3.4.3.3 C2M.CCB.v2.6.Process Customer Request For Literature and Forms

[bookmark: TitleEnd][bookmark: _Toc447612468][bookmark: _Toc220561029][bookmark: _Toc220561222][bookmark: _Toc220561550][bookmark: _Toc220561870][bookmark: _Toc220562308][bookmark: _Toc220562598]

C2M.CCB v2.6

                3.4.3.3 Process Customer Request 
For Literature and Forms




 
Creation Date:	November 18, 2010
Last Updated:	November 6, 2017
Note: Title, Subject, Last Updated Date, Reference Number, and Version are marked by a Word Bookmark so that they can be easily reproduced in the header and footer of documents.  When you change any of these values, be careful not to accidentally delete the bookmark.  You can make bookmarks visible by selecting Tools->Options…View and checking the Bookmarks option in the Show region.

Note: To add additional approval lines, press [Tab] from the last cell in the table above.



[image: ] 	








                                                                                    Copyright © 2017, Oracle. All rights reserved.
This document is provided for information purposes only and the contents hereof are subject to change without notice.
This document is not warranted to be error-free, nor subject to any other warranties or conditions, whether expressed orally or implied
in law, including implied warranties and conditions of merchantability or fitness for a particular purpose. We specifically disclaim any
liability with respect to this document and no contractual obligations are formed either directly or indirectly by this document. This document
may not be reproduced or transmitted in any form or by any means, electronic or mechanical, for any purpose, without our prior written permission. Oracle, JD Edwards, PeopleSoft, and Siebel are registered trademarks of Oracle Corporation and/or its affiliates. Other names may be trademarks of their respective owners.

 
Contents
Brief Description	4
Business Process Model:	5
Detail Business Process Model Description	6
Test Documentation related to the Current Process	9
Document Control	10
Attachments:	11
Literature Request Zone	11
Email Document Template	11

Note: To update the table of contents, put the cursor anywhere in the table and press [F9].  To change the number of levels displayed, select the menu option Insert‑>Index and Tables, make sure the Table of Contents tab is active, and change the Number of Levels to a new value.


[bookmark: _Toc274656717][bookmark: _Toc282941727]Brief Description
Business Process: 	3.4.3.3 C2M.CCB.Process Customer Request For Literature And Forms
Process Type:		 Sub Process          
Parent Process:		3.4 C2M.CCB.Manage Customer Relationship 
Sibling Processes:	3.4.1.1 C2M.CCB.Manage Customer Contact



This process takes place, when a customer requests or needs some information in the format of literature or a form. We now provide a fast and effective way for a CSR or Authorized to deliver that information using the new Literature Request zone.
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1.0 Analyze Request 
Actor/Role: CSR or Authorized User
Description:
CSR or Authorized User decides what type of information the customer is seeking.

1.1 Search For Customer 
Actor/Role: CSR or Authorized User
Description:
As a result of a customer request, the first step is to determine if a person exists or if a new person has to be created. 


1.2 Add Person 
Actor/Role: CSR or Authorized User
Description:
If a person needs to be added, the CSR or Authorized User navigates to Person Page to add information. This process is provided in 3.3.1.1 Establish Person and or Account.


1.3 Enter Customer Contact 
Actor/Role: CSR or Authorized User
Description:
CSR or Authorized User creates a customer contact pertaining to the literature or form and how it was sent to the customer, Email or post. This process is provided in 3.4.1.1 Manage Customer Contact.


1.4 Identify Document Or Form To Send  
Actor/Role: CSR or Authorized User
Description:
CSR or Authorized User asks customer what information or Form is needed and if he/she prefer to receive it via email or postal service.


1.5 Request To Email Literature Or Form
Actor/Role: CSR or Authorized User 
Description:
CSR or Authorized User navigates to the Dashboards Literature Request Zone, accesses the Email for Literature or Form.

 



1.6 Generate Email And Send To Customer 
Actor/Role: C2M(CCB)   
Description:
CSR or Authorized User generates the email and sends it on to the customer. 

	Characteristic Type: CM_FILE

	Portal: CI_DASHBOARD-Dashboard

	Zone Type: F1_DE_SINGLE-Infor Date Explore, Single SQL

	Zone: CI_DOCTDB-Literature Request



Configuration Required Y		Entity to Configure




	BO CI_DocumentTemplate - Document Templates



Business Object Y                       		 Business Object   

Note: Populate Option Type File Directory with spl/V230_CCB_DEMO_BLD21_LIN_ORA_WLS/splapp/billView/, (Emailing Files); Defines the default file directory in which files need to be stored to be attachable to emails.



1.7 Receive Email Literature Or Form  
Actor/Role: Customer
Description:
Customer receives Literature or Form via email



1.8 Request To Print Literature Or Form  
Actor/Role: CSR or Authorized User
Description:
CSR or Authorized User navigates to the Dashboards Literature Request Zone and selects the requested document in PDF format.












1.9 Print And Send To Customer                                                    
Actor/Role: C2M(CCB)   
Description:
CSR or Authorized User prints the literature or form and mails it on to the customer. 

	Characteristic Type: CM_FILE

	Portal: CI_DASHBOARD-Dashboard

	Zone Type: F1_DE_SINGLE-Infor Date Explore, Single SQL

	Zone: CI_DOCTDB-Literature Request



Configuration Required Y			Entity to Configure




	BO CI_DocumentTemplate - Document Templates


 
Business Object Y                        		Business Object   

Note: Populate Option Type File Directory with spl/tips/sampleLiterature/ - (Launching Files); Defines the default file directory in which files are stored for later online retrieval.


1.10 Receive Postal Literature Or Form  
Actor/Role: Customer
Description:
Customer receives Literature or Form through the postal service
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