.

The sales representative can create a new company record or view and modify information about
existing companies. For example, if the sales representative is preparing for a sales call, she can use
the Companies screen to answer the following questions:

B  What business is this company in?

Who are the executives | must be calling on?

B What is this company’s financial profile?
B What financial accounts and products does the company already own?
B What types of service issues has the company had?

Process of Managing Companies

This topic details sample tasks often performed by administrators and end-users when managing
companies. Your company might follow a different process according to its business requirements.
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Administrator Procedures

The following list shows tasks administrators typically perform to manage companies:
“Setting Up Values for Companies” on page 34

“Deleting Company Information” on page 35

“Managing Competitor Information” on page 36

“Verifying Coverage Team Members” on page 36

“Managing the Custom-Defined Relationship Types LOV” on page 38

“Generating Company Hierarchies for Data Aggregation” on page 39

End-User Procedures

The following list shows tasks end users typically perform when managing companies:
“Adding Companies and Investors (End User)” on page 41

“Viewing Company Hierarchies in Roll-Up Views (End User)” on page 42

“Creating Company Assessments (End User)” on page 44

“Adding Company Applications (End User)” on page 44

“Adding Company Service Requests (End User)” on page 45

“Managing Company Coverage Teams (End User)” on page 45

“Viewing Company Summaries (End User)” on page 46

“Viewing Company Relationship Hierarchies (End User)” on page 46

Setting Up Values for Companies

Administrators can create new industries and territories so that the appropriate selections are
available to end users when they add companies.

When a company is added to Siebel Insurance, the end user adding the company is responsible for
indicating the industry to which the company belongs. Administrators are responsible for creating
the industries that appear to end users.

Adding Industries

Use the following procedure to add an industry.

To add an industry
1 Navigate to the Administration - Data screen, then the Industries view.
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2 In the Industries list, add a record, and complete the necessary fields.

Some fields are described in the following table.

Field Description

Language Code Primary language of the classification used.

SIC Code Standard Industry Classification code as defined by the U.S.
Department of Commerce.

Type The classification used to describe the industry.

Companies are often associated with a territory. Administrators can create the territories that appear
in the Territory field when end users add a company to Siebel Insurance.

Adding Territories
Use the following procedure to add a territory.

To add a territory
1 Navigate to the Administration - Assignment screen, then the Territories view.

2 In the Territory List list, add a record, and complete the necessary fields.

Deleting Company Information

Deleting a company completely removes the company, as well as all activities related to the
company, from Siebel CRM. Only delete a company record if you are certain that the company is no
longer active. If end users are unsure whether or not a company is still active (and therefore must
not be deleted), they have the option of removing themselves from the company team instead of
deleting the record.

As the Siebel administrator, you can make a company unavailable to all other users. First, you can
assign yourself as the primary team member. Second, you remove all other employees from the
company’s team.

To make a company unavailable to all other users
1 Navigate to the Companies screen, then the Companies Administration view.

2 In the Company list, drill down on the Name link.
3 In the Company Team dialog box, locate the administrator, and click in the Primary field.
4 In the Company Team dialog box, delete all other coverage team members and click OK.

Only those users with access to the All Companies and All Companies Across Organizations views
are able to see this company.
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Managing Competitor Information

Effective sales and marketing requires that your employees have up-to-date and consistent
information about the competition and their products. This topic describes how to administer
information about competitors and competitive products within the Companies screen.

To indicate that a company is a competitor
1 Navigate to the Companies screen, then the Companies Administration view.

2 In the Company list, add or select a company.
3 In the Company form, click the show more button.
4 Select the Competitor check box to add the company to the Competitor’s list.

The company appears in the Competitor’s list. The Competitor’s list is available in the
Competitors screen and related screens, such as Opportunities.

NOTE: Nonadministrators can specify that a company is a competitor by selecting Competitor from
the Type drop-down list. However, selecting Competitor from the Type drop-down list does not add
the company to the Competitor’s list as seen on the Competitor’s screen, or in the Pick Competitors
dialog box, which is accessible on related screens, such as Opportunities.

When a company has been indicated as a competitor, you might want to add document files of
comparative and competitive literature. For more information, see the chapter on literature
administration in Siebel Applications Administration Guide.

Removing Records from the Competitors List

You cannot delete records that have been added to the Competitors list, since deleting them would
also remove them from related screens, like Opportunities. For example, a company might have been
a competitor for an opportunity last month. Even if the company is no longer a competitor, the
competitor record must remain as part of the history of the opportunity.

If you no longer want a record to appear in the Competitor’s list, deselect the Competitor check box.
This removes the record from the Competitors screen without affecting other screens.

Verifying Coverage Team Members

If you are logged on as a Siebel administrator, you can search for companies that do not have any
coverage team members.

Managers can add or delete the members of a company’s coverage team if they are the existing

primary team member, or the primary team member is one of their direct reports. If you are logged
in as an administrator, you can change the primary team designate for any company in the Company
Administration view. (Navigate to the Companies screen, then the Companies Administration view.)

NOTE: In Siebel Financial Services, the terms sales team and account team are equivalent to
coverage team.
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The procedures that follow involve making selections in the Account Team field. If the Account Team
field does not appear in your installation, you might reveal it using the Columns Displayed dialog box.

NOTE: Usually, Assignment Manager resolves problems with coverage teams and owner assignment

automatically. For more information on Assignment Manager, see Siebel Assignment Manager
Administration Guide.

