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Get Help

There are a number of ways to learn more about your product and interact with Oracle and other users.

Get Help in the Applications

Use help icons @ to access help in the application. If you don't see any help icons on your page, click your user image
or name in the global header and select Show Help Icons.

Get Support

You can get support at My Oracle Support. For accessible support, visit Oracle Accessibility Learning and Support.

Get Training

Increase your knowledge of Oracle Cloud by taking courses at Oracle University.

Join Our Community

Use Cloud Customer Connect to get information from industry experts at Oracle and in the partner community. You
can join forums to connect with other customers, post questions, suggest ideas for product enhancements, and watch
events.

Learn About Accessibility

For information about Oracle's commitment to accessibility, visit the Oracle Accessibility Program. Videos included in
this guide are provided as a media alternative for text-based topics also available in this guide.

Share Your Feedback

We welcome your feedback about Oracle Applications user assistance. If you need clarification, find an error, or just
want to tell us what you found helpful, we'd like to hear from you.

You can email your feedback to oracle_fusion_applications_help_ww_grp@oracle.com.

Thanks for helping us improve our user assistance!
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1 About This Guide

Audience and Scope

This guide is intended for users who are involved in implementing and administering the Human Resources Help Desk
and Internal Help Desk in the Redwood experience. For HR Help Desk in the Classic Experience, refer to the Appendix.

Related Guides

To understand more about the implementation tasks covered in this guide, you can refer to the following table for a list
of related guides.

Title Description

Oracle Fusion Cloud Applications: Oracle Contains information to assist help desk personnel and other end users to perform day-to-day

Cloud Using Help Desk business task using Oracle Help Desk.
Oracle Fusion Cloud B2B Service Using Describes how administrators, agents, authors, and other knowledge base contributors can implement
Knowledge Management and use Oracle Knowledge in Oracle B2B Service.

Extending Oracle Cloud Applications with ~ Describes how to use Visual Builder Studio to extend your application.
Visual Builder Studio

Oracle Fusion Cloud Customer Experience = Contains information to help those charged with exporting and importing object data.

Understanding Import and Export
Management for Sales and B2B Service

Oracle Fusion Cloud Customer Experience = Contains information to help setup users and sales administrators configure access to Oracle Sales
Securing Sales and Fusion Service functionality and data.

Oracle Fusion Cloud Customer Experience  Lists the predefined security data included in the Oracle Sales offerings.
Security Reference for Sales and Fusion
Service

Educational Resources

Learn how to successfully implement Help Desk in your organization with online video training, student guides, and
hands-on practices.
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Implementing Help Desk Course

In this course, you'll learn to perform an initial Help Desk implementation. You'll learn the implementation basics, dive
into specific configuration options, and get access to hands-on practices you need to get up and running fast.

In this course, you'll learn to:

Enable the Help Desk offering in your environment
- Configure help desk request management options
- Configure help desk request management options
- Configure entitlements, queues, routing, and agent assignment
- Configure inbound and outbound email
- Create and maintain knowledge articles

- Create and maintain helpful agent productivity tools

To learn more, visit Oracle University's Help Desk Implementation course.

Implementation Foundation Course

If this is your first Help Desk implementation, you'll need to learn the foundations first. In this hands-on course, you'l
learn how to enable the application components you need, how to configure access and security, and best practices for
performing a basic initial implementation of your application.

Starting off right will help you avoid costly mistakes down the line. Knowing how things work will help you communicate
effectively with your internal team and with Oracle staff. In short, this knowledge will help you make the best decisions
for your specific business requirements.

This course, or equivalent knowledge, is a prerequisite for the Implementing Help Desk course. Here's what you'll learn
in this course:
Perform the initial setup of your environment
- Create and manage setup users
- Configure application and user security

Perform common configurations such as setting profile options, modifying lookups, and using Quick Setup
pages
Identify tools for integration, extension, and migration of the application

To learn more, visit Oracle University's Implementation Foundation course.

Sign Up for Oracle Cloud Learning Subscriptions

Ongoing education is your key to success. Oracle University offers online courses, that let you learn at your own pace.
With this knowledge and hands-on experience, you'll be prepared to earn the Certified Implementation Professional
credential acknowledging you as a skilled implementor.

To learn more about online learning, visit Oracle University.
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Overview of Help Desk

Help Desk is a tool you can use to support your internal employees, contingent worker's, and non worker's questions
and requests. It can be used for any type of support, such as Human Resources, Maintenance Requests, ERP, Sales, or
Facilities.

There are two stripe codes associated with Help Desk in the Redwood experience. Human Resources requests have their
own stripe code, HRHD, to provide an added layer of security and separate sensitive Human Resources data from other
types of requests. All other types of requests use the strip code ISR for Internal Service Requests, which is used for any
support for employees other than Human Resources.

Think of Internal Requests as any type of support for your employees, other than Human Resources.

Help Desk is a separate offering in Setup and Maintenance and has employee and agent flows that you can configure by
the type of support you're implementing. After enabling the offering, the HR Help Desk and Internal Service Requests
features are enabled and setup separately.

Help Desk has built-in capabilities for a self-service employee’'s My Help page to search knowledge, view existing help
desk requests, or create new requests. In addition, agents working on requests manage their work through a request
list page that includes assignment and routing, milestones, action plans, knowledge search, messaging with the request
owners, and collaboration across the enterprise.

ORACLE
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2 Enable Help Desk

Steps to Enable Help Desk

To enable Help Desk, you need to complete the following steps:

Enable the Help Desk offering and features in Setup and Maintenance.
Enable Elastic Search.