Searching for a Company without Coverage Team Members
Use the following procedure to search for a company without coverage team members.

To search for a company without any coverage team members
1 Navigate to the Companies screen, then the Companies Administration view.

2 In the Companies list, define a new query where the Name field is:
count(
) =0

3 Execute the query.

The query returns a list of all companies that do not have any coverage team members.

Adding and Deleting Members of the Coverage Team for a Company
Use the following procedure to add or delete members of the coverage team for a company.

To add or delete members of the coverage team for a company
1 Navigate to the Companies screen, then the Companies Administration view.

2 In the Companies list, select a company, and click the More Info view tab.

3 In the Account Team field, select an employee in the Coverage Team dialog box, and click Add or
Remove.

Changing the Primary Coverage Team Member for a Company
Use the following procedure to change the primary coverage team member for a company.

To change the primary coverage team member for a company
1 Navigate to the Companies screen, then the Companies Administration view.

2 In the Companies list, select a company, and click the More Info view tab.

3 In the Account Team field, select the Primary field for the new primary coverage team member.
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Managing the Custom-Defined
Relationship Types LOV

If you are logged in as the Siebel administrator, you can create and maintain a list of predefined
custom-defined relationship types. A default list of values is provided with the application. These
relationship types appear in the drop-down LOV for the Type field found on the Relationship Hierarchy
views, in the Party Relationship applet.

To add a custom-defined relationship type

1
2

Navigate to the Administration - Data screen, then the List of Values view.
In the List of Values list, create a New Query where Type equals PARTY_RELATIONSHIP_TYPE.

At least six records will be returned, showing the existing list of values for custom-defined
relationship type.

In the List of Values list, add a record, and complete the necessary fields.

Some fields are described in the following table.

Field Comments

Active Determines whether the value is displayed to the end user in the
Relationship drop-down list.

Display Value Value as displayed in the Relationship drop-down list.

Language Independent Code used internally by the Siebel application.

Code

Language Name Language used for the list of values Display Value field.

Order Numerical order in which a value is displayed within the Relationship
drop-down list.

Parent LIC Language-independent code of a parent list of values. It is used in
hierarchical list of values.

Translate When checked, indicates that the list of values is part of a multilingual
list of values (MLOV).

Type The type of list of values. For this procedure, select

PARTY_RELATIONSHIP_TYPE.

NOTE: You cannot delete LOV table entries. Use the Active check box to deactivate an LOV entry and
thereby remove it from the Relationship drop-down list.
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Generating Company Hierarchies for
Data Aggregation

Data aggregation is available by using the Roll-up views, providing the administrator defined one or
more hierarchies. The application administrator typically defines a default hierarchy by associating
accounts with one another using the parent field on a company form, or the subaccount view for child
accounts. Administrators can define Company hierarchies to display aggregated data across
organizational structures, such as the activities, opportunities, contacts, and coverage teams. For
example, the top node of the hierarchy contains activities for the organization, the subsidiaries below
the organization, the departments at the subsidiaries, and contacts working at any level of the tree.
As the end users move up and down the tree, they see more or less data rolled up to the selected
level.

By default, only companies that are part of a relationship hierarchy can display roll-up data. You can
modify the application to display roll-up data for companies which are not part of a hierarchy.

To configure display of roll-up data for companies not in a hierarchy
B Using Siebel Tools, set the DynHierachry user property of the Dynamic Hierarchy Direct
Relationship business component to LoadAllAccounts

For more information on setting user properties, see Configuring Siebel Business Applications.

Siebel Global Accounts is the module that provides this aggregation functionality. For more on global
accounts, see Siebel Applications Administration Guide.

The application administrator can define two types of hierarchies for data aggregation:
B Default hierarchy for all end users, see Default Company Hierarchies on page 39

B Specific hierarchies that are used only by certain end users, see Dynamic Company Hierarchies on
page 40

Default Company Hierarchies

The application administrator sets up a default company hierarchy one time, during the initial
application setup. The default hierarchy is available to all end users who are not tied to a specific
hierarchy, and who have been granted view access to the companies represented in the hierarchy.
It is the administrator’s responsibility to give end users access to Company views. For more
information, see Siebel Applications Administration Guide.

When new companies are added, they are automatically added to the default hierarchy tree. The
contacts, coverage teams, activities, and opportunities that are associated with the company are
automatically displayed in the roll-up views.

In the preconfigured application, using the Generate Hierarchy button adds only parent account and
child companies to the hierarchy. Any company that does not have a child or parent is not displayed
in the roll-up views. Use Siebel Tools to change the DynHierarchy LoadAllAccounts user property to
alter this behavior.
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You can set the DynHierarchy LoadAllAccounts user property on the Dynamic Hierarchy Direct
Relationship business component to N or Y. When it is set to N, only parent and children appear in
the generated hierarchy. When DynHierarchy LoadAllAccounts user property is set to Y, all companies
are added to the generated hierarchy. For more information on setting user properties, see Siebel
Developer’s Reference.

To generate a default company hierarchy
1 Navigate to the Companies screen, then the Global Companies Administration view.

2 In the Company Hierarchies list, click Generate Hierarchy.

The parent-child account relationships that have been defined in your application are registered
for participation in the roll-up views. This process might take some time, depending on the
quantity of account records that are in your existing environment.

When the company hierarchy has been generated, a new record appears in the Company
Hierarchies list. The Hierarchy Name field of the record contains the user ID of the administrator
who generated the hierarchy and the time it was generated. If it is the only hierarchy record, the
Default field is automatically checked. The companies that have been added for participation in
the roll-up views appear in the Company Relationships list.

NOTE: If no accounts are visible in the Company Relationships list, click the query button, step
off the query, and click Go to refresh the view.

3 (Optional) Rename the company hierarchy and, if necessary, check the Default field.

NOTE: If end users are using the application when you generate a hierarchy, they must log off
and log on again to see the default hierarchy in the roll-up views.

Dynamic Company Hierarchies

In some cases, users work with particular companies within a large corporation, but not with others.
In these instances, some end users do not need to or must not see aggregated data across the entire
corporation. An administrator can define a custom hierarchical structure across which data can be
aggregated. This defined structure, called a dynamic hierarchy, can be as simple or complex as
needed and offers users the ability to aggregate data across the companies they are interested in
seeing.

To create a dynamic company hierarchy of selected companies
1 Navigate to the Companies screen, then the Global Companies Administration view.

2 In the Company Hierarchy list, and create a new record.

3 Scroll down to the Company Relationships list, create a new record, and select company.
All the accounts in the Company Relationship list belong to the new account hierarchy.

4 To define parent and child relationships:

a Select a company in the Company Relationship list that has no parent.
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b In the Parent field, select a parent.

NOTE: Only companies entered in the Company Relationships list (Step 3) are available for
selection in the parent field.

5 Repeat Step 4 for all companies that have no parents.

Associating Dynamic Hierarchies with an Organization
Use the following procedure to associate the dynamic hierarchy with an organization.

To associate the dynamic hierarchy with an organization
1 Navigate to the Administration - Group screen, then the Organizations view.

2 Select the organization in the Organizations list.
3 In the organization form, select the desired hierarchy in the Account Hierarchy field.

End users can only see the hierarchy with which their current position’s primary organization is tied.
It is the administrator’s responsibility to associate end users with positions, positions with
organizations, and organizations with hierarchies. For more information, see Siebel Applications
Administration Guide.

Adding Companies and Investors (End
User)

When end users identify a possible lead, the lead can be added as a company. Users can then begin
to add and track information about the company.

To add a company or investor
1 Navigate to the Companies screen, then the Companies List view.

2 In the Companies form, click the show more button, add a record, and complete the necessary
fields.

3 To specify a privacy level, in the Privacy Option field select one of the following:
m  Opt-In. Sharing of nonpublic personal information is allowed without restrictions.
m  Opt-Out - Affiliates. Sharing of nonpublic personal information with affiliates is not allowed.

m  Opt-Out - Third Party. Sharing of nonpublic personal information with third parties is not
allowed.
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B Opt-Out - All Parties. Sharing of nonpublic personal information with any affiliate or third
party is not allowed.

United States law requires that financial institutions disclose their privacy policies regarding the
sharing of non public personal information with third parties, and fair credit reporting, that
impacts the sharing of non public personal information with affiliates. End users can specify a
privacy level by making a selection from the Privacy Option field.

The Privacy Option field is for registering the privacy level requested by the company; it does not
impact record visibility in any way.

4 To identify the company as an investor, check the Investor box in the Company form.

Viewing Company Hierarchies in Roll-Up
Views (End User)

End users can review the company and its parent organization, subsidiaries, contacts, opportunities
and relationships to other entities using the graphical relationship hierarchy tree control. This control
is available in the roll-up views. By drilling down on hypertext links on the hierarchy tree, end users
can navigate to related views.

NOTE: If the company has not been added to a hierarchy tied to the user's position's organization
(either default hierarchy or dynamic hierarchy), the hierarchy tree is not visible to the end user. The
following message appears: “The selected record is not included as part of your defined hierarchy.
If you feel this is in error, please contact your system administrator.” The administrator is responsible
for associating positions with organizations and an organization with a hierarchy.

The Activities-Roll-up view shows all of the activities associated with the selected company and its
children. End users can apply filters to the list to find specific activity records and save the filtered
list.

NOTE: If a company is not associated with any other organizations through the relationship
hierarchy, then the roll-up views will not contain any data. A company must have a parent
organization, or have children organizations, in order to display roll-up data.

To view aggregated activities for a company
1 Navigate to the Companies screen, then the Companies List view.

2 Drill down on the desired company, and click the Activities-Roll-up view tab.

The associated hierarchy appears on the right side of the screen. All activities associated with
the company and all of its children appear in the Activities-Roll-up list.

In the Activities-Roll-up List, you can:
m Drill down on an activity type to navigate to the Activities screen, then the Attachments view.
m Drill down on a company name to navigate to the Companies screen, then the Contacts view.

NOTE: If you create an activity in the Activities screen and do not set the Company field, the
activity will not appear in the Activities-Roll-up list.
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Viewing the Aggregated Coverage Team for a Company
Use the following procedure to view the aggregated coverage team for a company.

To view the aggregated coverage team for a company
1 Navigate to the Companies screen, then the Companies List view.

2 Drill down on a company, and click the Coverage Team-Roll-up view tab.

The associated hierarchy appears on the right side of the screen. All coverage team members
associated with the company and all of its subsidiaries appear in the Coverage Team-Roll-up list.

In the Coverage Team-Roll-up list, you can:
m Drill down on a last name to navigate to the Employees screen.

m Drill down on an email address to open a blank email message addressed to the team
member who has that address.

Viewing the Aggregated Opportunities for a Company
Use the following procedure to view aggregated opportunities for a company.

To view aggregated opportunities for a company
1 Navigate to the Companies screen, then the Companies List view.