Set Global Locale for Knowledge (if applicable).

Grant job roles to your test users to access the UL.

How do | enable the Help Desk offering and its features?

P UWNa

The Help Desk offering and features must be enabled in order to see them in Setup and Maintenance. Here's how:

Sign in to Setup and Maintenance as an Application Implementation Consultant.
From the Actions drop-down list, select Go to Offerings.

Click the Help Desk offering.

Click Opt In Features .

In the Help Desk row, select the Enable check-box.

In the Help Desk row, click the Edit icon in the Features column.

In the Edit Features: Help Desk window, click the Edit icon in the Enable column.
In the Help Desk Usage, click the Edit icon in the Enable column.

Select the usage that you want to use for your implementation. Options are Internal Service Requests and HR
Service Requests.

10. Click Save and Close .

11. Click Done.

12. Inthe Opt In: Help Desk page, you can select to enable any other features you're using.
13. Click Done.

VP3OV AE NN

Note: Some setup tasks will only appear in the table of contents after you enable the associated feature. For example,
some of the email setup tasks don't appear in the task list unless the Email Communication Channel feature is
enabled.

Functional Areas of the Help Desk Offering

To start implementing Help Desk, a user with the Application Implementation Consultant role must opt into the
offerings you want to use.

Help Desk Functional Areas
The following table shows the primary functional areas of the Help Desk offering.

ORACLE



Oracle Fusion Cloud Applications
Implementing Help Desk

Chapter 2
Enable Help Desk

CAUTION: Changes in tasks for that are shared with the Service offering will impact the setup for existing service
requests (used in CRM and the Classic HR Help Desk). If your company is using the CRM Service application or the
Classic HR Help Desk, be sure to coordinate any changes to shared tasks with the Service Administrator.

Functional Area

Help Desk Request

Assignment and Routing

Email Communication Channel

Other Communication Channels

Service Catalog

Knowledge Management

Service Entitlements

Action Plans

Productivity Tools

Business Units

Application Extensions

Description

Manage lookup values for requests, for example severity, status, or priority values. You can opt into
auditing of help desk requests, or change default action for areas such as assignment, auto-close, and
default values.

Manage the Help Desk request assignment objects and assignment rules. You can use attributes of the
request as well as the employee to create the rules.

Manage the channels you use to communicate with customers, configure each channel, and manage
the Omnichannel toolbar and assignment rules.

Manage settings for the tools that make agents more productive, including global search,
collaboration, and standard text.

Manage the product hierarchy used for categorizing the product of a help desk request.

Enable knowledge management features, set up locales and users, and create and manage the
knowledge base for authors, agents, and external users.

Manage the configuration of milestones tracked for Help Desk requests.

Associate action plans with help desk requests to help facilitate a series of steps or a sequence of
events that may be required to resolve requests.

Manage settings for the tools that make agents more productive, including global search,
collaboration, and standard text.

Set profile options to enable the multi-BU functionality, define and add internal resource organizations,
create business units, and BUs associated with resource organizations.

Manage the common functions that help in maintaining the core application data, establishing
security, maintaining transactional and shared data, and setting the user general preferences.

How do | enable Elastic Search for the Help Desk object?

Elastic search is used for the Next Gen Help Desk request list and is enabled in the Sales Offering.

Enable Elastic Search

1. Navigate to Setup and Maintenance.
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1n.
12.
13.
14.
15.

16.

OygouUuhhunN

Click the Tasks icon.

Click Search.

Enter the task name Configure Adaptive Search.

Click Search.

Click the Configure Adaptive Search task link.

On the Configure Adaptive Search page, select the Setup tab.
In the Service section, click the check box to enable either the HR Help Desk Request object, or the Internal
Service Request object.

From the Actions menu, select Partial Publish.

Click both HR Help Desk Request and Case.

Click Proceed with Partial Publish.

Click Publish.

Click OK on the warning message.

Select the Monitor tab.

Click Start Process to start the Elastic Search indexing.

Note: This job will continue to run in the background. It is initially very common for there to be errors. Start
the process again until you see a Wait status. As long as the job is running, you won't see REST API errors
from this search in Help Desk.

Verify that you see the job in WAIT status.

Enable Group By (Optional)

While you're in the Configure Adaptive Search task you may want to consider enabling Group By so your agents can
view requests by groupings on the List page. For example group by New requests. To enable Group By do the following:

VWOJOURWNA

If you're not already in the Configure Adaptive Search task from the previous procedure:
Navigate to Setup and Maintenance.

Click the Tasks icon.

Click Search.

Enter the task name Configure Adaptive Search.

Click Search.

Click the Configure Adaptive Search task link.

On the Configure Adaptive Search page, select the Configure Ultab.

Enter either HR Help Desk Request or Internal Service Request in the Find Objectsfield.
Click the Search icon.

In the Enable for Group By column, select the fields you want to enable for grouping.
Click Save and Close.

Navigate to the Configure Adaptive Search task.

Click the Parameters tab.

If the Enable Group By parameter Current Value is N, then click Edit and change it to Y.
If you've made a change, click Save then navigate back to the Configure Adaptive Search task.
Click the Setup tab.

From the Actions menu, select Full Publish.

Click Publish on the message.

Select the Monitor tab.

. Click Start Process to start the Elastic Search indexing.

Note: This job will continue to run in the background. It is initially very common for there to be errors. Start
the process again until you see a Wait status. As long as the job is running, you won't see REST API errors
from this search in Help Desk.
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22. Verify that you see the job in WAIT status.

Set Global Locale for Knowledge

If you are using a single Global Knowledge Locale, you can set it globally so each user doesn't need to set it for
themselves.