2 Drill down on a company, and click the Opportunities-Roll-up view tab.

The associated hierarchy appears on the right side of the screen. All opportunities associated with
the company and all of its children appear in the Opportunities-Roll-up list.

In the Opportunities-Roll-up list, you can:
m  Drill down on an opportunity name to navigate to the Opportunities screen.

m  Drill down on a company name to navigate to the Companies screen, then the Contacts view.

Viewing an Aggregated List of Contacts for a Company
Use the following procedure to view an aggregated list of contacts for a company.

To view an aggregated list of contacts for a company
1 Navigate to the Companies screen, then the Companies List view.

2 Drill down on a company, and click the Contact-Roll-up view tab.

The associated hierarchy appears on the right side of the screen. All contacts associated with the
company and all of its children appear in the Contacts-Roll-up list.

In the Contacts-Roll-up list, you can:

m Drill down on a last name to navigate to the Contacts screen.
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m  Drill down on a company to navigate to the Companies screen, then the Contacts view.

m  Drill down on an email address to open a blank email message addressed to the contact who
has that address.

Creating Company Assessments (End
User)

An assessment is a set of attributes used to assess the business potential or credit worthiness of a
company. Company assessments can be used to compare companies to each other or against a
model, or to learn about companies and sales situations. End users complete the company
assessment by selecting the appropriate values for the different attributes.

To perform a company assessment
1 Navigate to the Companies screen, then the Companies List view.

2 In the Companies list, drill down on the company for which the assessment is being performed.
3 Click the Assessments view tab, and create a new record.
4 In the Template Name field, select the appropriate template.
Attribute records are automatically generated in the Assessment Attributes list.
5 In the Assessment Attributes list, make a selection in the Value field for each attribute.

NOTE: Administrators must create the assessment templates. See Siebel Applications
Administration Guide for more information on how to create assessment templates.

Adding Company Applications (End
User)

Applications are used for companies that want to apply for offered services or products. For example,
a small business wants to apply for a business checking account. The end user handling the inquiry
finds the company in the All Companies view, navigates to the Applications view, and creates an
application record for this business checking account application.

To associate an application with a company
1 Navigate to the Companies screen, then the Companies List view.

2 In the Companies list, drill down on the company to associate with an application.
3 Click the Applications view tab, create a new record, and complete the necessary fields.

NOTE: Drill down on the Application Name link to enter more detailed application information.
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Adding Company Service Requests (End
User)

A service request is a request from a company for information or assistance with a problem related
to purchased products or services. When a customer calls about an existing service request, end
users can find the service request and give status information to the caller in several ways. They can:

Review the service request information
Create an activity to record the customer’s call
Update the service request with additional information from the customer

Resolve the service request

Assign the service request
B Transfer the caller to another service representative

If a call requires that an end user create a new service request, she can create one. Siebel Insurance
automatically assigns a unique service request (SR) number to track the new service request
throughout Siebel CRM.

To add a service request associated with a company
1 Navigate to the Companies screen, then the Companies List view.

2 From the Show drop-down list, select All Companies.
3 In the Companies list, drill down on the desired company.
4 Click the Service Requests view tab, create a new record, and complete the necessary fields.

The application automatically assigns a service request number (SR#).

Managing Company Coverage Teams
(End User)

A coverage team is the group of employees that are assigned to manage the relationship with a given
company. The coverage team for a company is defined as all users who have access to the company
in the My Companies view.

NOTE: Similar coverage team functionality is also available for contacts. You can use the Contact
Coverage Team view (Navigate to the Contacts screen, then the Coverage Team view) to manage the
contact coverage team.

End users can use the company coverage team functionality available in Siebel Insurance to:
B Record and display employees covering a company within a single company record

B Specify and review the nature of the employee’'s relationship with each covered company, defined
as the Coverage Role and Attributes list
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To add a member to a coverage team
1 Navigate to the Companies screen, then the Companies List view.

2 In the Companies list, drill down on the desired company.
3 Click the Coverage Team view tab, create a new record, and select an employee.
4 If known, select the employee’s coverage role using the drop-down list in the Coverage Role field.

NOTE: The Siebel administrator maintains the Coverage Role LOV in the List of Values screen
under the Type field value type FINS_COVERAGE_ROLE_TYPE. Navigate to the Administration -
Data screen, then the List of Values view, to access the List of Values screen.

5 If desired, scroll down to the Categories and Securities view tabs and select values defining the
coverage relationship between the employee and the company; you can select one or more
attributes.

The application adds the employee to the coverage team with a defined relationship. The
company will appear in the employee’s My Companies view.

Viewing Company Summaries (End
User)

The Company Summary view provides a comprehensive view of a company in an editable format.
This view displays basic company information, financial accounts, call reports, logged alerts, and
contacts associated with a company.

To view company summary information
1 Navigate to the Companies screen, then the Companies List view.

2 In the Companies list, drill down on the desired company.
3 Click the Summary view tab.

For more information on editing summary view information, see “Configuring Summary Views” on
page 20.

Viewing Company Relationship
Hierarchies (End User)

End users use the Relationship Hierarchy view to identify and capture key relationships for a
company. This view features a graphical tree that provides a visual representation of a company’s
relationships. The tree shows the natural hierarchy of a company’s parent-child relationships to
entities such as companies, subsidiaries, divisions, contacts, and coverage relationships with
employees, as well as custom-defined relationships.
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Custom-defined relationships are dynamic associations between the company and any contact,
organization, household, or employee. End users can record custom-defined relationships between
any two entities in the adjacent Party Relationships list.

NOTE: The Relationship Hierarchy view is also available on the Contacts, Employee (read only) and
Households screens. For more information, see “Viewing Contact Relationship Hierarchies (End User)”
on page 57 and “Using the Household Relationship Hierarchy” on page 62.

To establish a natural parent-subsidiary relationship between two companies
1 Navigate to the Companies screen, then the Companies List view.

In the Companies list, drill down on the company to be established as the subsidiary.
Click the More Info view tab.

In the Parent field, select the parent company.

a » W N

Repeat Step 2 through Step 4 to set up companies, subsidiaries, branches, and departments as
needed for your deployment.

o

Click the Relationship Hierarchy view tab.

The new parent-subsidiary relationship is shown in the Relationship Hierarchy explorer in the
lower-left corner of the screen.

Creating a Custom-Defined Relationship
Use the following procedure to create a custom-defined relationship.

To create a custom-defined relationship
1 Navigate to the Companies screen, then the Companies List view.

2 In the Companies list, drill down on the company for which you want to create a custom-defined
relationship.

3 Click the Relationship Hierarchy view tab.
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4 In the Party Relationship list, add a record, and complete the necessary fields.

Some fields are described in the following table.

Field Comments

Relationship Categorizes the relationship between the company and another entity.
Field has an LOV for custom-defined Relationship values. Predefined
values include Reports To, Spouse, Child, Lawyer, Board Member, Primary
Contact (Backup), Admin Assistant, Competitor, Referral, Service
Provider, Investor, Wealth Management Rep, Related Subsidiary, Bank
Attorney, Trustee Attorney, and Debtor Attorney.

This LOV can be modified by the Siebel administrator. For more
information, see “Managing the Custom-Defined Relationship Types LOV” on

page 38.
Start Date If the custom-defined relationship falls:
End Date I Between the Start and End Dates, the custom-defined relationship

appears in the tree.

I Outside the range, the custom-defined relationship does not appear
to the user. The user can enter a start or end date, or both.

Type Use this field to determine the type of entity with which you wish to
establish a relationship. Defaults to Contact. Other values include
Household, Organization, and Employee.

Value The value in this field is based on the Type field. For example, if Type
equals Contact, then clicking the select button in the Value field displays
the Select Contact dialog box.

The newly defined relationship appears in the Relationship Hierarchy explorer.
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This chapter describes how to manage contacts. It includes the following topics:
B “About Managing Contacts” on page 49

B “Scenario for Adding a New Contact” on page 50

B “Process of Managing Contacts (End User)” on page 51

B  “Managing Contact Information (End User)” on page 51
B “Creating Customer Assessments (End User)” on page 55
B “Setting the Customer Value Icon (End User)” on page 56
B “Viewing a Contact Summary (End User)” on page 56

|

“Viewing Contact Relationship Hierarchies (End User)” on page 57

About Managing Contacts

Contacts are entities or individuals with whom the company does business with or with whom it
expects to do business with in the future. Contacts includes employees of other companies,
independent consultants, vendors, or personal acquaintances. Contacts can belong to only one
company, but they can be part of many opportunities, including opportunities that do not involve
their companies. Within Siebel Insurance, contacts are presented in a single view of the customer
and your relationship with the customer.

CAUTION: This chapter assumes you have renamed Siebel Account objects to Companies. By
default, Siebel Insurance installs using the term Accounts. For more information on renaming Siebel
Account objects, see Siebel Database Upgrade Guide.

End users can:

B Enter and track information about contacts, which includes products bought, details of signed
agreements or contracts, and products previously recommended to the customer.

B Document marketing campaigns and details of each customer’s response.

Maintain a history of service requests, insurance claims, and product applications that the
customer has made in the past.

B Analyze a customer’s financial health as well as a customer’s needs.
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The Contacts screen provides an alternative view of data that is available in other screens. Many
tasks that can be performed in the Contacts views can also be performed in other screens. For
example, users can create activities for a contact either in the Contact Activities view, or they can
go to the My Activities view to enter a new activity, and then associate it with the contact. For more
information on basic contact functionality and administration, see Siebel Applications Administration
Guide. You can save time and reduce keystrokes by using a workflow to automate steps that are
repeatedly performed by end users. For more information, see Siebel Business Process Framework:
Workflow Guide.

Scenario for Adding a New Contact

This scenario features sample tasks performed by a sales representative in the insurance industry.
Your company might follow a different workflow according to its business requirements.

Sales Representative Adds a New Contact

At a conference, a new account representative meets a potential customer. The potential customer
gives the new account representative his business card and informs her that he had recently moved
to the area and works for a medium sized software company.

The new account representative returns to her office and enters her new acquaintance into Siebel
Insurance as a new contact. She can also enter his company information and associate the company
with the contact. In the Relationship Hierarchy view, she can enter the relationships for this contact,
including all companies he is associated with, the contact’'s business partners, lawyer, his family
members, and other influential relationships. As the creator of this new contact record, she is
automatically added to the coverage team as the primary representative for the customer. If
necessary, she can also add the small business manager and other product experts to the coverage
team so they can see this new contact in their My Contacts view.

As the customer is looking for personal and business services, the account representative can create
separate opportunity records in Siebel Insurance associated with the contact. In the opportunity
records, she records the products and services the customer is interested in as well as other follow-
up activities to serve the customer's needs.