To set the global language preference:

1. In Setup and Maintenance, go to:
o Offering: Help Desk

o Functional Area: Knowledge Management
o Task: Manage Knowledge Locales

2. Onthe Manage Locales page, select a locale from the Default Preferred Knowledge Locale drop-down list.
3. Set the Default Preferred Knowledge Locale.

The checked box indicates that the English-US locale is active, which means an author can create knowledge in
that locale.

Note: Use an account that is tied to an employee record in Core HR, as a Resource party-ID must be
associated to the user in order to manage knowledge locales.

Grant Help Desk Job Roles to Users

The following job roles are used for Help Desk:

HR Help Desk
Employee:

Next Gen Human Resources Help Desk User

Agent:
Next Gen Human Resource Help Desk Agent

Next Gen Human Resource Help Desk Manager
Administrator:

Next Gen Human Resource Help Desk Administrator

Internal Help Desk
Employee:

Internal Help Desk User (Internal — non-HCM SRs)
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Agent:
Internal Help Desk Agent

- Internal Help Desk Manager

Administrator:

Internal Help Desk Administrator

When you've successfully enabled the interface for the Redwood experience and granted access to users, new icons for
Help Desk appear on the Home Page.

Good afternoon, Robert Jackman!
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5 Lookups, Profile Options, and Scheduled
Processes

What are Lookups, Profile Options, and Scheduled
Processes for Help Desk?

Lookup types, profile options, and scheduled processes let you configure application behavior and process data.

Briefly, here's what lookup types, profile options, and scheduled processes do:

Lookup types: Provide the lists of values in applications. Many lookup types can be modified to fit your
business needs.

Profile options: Let you configure the application behavior.
- Scheduled processes: Act on data in the applications.

Get additional information on lookup types, profile options, and scheduled processes in this chapter and in the related
topics.

Related Topics
« What are the scheduled processes?

« How can | access predefined profile options?
« How can | access predefined lookups?

Lookups

Lookup Types

Lookup types provide the lists of values in application fields that are drop-down lists.

For example, while creating a help desk request, the Severity is selected from a drop-down list. The values in that list
are derived from a lookup type defined in Setup and Maintenance. This lookup type has several potential values known
as lookups, each with their own unique lookup code and meaning that displays in the UL.

Note: You can't create a new lookup with the name starting with ORA, to avoid any conflict with the lookups seeded
in the application.

How You Modify Lookup Types

You can modify many lookup types during or after implementation.

n
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The configuration level of a lookup type determines whether the lookups in that lookup type can be edited. The lookup
configuration levels are: User, Extensible, and System.

Here's a table that shows which lookup management tasks are allowed at each modification level.

Allowed Task User Extensible System
Deleting a lookup type Yes No No
Inserting new codes Yes Yes No
Changing the wording that displays Yes Yes Yes

on the page (Meaning field)

Updating start date, end date, and ~ Yes Yes, only if the code isn't No
enabled fields predefined data
Deleting codes Yes Yes, only if the code isn't No

predefined data
Updating tags Yes No No

Updating module Yes No No

If a product depends on a lookup type, the configuration level must be set to system or extensible to prevent deletion.
Once the configuration level is set for a lookup type, it can't be modified. The configuration level for lookup types
created using the Define Lookups page is by default set at the User level.

Help Desk Lookup Types
You can find lookup types by searching for an associated setup task in the Setup and Maintenance work area. Lookup
types that are commonly edited are presented within the Help Desk offering as one of the setup tasks or task lists. Other
lookup types that are less frequently changed, may not be shown in the offering, but can still be accessed through the
Manage Common Lookups task. Here are some of the common help desk lookup tasks or task lists:

- Define Help Desk Request Lookups

- Manage Help Desk Request Severity

- Manage Help Desk Request Channel Types

Modify Lookups

Administrators can modify lookups for help desk requests. Optionally, you can map status values to status types. By
default, the following five Status types exist for help desk requests:

A help desk request always has one of these status types. However, administrators might want to display different labels
for status types or change the display sequence. For example, this might be useful in situations where you want to

12
ORACLE



Oracle Fusion Cloud Applications Chapter 3
Implementing Help Desk Lookups, Profile Options, and Scheduled Processes

distinguish between statues such as "In Progress - Troubleshooting" versus "In Progress - Repairing." This procedure
maps one or more Statuses to status types.

The following tasks are used to modify the request lookups for Internal Help Desk:
Internal Help Desk Tasks
Task Description

Manage Severities for Internal Help Desk Manage the values and color coding that indicate the severity of the issue to the employee for Internal
Requests Help Desk Requests.

Manage Status Values for Internal Help Set up Status Values for Internal Help Desk Requests and map them to the required status type.
Desk Requests
Manage Outcomes and Resolutions for Set up Outcomes and Resolutions for Internal Help Desk Request wrap-ups.

Internal Help Desk Requests

Manage Profile Options for Internal Help Set up Profile Options for Internal Help Desk Requests.
Desk Requests

Manage Categories for Internal Help Desk = Set up the category hierarchy that describes the nature of the Internal Help Desk Requests submitted
Requests by the employee.

The following tasks are used to modify the request lookups for HR Help Desk:

HR Help Desk Tasks
Task Description
Manage Severities for HR Help Desk Manage the values and color coding that indicate the severity of the issue to the employee for HR Help
Requests Desk Requests.

Manage Status Values for HR Help Desk Set up status values for HR Help Desk Requests and map them to the required status type.
Requests

Manage Outcomes and Resolutions for HR = Set up Outcomes and Resolutions for HR Help Desk Requests wrap-ups.
Help Desk Requests

Manage Profile Options for HR Help Desk = Set up Profile Options for HR Help Desk Requests.