In the scenario, end users are the new account representatives who manage company information
in the field. They enter information to:

B Add a new contact and associate him/her with companies

Use the Relationship view to enter all the contact's influential relationships

B Add other account representatives to the coverage team
B Create new opportunities associated with the contact
B Create follow-up activities and assign them to the right representatives to close the potential

opportunities
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Process of Managing Contacts (End
User)

This topic details sample tasks often performed by administrators and end-users when managing
contacts. Your company might follow a different process according to its business requirements. The
following list shows tasks end users typically perform when managing contacts:

B “Managing Contact Information (End User)” on page 51

B “Creating Customer Assessments (End User)” on page 55
B “Setting the Customer Value Icon (End User)” on page 56
B “Viewing a Contact Summary (End User)” on page 56
|

“Viewing Contact Relationship Hierarchies (End User)” on page 57

Managing Contact Information (End
User)

Contacts are entities or individuals with whom the company currently does business with or with
whom it expects to do business with in the future. End users manage contact information by:

B Adding new contacts. See “Adding Contacts” on page 51.

B Creating contact categories and notes. See “Creating Categories for Contact Information” on
page 52 and “Creating Notes About Contacts” on page 53.

B Managing contact referral information. See “Managing Contact Referral Information” on page 54.

Adding Contacts

When end users meet someone in the course of business, they add a contact record for that
individual to track pertinent personal information and possible potential future business.

NOTE: The Personal Contacts List is different from the Contacts Lists because it is designed for
contacts not associated with a company. Therefore, in the Personal Contacts List, adding a company
to a record does not also add it to the My Contacts view, All Contacts view, and so on. End users
must add business contacts in one of the Contacts List views proper. They must create, review, and
manage activities for their personal contacts only in the Activities view of the Personal Contacts List
view, not in the other Contacts views.

To add a contact
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts form, click the show more button, add a record, and complete the necessary
fields.
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3  To specify a privacy level, drill down on the contact name link, scroll down to the Privacy Option
field, and select one of the following:

m  Opt-In. Sharing of nonpublic personal information is allowed without restrictions.
m  Opt-Out - Affiliates. Sharing of nonpublic personal information with affiliates is not allowed.

m  Opt-Out - Third Party. Sharing of nonpublic personal information with third parties is not
allowed.

m  Opt-Out - All Parties. Sharing of nonpublic personal information with any affiliate or third
party is not allowed.

United States law requires that financial institutions disclose their privacy policies regarding the
sharing of nonpublic personal information with third parties, and fair credit reporting, that
impacts the sharing of nonpublic personal information with affiliates. End users can specify a
privacy level by making a selection from the Privacy Option field.

The Privacy Option field is for registering the privacy level requested by the contact; it does not
impact record visibility in any way.

Associating a Contact with a Company
Use the following procedure to associate a contact with a company.

To associate a contact with a company
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the desired contact.
3  Click the More Info view tab.
4 In the Account Name field, select a record from the list of available companies.

The application automatically associates the company with the contact and populates the address
with the default company address information.

5 To change the address, click the select button in the Address Line field, and select an address.
6 To specify an address as the contact’s primary address, click the Primary field.

NOTE: The primary address in the Contact Addresses dialog box appears in the address fields
on the More Info form.

7 In the Time Zone field, select the contact’s time zone.

Creating Categories for Contact Information

If the default Contacts list and More Info form do not contain fields to track the type of information
that end users must track, they can add additional categories. A manager might have set up a list
of values from which users can select.
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To add a category to a contact
Navigate to the Contacts screen, then the Contacts List view.

In the Contacts form, query for the desired contact.
Drill down on the Last Name link, click the Categories view tab, and create a new record.
In the Categories list, select a category from the list of values or create a new category.

Complete the necessary fields.

o a0 b~ W N R

Create additional categories by repeating Step 4 through Step 5.

Creating Notes About Contacts

As end users work with contacts, they learn things they might want to remember. Often these tidbits

of information are best stored as notes. Users can create notes that everyone with access to the
contact record can see, or they can create notes that only they can see.

To create a note regarding a contact
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the desired contact.

NOTE: If the contact does not exist, add it. For more information, see “Adding Contacts” on
page 51.

3 Click the Notes view tab.
4 From the link bar, select one of the following:
m  Public Notes. Notes that others can see.
m  Private Notes. Notes that only their creators can see.
5 In the Notes list, add a record and complete the necessary fields.
NOTE: You can perform a spell check in Private Notes, but not in Public Notes.

Some fields are described in the following table.

Field Comments

Created Automatically populates with a date and timestamp.

Type Default value is Note. Select alternate value to categorize the type of
note.

Description Text field for the content of the note.
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Managing Contact Referral Information

The Referrals view tab allows end users to enter referral information associated with contacts.
Referrals are potential opportunities.

In the Referrals tab view, end users can record both referrals they give to their contacts, as well as
referrals received from a contact.

To create a new contact for a referral
1 On the Contacts screen, create contacts. For more information, see “Adding Contacts” on page 51.

2 Associate those contacts with the new company. For more information, see “To associate a contact
with a company” on page 52.

3 On Referrals view tab, select the Contact from the Pick Contact dialog box associated with this
field.

Entering a Referral Received from a Contact
Use the following procedure to enter a referral received from a contact.

To enter a referral received from a contact
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the desired contact.
3  Click the Referrals view tab.
4 From the drop-down list, select Referral From This Contact.

NOTE: View all referrals from the contact by selecting Referrals From This Contact in the drop-
down list.

5 In the form, add a record, and complete the necessary fields.

Some fields are described in the following table.

Field Comments

Company Select an existing company or create a new one. The company selected
represents the potential opportunity for your organization.

Last Name Select a contact to associate with the referral company, as selected in the
Company field; if you entered a Company, the list of Contacts is restricted
to those associated with the selected company.

Referred By Select the employee who made the referral.

Creating a Referral to a Contact
Use the following procedure to create a referral to a contact.
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To create a referral to a contact
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the desired contact.
3 Click the Referrals view tab.
4

Scroll down to the Referrals to This Contact list, and from the drop-down list, select Referrals To
This Contact.

5 In the list, add a record, and complete the necessary fields.

Some fields are described in the following table.

Field Comments

Disposition The status of the referral.

Company Select an existing company or create a new one. The company
selected represents the potential opportunity for your service
provider.

Last Name Select a contact to associate with the referral company, as selected

in the Company field; if you entered a Company, the list of Contacts
is restricted to those associated with the selected company.

Referred By Select the employee from your organization who made the referral.

Creating Customer Assessments (End
User)

The Contacts Assessments view can help end users qualify contacts. Contact assessments are
created in the Contacts Assessments view.

NOTE: A similar assessment functionality is available for companies. For more information, see
“Creating Company Assessments (End User)” on page 44.

A customer assessment evaluates a contact based on defined criteria. Each assessment template has
a group of assessment attributes that make up the different measurement points of the assessment.
A Siebel administrator can create new templates and add or modify assessment attributes. For more
information on assessment templates and how to define and manage them, see Siebel Applications
Administration Guide.

To create a customer assessment
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the contact for whom the assessment will be added.

3 Click the Assessments view tab, and create a new record.
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4 In the Template Name field, select the desired template.

Assessment attributes, as defined for the template, are automatically created in the Assessment
Attributes list.

5 Scroll down to the Assessment Attributes list, and where possible, select a value for each
attribute by clicking the select button in the Value field.

Setting the Customer Value Icon (End
User)

In addition to the customer value assessment tool described in “Creating Customer Assessments (End
User)” on page 55, there is an alternative customer value measurement device in Siebel Insurance.

The customer value icon is a series of five stars visible on the contact form. The number of stars
activated indicates the perceived value of the contact.

To adjust the customer value stars
B From the Contacts screen, then the More Info view, adjust the value in the Tier field.

Viewing a Contact Summary (End User)

The Contact Summary view provides a comprehensive view of a contact’s relationship with an end
user’s organization in an editable format. This view displays the customer’s contact information,
financial accounts, applications, alerts, campaigns targeted at the customer, and service requests
and opportunities associated with the customer.

The Customer Value stars on the Contact form indicates the customer’s value to the organization.
For more information, see “Setting the Customer Value Icon (End User)” on page 56.

To view contact summary information
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on a contact.
3 Click the Summary view tab.

For more information on editing summary view information, see “Configuring Summary Views” on
page 20.
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Viewing Contact Relationship
Hierarchies (End User)

A contact’s relationships are those of influence. End users might have a contact who relies heavily

on the opinions of others when making purchasing or other decisions. If so, they might want to keep
track of the relationships between a contact having purchasing authority and those who might
influence his purchasing decisions.

End users use the Contacts Relationship Hierarchy view to identify and capture key relationships for
a contact. This view features a graphical tree that provides a visual representation of a contact’s
relationships. The tree displays both the natural hierarchy of a contact’s parent-child relationships
to entities such as companies and households, as well as custom-defined relationships.

Custom-defined relationships are dynamic associations between the contact and any other contact,
organization, or household. End users can record custom-defined relationships between any two
entities in the adjacent Party Relationships list.

NOTE: The Relationship Hierarchy view is also available on the Companies and Households screens.
For more information, see “Viewing Company Relationship Hierarchies (End User)” on page 46 and
“Using the Household Relationship Hierarchy” on page 62.

To view a contact’s relationship hierarchy
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the contact for whom you want to view a relationship hierarchy.
3 Click the Relationship Hierarchy view tab.

The Contacts Relationship Hierarchy view appears.

Defining a Relationship Between Contacts
Use the following procedure to define a relationship between contacts.

To define a relationship between contacts
1 Navigate to the Contacts screen, then the Contacts List view.

2 In the Contacts list, drill down on the contact for whom you want to describe relationships; if the
contact does not exist, add it.

For more information on adding contacts, see “Adding Contacts” on page 51.

3 Click the Relationship Hierarchy view tab.
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4 In the Party Relationship list, add a record, and complete the necessary fields.

Some fields are described in the following table.

Field Comments

Relationship Categorizes the relationship between the contacts. The field has an LOV for
Custom Defined Relationship values. Predefined values include Reports To,
Spouse, Child, Lawyer, Board Member, Primary Contact (Backup), Admin
Assistant, Competitor, Referral, Service Provider, Investor, Wealth
Management Rep, Related Subsidiary, Bank Attorney, Trustee Attorney, and
Debtor Attorney.

The Siebel administrator can modify this LOV. For more information, see
“Configuring Lists of Values” on page 20.

Type Defaults to Contact. Other values include Household, Organization, and
Employee.
Value Identifies the other member of the relationship. The values are constrained by

the Type field selection. For example, if Type equals Contact, then clicking the
select button displays the Select Contact dialog box.