Requests
Manage Categories for HR Help Desk Set up the category hierarchy that describes the nature of the HR Help Desk Requests submitted by the
Requests employee.

The following tasks are shared between Help Desk (both HR and Internal Help Desk) and the Service offering (used by
the CX solution). Important: See the Caution note in the following procedure.
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Shared Tasks Between Help Desk (both HR and Internal Help Desk) and B2B Service

Task

Description

Manage Service Request Internal Priorities Review and define lookup values that provide choices for a Service Request's Priority.

Manage Service Request Channel Types Specifies the origin of the service request and the communication mechanism of each message.
Manage Service Request Sources Specifies the source or user interface where the request was created.
Manage Service Request Resolutions Specify the values identifying how the Service Request was ultimately resolved.

Manage Service Request Problem Types Specifies the type of problem reported in the request.

To modify lookups:

1.

PUuN

5.

In the Setup and Maintenance work area, go to the following:

o Offering: Help Desk
o Functional Area: Help Desk Request
o Task: Select All Tasks and click the task you want to modify.

CAUTION: If the task doesn't specifically say Internal Help Desk or HR Help Desk, it's a shared task.
Changes in tasks that are shared with the Service offering will impact the setup for existing service
requests (used in CRM and the previous generation HR Help Desk). If your company is using the CRM
Service application or the previous generation help desk, be sure to coordinate any changes to shared
tasks with the Service Administrator.

In Lookup Codes, click the lookup code that you want to modify.
Modify the fields to correspond to your needs.

Click Save and Close.

Repeat the procedure for all of the help desk request lookup tasks.

The help desk request lookup is modified.

Related Topics

- How do | update existing setup data?

Modify Channel Type Visibility

Help Desk administrators can disable channels that should not be displayed in the application when an agent composes
a message by sending a response or capturing an employee message.

Visibility is shared with Fusion Service and is set up in the Service offering.

1.

In the Setup and Maintenance work area, go to the following:
o Offering: Service

o Functrional Area: Service Request

o Task: Manage Service Request Channel Visibility
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2. Onthe Manage Service Request Channel Type Visibility page, select the Property Value options to enable or
disable the selected channel.
3. Click Save and Close.

The disabled channels aren't displayed when a message is composed.

How do | configure the prefix and radix?

When a help desk request is created, a unique number or ID is generated for it by the application.

Users can't easily read or use these unique IDs because of their length and complexity. As an administrator, you can
configure the unique ID that's generated to make it more user-friendly, readable, and specific to your requirement.

This user-friendly value called the public unique ID consists of a prefix and a radix, and you can configure both of them.
For example, SR_0000027413 is a configured public unique ID, where SR_ is the prefix and 0000027413 is the radix or
suffix.

To configure the prefix and radix for help desk requests:

1. Signin to the application as a setup user or administrator.
2. Inthe Setup and Maintenance work area, go to the following:

o Offering: Service
o Functional Area: Productivity Tools
o Task: Manage Public Unique Identifier Sequence Generation

3. Onthe Manage Public Unique Identifier Sequence Generation page, for the Help Desk Request or Internal
Service Request Object Name, specify a prefix of your choice in the Prefix column. For example: HRHD- or
ISR-.

4. C(lick in the Radix column for the HR Help Desk Request or Internal Service Request object.

5. From the multiple options displayed in the drop-down list, select the type of radix that you want for your help
desk requests .

This option determines the radix value of the request number. To format the autogenerated radix value, you
can configure the SVC_PUID_FORMAT profile option as described in the "Help Desk Profile Options" topic.

6. Click Save and Close.
FAQs About Lookups and Lookup Types

How can | edit lookups?

On any of the Manage Lookups pages, you can edit the existing lookup codes of a lookup type or add new lookup
codes. You can edit lookups using the following tasks in the Setup and Maintenance work area:

Manage Standard Lookups
Manage Common Lookups
Manage Set Enabled Lookups

Each task contains a predefined set of lookup types that are classified and stored. Open a task to search and edit the
required lookup. However, you may not be able to edit a lookup if its configuration level doesn't support editing.
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Why can't | see my lookup types?

Lookup types are classified using tasks that involve a group of related lookups, such as Manage Geography Lookups.
Each task gives you access only to certain lookup types.

However, the generic tasks provide access to all lookups types of a kind, such as common lookups associated with the
Manage Common Lookups task. If the lookup types in an application are available in the standard, common, or set-
enabled lookups view, they're central to an application. However, lookup types defined for a specific application are
managed using the task for that application.

Can | create a new lookup name starting with ORA?

No, you can't create a new lookup with the name starting with ORA. The application validates the lookup names to avoid
any conflict with the lookups seeded in the application.

Scheduled Processes

What are the scheduled processes?

Scheduled processes do tasks that are too complex or time-consuming to do manually, for example importing data or
updating many records. You can run scheduled processes on a recurring schedule and send notifications based on how
the process ends.

Some scheduled processes give you printable output. Those processes might have Report in their name.

Use the Scheduled Processes work area to run all the processes you have access to and to manage submissions. If you
need access to this work area, ask your security administrator to assign you a role that gives you access, for example
a custom role with the the Manage Scheduled Processes (FND_MANAGE_SCHEDULED_PROCESSES_PRIV) privilege.
Other than the Scheduled Processes work area, you might be also able to run certain processes from other work areas.