The newly defined relationship is expressed in the Relationship Hierarchy explorer.
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This chapter describes how to manage households. It includes the following topics:
“About Managing Households” on page 59

“Scenario for Managing Households” on page 60

“Process of Managing Households” on page 60

“Adding Households” on page 60

“Setting the Household Privacy Option” on page 61

“Associating Contacts with Households” on page 61

|
|
|
|
|
|
B “Viewing Household Summaries” on page 62
|

“Using the Household Relationship Hierarchy” on page 62

About Managing Households

A household is a group of contacts generally sharing a common link or association. Households
provide valuable segmentation information on the household as a whole, as well as a summary of
information about the household member contacts. Users can use the Households screen for
identifying and capturing demographic information about a household. They can also use the
Households screen to review customer’s financial accounts, products, and contact information
associated with that household. This information allows them to assess customers’ data.

CAUTION: This chapter assumes you have renamed Siebel Account objects to Companies. By
default, Siebel Insurance installs using the term Accounts. For more information on renaming Siebel
Account objects, see Siebel Database Upgrade Guide.

Grouping all of a customer’s accounts by household allows a service provider to identify a client’s
real value to the organization and seek opportunities to cross-sell and up-sell additional products and
services to them, such as homeowners insurance and loans for children’s education. In addition, the
ability to view all of a customer's financial accounts and related portfolio information by household
allows an organization to view the household’s overall financial position.

By following the procedures described in this chapter, users can enter, manage, and review
information about household members (contacts), accounts, policies, underwriting reports, claims,
opportunities, activities, service requests, and relationship hierarchies.

NOTE: Many of the views are read-only, because they provide a summary of information about
household contacts. The only editable views are Contacts and Relationship Hierarchy.

The Households screen and associated views that appear in Siebel Insurance share much of the
functionality found in Siebel Business Applications. This chapter focuses on the household
functionality that is unique to Siebel Insurance. For more information on basic household
functionality, see Siebel Applications Administration Guide.
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Scenario for Managing Households

These scenarios are examples of workflows performed by sales representatives and their managers
in the insurance and healthcare industries. Your company might follow a different workflow according
to its business requirements.

Household information supports sales and service decisions for segmentation and cross-selling. It
also provides background information for the finance and insurance industries about a household and
all of its contacts.

A sales representative uses the Household screen for identifying and capturing demographic and
relationship information about the household, and for reviewing policies and products associated
with that household. From the Households screen, the sales representative creates a new household
for a new customer. He then adds contacts to the household.

Some weeks later, the sales representative wants to review household information. He navigates to
the My Households view, and then selects the Insurance Summary view to review a list of contacts,
service requests, policies and quotes, and claims associated with a household.

In this scenario, end users are the sales representatives who manage household information in the
field. They enter and review information to:

B Add a household

Add a contact to a household

B View household summary information
B View household relationships
B View household policies

Process of Managing Households

This topic details sample tasks often performed by end-users when managing households. Your
company might follow a different process according to its business requirements.

B “Adding Households” on page 60

B “Setting the Household Privacy Option” on page 61
B “Associating Contacts with Households” on page 61
B “Viewing Household Summaries” on page 62
|

“Using the Household Relationship Hierarchy” on page 62

Adding Households

End users can collect and manage information about a customer’s household. Households are added
from the Households screen. For detailed information on how to add a household see Siebel
Applications Administration Guide.
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Setting the Household Privacy Option

United States law requires that financial institutions disclose their privacy policies regarding the
sharing of nonpublic personal information with third parties, and fair credit reporting, that impacts
the sharing of nonpublic personal information with affiliates. End users can specify a privacy level by
making a selection from the Privacy Option field.

The Privacy Option field is for registering the privacy level requested by the household; it does not
impact record visibility in any way.

To set the privacy option for a household
1 Navigate to the Households screen, then the List view.

2 To specify a privacy level, scroll down to the Privacy Option field and select one of the following:
m  Opt-In. Sharing of nonpublic personal information is allowed without restrictions.
m  Opt-Out - Affiliates. Sharing of nonpublic personal information with affiliates is not allowed.

m  Opt-Out - Third Party. Sharing of nonpublic personal information with third parties is not
allowed.

m  Opt-Out - All Parties. Sharing of nonpublic personal information with any affiliate or third
party is not allowed.

Associating Contacts with Households

Contacts are persons associated with a household. End users can specify one person in the household
as the head of household and then identify the others as spouse, child, or dependent parent.

To add a contact to a household
1 Navigate to the Households screen, then the List view.

2 In the Households list, drill down on the household to which the contacts will be added.
3 Click the Contacts view tab.
4 In the Contacts list, click Add, and do one of the following:
m Select an existing contact and click OK.
m  Perform a query to choose an existing contact.
B Select New to add a new contact.
The contact is associated with the household.

NOTE: In the Households screen, a contact’s address is his or her residential or personal
address. In the Contact’s screen, a contact’s address is his or her work address. Household
addresses can only be selected from among residential addresses.
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Managing Households @ Viewing Household Summaries

Viewing Household Summaries

The Household Summary view provides a comprehensive view of the household’s relationship with
an end user’s organization in an editable format. This view displays basic information about the
household, contacts, financial accounts, and past or pending service requests.

To view household summary information
1 Navigate to the Households screen, then the List view.

2 In the Households list, drill down on the household, and click the Summary view tab.

Using the Household Relationship
Hierarchy

End users use the Household Relationship Hierarchy view to identify and capture key relationships
for a household. This view features a graphical tree that provides a visual representation of a
household’s relationships, which includes its natural relationships to the household con