Jobs and Job Definitions

Each scheduled process that you run is based on a job. The job is the executable that controls what the process does.
Each job needs a job definition, which, for example, determines the parameters and other options you have for the
process. You or your administrator can create job definitions for Oracle Analytics Publisher reports so that users can run
the reports as scheduled processes.

Process Sets

A process set is a scheduled process that contains multiple processes or even other process sets. So, when you submit a
process set, you're running more than process.

Note: When you submit certain scheduled processes, the job logic causes other processes to automatically run. But
in this case, you're not submitting a process set that includes those other processes.
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When you submit a scheduled process, you can use its parameters to control how, and which records are processed.
For example, a process includes only the transactions that were edited by the person you select for a Last Updated By
parameter. Some scheduled processes don't have parameters.

As part of the submission, you can also set up a schedule for the process, for example to run once a week for two
months. Every time a process runs, there's a unique process ID.

Output

Some scheduled processes provide output in PDF, HTML, and other formats. For example, a process can import records
and also produce output with details about those records. There are many types of output, for example a tax document

or a list of transactions.

How do | manage scheduled processes for help desk requests?

You can set various profile options and schedule job processes for help desk request management.

You must use some of the profile options along with the job processes to achieve the results you want. For example,
when you set the profile value for closing a resolved request after N number of days, you should also schedule a job
process that closes requests. Run scheduled processes to manipulate a set of records for a specific business need, or to
get printable output with information about certain records. Some processes do both. For example, to import records

and provide a report about them.

Here's a table that describes the job processes you can schedule to manage help desk requests.

Job Process Name

Auto-Close Internal Help Desk Service
Requests

Auto-Close HR Help Desk Service
Requests

Delete Closed HR Help Desk Requests

Delete Closed Internal Service Requests

Purge Deleted Internal Help Desk Service

Requests

Purge Deleted HR Help Desk Service
Requests

ORACLE

Description

Closes requests that were resolved a certain number of days ago, and resolves requests that have been
in waiting status for a certain number of days. The number of days for both the scenarios is set using
the SVC_ISR_IN_RESOLVED_DAYS, SVC_ISR_IN_WAITING_DAYS profile options respectively.

Closes requests that were resolved a certain number of days ago, and resolves requests that have been
in waiting status for a certain number of days. The number of days for both the scenarios is set using
the SVC_HRHD_IN_RESOLVED_DAYS, SVC_HRHD_IN_WAITING_DAYS profile options respectively.

Deletes closed HR Help Desk Requests which have been closed for at least a number of days specified
by the ORA_SVC_CLOSED_HRHD_RETENTION_DAYS profile option.

Deletes closed Internal Service Requests which have been closed for at least a number of days
specified by the ORA_SVC_CLOSED_ISR_RETENTION_DAYS profile option.

Purges requests and their child records that were deleted a certain number of days ago. The number of
days is set using the SVC_ISR_IN_DELETED_DAYS profile option.

Purges requests and their child records that were deleted a certain number of days ago. The number of
days is set using the SVC_HRHD_IN_DELETED_DAYS profile option.
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Job Process Name Description
Purge Inbound Messages Purges the successfully processed messages from the inbound message database tables, based on the

retention days specified in the SVC_INBOUND_MSG_RETENTION_DAYS profile option.

If the SVC_INBOUND_ENABLE_FAILED_MESSAGE_PURGE profile option to set to Yes, this job also
purges inbound messages that failed or weren't processed successfully.

This job and the corresponding profile options are shared with Fusion Service.

Load and Update Cloud Metrics for Service Performs incremental loading and updating of usage and business metrics that are targeted to cloud
usage patterns.

Service Request Queue Assignment Assigns queues to requests. This job takes the following parameters:

- Work Object Code: Indicates business objects that get assigned to agents, such as, help desk
requests.

Expected Value: ORA_HRHD_Service_Request_Work_Object or ORA_ISR_Service_Request_Work_
Object

- Candidate Object Code: Indicates objects that are the possible pool of assignment candidates,
such as queues.

Expected Value: ORA_HRHD_Queue_Candidate_Object or ORA_ISR_Queue_Candidate_Object

- Assignment Mode (List of Values: Classification, Matching, Scoring, Territory): Indicates the type
of assignment processing. Matching is the only mode that's supported.

- View Criteria Name: Indicates the view criteria used to identify the requests to be assigned.

Expected Value: OpenSRsUnassignedToQueueHRHD

- Bind Variable: Indicates the bind variables required for the view criteria.

Expected Value: bindStripeCd=ORA_ SVC_HRHD Or bindStripeCd=ORA_SVC_ISR

«  Metrics Logging Interval (default value is 100): Indicates the number of work objects in a
subprocess before logging assignment metrics, such as update metrics after processing 100
requests. This is used if your object support Enterprise logging for assignment.

- Diagnostic Mode (check box): Indicates if the process must be run in diagnostic mode to view the
details of assignment processing in an output log.

Note:
This job is shared with Fusion Service but should be set up with a separate parameter for Help Desk.

If OMNI is enabled, there isn't a need to run a batch Assignment job. You can add rule condition and
assign that rule to Queue Assignment.

Service Configuration Setup Schedules service setup jobs, such as metrics. This job must be run once during implementation.
Ensure that you run this job before you create requests.

Aggregate Service Requests Enables querying request data for reporting, using the CRM - CRM Service Request Summary subject
area. The recommended frequency for running this job is one hour.
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Job Process Name

Monitor Service Request Milestones

Purge Service Event History

Monitor Action Plan Actions

Execute Incremental Load of Cross-
Channel Interaction Data for Reporting

Execute Full Load of Cross-Channel
Interaction Data for Reporting

Refresh Service Categories for Reporting

Migrate Service Business Unit Data

ORACLE
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Description

Note:
If you need faster data refreshes, increase the frequency. However, this impacts the performance of
the transaction system.

This job is shared with Fusion Service.

Ensures that the request and milestone status are up-to-date and sends an email notification if
compliance issues or warning flags are found.

This job is shared with Fusion Service.

Evaluates the processed records and retains the data for the days specified in the profile option SVC_
EVENT_HISTORY_DAYS_TO_KEEP, while it purges the rest. The recommended frequency for running
this job is daily.

This job is shared with Fusion Service.

Evaluates the status of an action plan.

This job is shared with Fusion Service.

Incrementally loads cross-channel interaction data, for reporting using the CRM - CRM Interaction
Aggregate subject area. You must run this job daily to load and update the new data everyday.

This job is shared with Fusion Service.

Fully loads cross-channel interaction data, or refreshes the data based on a particular date, for
reporting using the CRM - CRM Interaction Aggregate subject area. This is an on-demand job. You
must run this job in the following scenarios:

- The first time data is loaded.

- Any time the data needs to be refreshed from a specific date.

This job is shared with Fusion Service.

Generates the service category hierarchy and stores it in the SVC_CATEGORIES_CF table in a flattened
form for ease of reporting. Service category attributes in all service request subject areas obtain

data from this table. This process needs to be scheduled to pick up changes to the service category
hierarchies to ensure accurate reporting. The recommended frequency for running this job is 1 hour.

This job is shared with Fusion Service.

Migrates the following business objects from one business unit (BU) to another:

- Category
« Channel
- Milestone Configuration

- Service Request

This job is shared with Fusion Service.
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Job Process Name Description

Execute Incremental Load of SR Audit Data Incrementally loads request audit data added since the previous run of the process. Use this job to
for Reporting create business intelligence reports using the Service - CRM Service Request Lifecycle subject area.
The recommended frequency for running this job is hourly.

This job is shared with Fusion Service.

Unlock Scheduled Process that Removes the process lock created by the Execute Incremental Load of SR Audit Data for Reporting
Incrementally Loads SR Audit data scheduled process, when that process fails to remove its lock automatically.

This process should be run only if the Execute Incremental Load of SR Audit Data for Reporting
scheduled process is unable to start, and no other instance of that process is currently running.

This job is shared with Fusion Service.

Configure a Scheduled Process

Here's how you configure a scheduled process:

Sign in to the application as an administrator.

From the Navigator, select Scheduled Processes. The Scheduled Processes Overview page is displayed.
Click Schedule New Process. The Schedule New Process dialog box is displayed.

Select Job as the Type option.

In the Name drop-down list, click Search to search and select the process that you want to configure.

In the Process Details dialog box for the selected job, click Advanced.

On the Schedule tab, select Using a schedule as the Run option.

Specify the Frequency for the job.

Select the Start Date and End Date for the job.

10. Click Submit.

VWOJOUTAWNRA

Note: The scheduled process is visible only to the user who creates the job.

How a Request Is Closed

A help desk request is closed automatically when the Auto-Close HR Help Desk Service Requests or Auto-Close Internal
Help Desk Service Requests scheduled process runs as scheduled.

This process closes help desk requests that were resolved a certain number of days ago. The number of days
for this scenario is set using the SVC_ISR_SR_IN_RESOLVED_DAYS and SVC_HRHD_SR_IN_RESOLVED_DAYS
profile options. These mentioned scheduled processes also resolve requests that have been in waiting status for
a certain number of days. The number of days for this scenario is set using the SVC_ISR_IN_WAITING_DAYS and
SVC_HRHD_IN_WAITING_DAYS profile options.

Note: You can see a list of closed help desk requests by using advanced search, but you can't manually set the status
of a request to Closed. Also, after a help desk request is closed, you can't edit the request, add a message, or reopen
it.
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Related Topics
» SR Management Scheduled Processes

Profile Options

Overview of Profile Options

Profile options let you configure and control application data centrally. Administrators and setup users manage profile
options in the Setup and Maintenance work area.

Profile options store various kinds of information. This table lists some examples:

Type of Information Profile Option Setting Example

User preferences Set preferences at the user level
Installation information Identify the location of a portal
Configuration choices Change Ul skins and actions

Processing options Determine how much information to log
Enabling the Activity Stream Enable agents to see the Activity Stream

Profile Option Hierarchy Levels

Profile options can be set at different levels, such as site level or user level. The application gives precedence to
certain levels over others, when multiple levels are set. The levels that are allowed to be set are preconfigured with the
application.

In the predefined profile option levels, the hierarchy levels and their precedence are:

1. Site: This level affects all applications for a given implementation. The application gives it the lowest
precedence when other levels are set. If no other levels are set, however, it's the highest level.

2. Product: This level affects a product or product family. The application gives it priority over Site level. However,
if the user level is set, the user level takes precedence.

3. User: This level affects only the current user. It has the highest precedence, over Site and Product.

As a best practice, set site-level profile option values before specifying values at any other level (where available). The
profile option values specified at the site-level work as the default until profile option values are specified at the other
levels.

This table shows an example of the predefined profile option hierarchy levels and their priorities.
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Level Priority Example
Site Lowest Currency for a site is set to Euros.
Product Supersedes Site Currency for the product or set of products is

set to UK pound sterling.

User Highest, supersedes Product Currency for a user is set to US dollars.
You can find additional information about profile options in the related topics.

Related Topics
« Set Profile Option Values

« How can | access predefined profile options?

What are the profile options for Help Desk?

Administrators and setup users manage help desk profile options and schedule job processes from the Setup and
Maintenance work area.

Some of the profile options must be used along with job processes to achieve the results you want. For example, after
setting the profile value for closing a resolved request after N number of days, schedule a job process that closes
requests.

To enable the profile options, follow these steps in Setup and Maintenance:

- Offering: Help Desk
- Functional Area: Help Desk Request

- Task: Manage Profile Options for Internal Help Desk Requests or Manage Profile Options for HR Help Desk
Requests

The following table describes the various profile options for internal help desk requests:

Internal Help Desk Profile Option Description

SVC_ISR_IN_RESOLVED_DAYS Defines the number of days after which any resolved request is automatically closed. This profile
option must be used along with the Auto-Close Help Desk Requests job process.

Make sure the following two conditions are met:

- The SVC_ISR_IN_RESOLVED_DAYS profile value must be set to 1 or greater for the Auto-Close
Internal Help Desk Service Request job to run.

« The SVC_ISR_IN_RESOLVED_DAYS profile value must be set to O to disable the Auto-Close
Internal Help Desk Service Request job.

SVC_ISR_IN_WAITING_DAYS Defines number of days for which a help desk request must be in Waiting status before the request is
auto resolved. This profile option must be used along with the Auto-Close Internal Help Desk Service
Request job process. For more information, see Scheduled Processes for SR Management.
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Internal Help Desk Profile Option

SVC__ISR_AUTO_CLOSED_STATUS_CD

SVC_ISR_AUTO_RESOLVED_STATUS_CD

SVC_ISR_DEFAULT_SEVERITY_CD

SVC_ISR_DEFAULT_STATUS_CD

SVC_ISR_IN_DELETED_DAYS

SVC_ISR_PROD_CATALOG_USAGE

ORA_SVC_DELETE_CLOSED_ISR_
ENABLED

ORA_SVC_CLOSED_ISR_RETENTION_
DAYS
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Description

Make sure the following two conditions are met:

- The SVC_ISR_IN_WAITING_DAYS profile value must be set to 1 or greater for the Auto-Close
Internal Help Desk Service Request job to run.

- The SVC_ISR_IN_WAITING_DAYS profile value must be set to O to disable the Auto-Close Internal
Help Desk Service Request job.

Defines the status code to use for auto-closing requests that have been in Resolved status for at least
the number of days specified by SVC_ISR_IN_RESOLVED_DAYS. This profile option must be used along
with the Auto-Close Internal Help Desk Service Requests job process.

Defines the status code to use for auto-resolving requests that have been in Waiting status for at least
the number of days specified by SVC_ISR_IN_WAITING_DAYS. This profile option must be used along
with the Auto-Close Internal Help Desk Service Request job process.

Sets the default Severity value for a new request.

Sets the default Status code for a new request.

Defines the number of days after which a deleted request is purged. Although a soft deleted request is
in the database, it can't be retrieved or updated from the Ul or REST APIs. Once purged, requests are
completely removed from the database. This profile option must be used along with the Purge Deleted
Internal Help Desk Service Requests job process to purge requests.

When a soft-deleted request created from an inbound email is purged, all data associated with that
request is also purged from the inbound message tables.

Internal Help Desk Request Product catalog usage.

Enables automatic deletion of a request that has been closed for at least the number of days specified
by the ORA_SVC_CLOSED_ISR_RETENTION_DAYS profile option. This profile option must be used
along with the Delete Closed Help Desk Requests job process.

Defines the number of days for which a request must remain closed before it's deleted. Deletion can be
undone. This action is applicable only when the Delete Closed Service Requests Enabled profile option
is set to Yes. This profile option must be used along with the Delete Closed Help Desk Requests job
process.

The following table describes the various profile options for HR help desk requests:

HR Help Desk Profile Option

SVC_HRHD_IN_RESOLVED_DAYS

ORACLE

Description

Defines the number of days after which any resolved request is automatically closed. This profile
option must be used along with the Auto-Close HR Help Desk Service Requests job process.

Make sure the following two conditions are met:

- The SVC_HRHD_IN_RESOLVED_DAYS profile value must be set to 1 or greater for the Auto-Close
HR Help Desk Service Requests job to run.
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HR Help Desk Profile Option

SVC_HRHD_IN_WAITING_DAYS

SVC_HRHD_AUTO_CLOSED_STATUS_CD

SVC_HRHD_AUTO_RESOLVED_STATUS_
CcD

SVC_HRHD_DEFAULT_SEVERITY_CD

SVC_HRHD_DEFAULT_STATUS_CD

SVC_HRHD_IN_DELETED_DAYS

ORA_SVC_DELETE_CLOSED_HRHD_
ENABLED

ORA_SVC_CLOSED_HRHD_RETENTION_
DAYS
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Description

« The SVC_ISR_IN_RESOLVED_DAYS profile value must be set to O to disable the Auto-Close HR
Help Desk Service Requests job.

Defines number of days for which a HR Help Desk request must be in Waiting status before the request
is auto resolved. This profile option must be used along with the Auto-Close HR Help Desk Service
Requests job process.

Make sure the following two conditions are met:

- The SVC_HRHD_IN_WAITING_DAYS profile value must be set to 1 or greater for the Auto-Close HR
Help Desk Service Requests job to run.

« The SVC_HRHD_IN_WAITING_DAYS profile value must be set to O to disable the HR Help Desk
Auto-Close Service Requests job.

Defines the status code to use for auto-closing requests that have been in Resolved status for at least
the number of days specified by SVC_HRHD_IN_RESOLVED_DAYS. This profile option must be used
along with the Auto-Close HR Help Desk Service Requests job process.

Defines the status code to use for auto-resolving requests that have been in Waiting status for at least
the number of days specified by SVC_HRHD_IN_WAITING_DAYS. This profile option must be used
along with the Auto-Close HR Help Desk Service Requests job process.

Sets the default Severity value for a new request.

Sets the default Status code for a new request.

Defines the number of days after which a deleted request is purged. Although a soft deleted request is
in the database, it can't be retrieved or updated from the Ul or REST APIs. Once purged, requests are
completely removed from the database. This profile option must be used along with the Purge Deleted
HR Help Desk Service Requests job process.

When a soft-deleted request created from an inbound email is purged, all data associated with that
request is also purged from the inbound message tables.

Enables automatic deletion of a request that has been closed for at least the number of days specified
by the ORA_SVC_CLOSED_HRHD_RETENTION_DAYS profile option. This profile option must be used
along with the Delete Closed Help Desk Requests job process.

Defines the number of days for which a request must remain closed before it's deleted. Deletion can be
undone. This action is applicable only when the Delete Closed Service Requests Enabled profile option
is set to Yes. This profile option must be used along with the Delete Closed Help Desk Requests job
process.

The following table describes the various profile options that are shared between Help Desk and B2B Service:

Profile Options Shared with B2B Service

SVC_ENABLE_AUDIT_IN_SR

SVC_ASSIGN_TO_QUEUE_ON_CREATE

ORACLE

Description

Enables or disables auditing of field value changes.

Assigns a Help Desk request to a queue automatically when the request is created.
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Profile Options Shared with B2B Service

SVC_PUID_FORMAT

SVC_INBOUND_ENABLE_FAILED_
MESSAGE_PURGE

SVC_ATTACHMENT_UI

SVC_EVENT_HISTORY_DAYS_TO_KEEP

SVC_INBOUND_MSG_RETENTION_DAYS

SVC_ENABLE_MESSAGE_CORRECTION

SVC_ENABLE_RESOLVE_SR

ORACLE
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Description

Note:
The preferred way of assigning to a queue is by using Omnichannel assignment. If Omnichannel is
enabled, this profile option is ignored.

Defines the format for the unique reference number on each Help Desk request.

For example, every Help Desk request number consists of a prefix and radix. Let's say that you select
HRHD _ as the prefix and No alphanumeric conversion as the radix. Without this formatting profile
option, the Help Desk request numbers are generated as HRHD_1, HRHD_2, and so on. Now suppose
you use this formatting profile option and the value is 000000. Then the Help Desk request numbers
are generated as HRHD_000001, HRHD_000002, and so on.

For more information about configuring the prefix and radix, see "Configure the Prefix and Radix for
Help Desk Requests."

Enables or disables purging of inbound messages that fail or aren't processed successfully. When
the value is set to Yes, the purge job deletes the records corresponding to such messages from the
inbound message tables.

Defines the attachment view for a Help Desk request. There are thee types of attachment options you
can provide:

- Classic: Enables users to select the type of attachment, category, and enter the name and
description for each attachment.

- Basic: Enables users to only select file type, browse and upload attachments to the Help Desk
request.

- Advanced: Enables users to select the type of attachment, category, and enter the name and
description for each attachment. You can also upload files with the drag-and-drop feature, or
extract all files after they're uploaded.

Specifies the number of days for which the Help Desk request event history details such as update and
create must be retained. The data beyond this value is purged.

Specifies the number of retention days for successfully processed inbound messages. After the
specified number of retention days, the successfully processed inbound messages are deleted from
the inbound message tables.

Enables you to edit the text of the Internal Note and Employee Entry Help Desk request messages that
you have previously created and posted.

Enables the ready-to-use workflow for resolving a request. This profile option is disabled by default.
When enabled, the Resolve Help Desk Request action on the Action Bar opens a dialog box that
captures the outcome and resolution, and enables you to enter resolution notes.

Note:
If this profile option isn't enabled, you can still manually set the Help Desk request status to
Resolved.
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Profile Options Shared with B2B Service

ORA_SVC_DELETE_CLOSED_SR_
ENABLED

ORA_SVC_CLOSED_SR_RETENTION_DAYS

ORACLE

Chapter 3
Lookups, Profile Options, and Scheduled Processes

Description

Enables automatic deletion of a request that has been closed for at least the number of days specified
by the ORA_SVC_CLOSED_ISR_RETENTION_DAYS profile option. This profile option must be used
along with the Delete Closed Help Desk Requests job process.

Defines the number of days for which a request must remain closed before it's deleted. Deletion can be
undone. This action is applicable only when the Delete Closed Service Requests Enabled profile option
is set to Yes. This profile option must be used along with the Delete Closed Help Desk Requests job
process.

26



Oracle Fusion Cloud Applications Chapter 4
Implementing Help Desk Users and Security

4 Users and Security

Overview of Users and Security for Help Desk

In this Users and Security chapter, when a topic references CX Sales or B2B Service, that reference includes Help Desk
since Help Desk is part of both products.

Enter Your Company Information and Corporate
Currency

These steps are required if you haven't previously configured Fusion Sales in your instance.

What you have to do is enter basic information in the Sales: Setup page about your company and specify your corporate
currency. Your entries are required for internal application purposes only and are required for your instance of Fusion
Service. The information you enter creates a rudimentary enterprise structure and isn't visible to service organization
users or customers.

When you finish this procedure you will have:
- Created a rudimentary enterprise structure required for internal application purposes only.
The enterprise structure isn't visible to service organization users or their customers.
- Created a set of automatic role-provisioning rules that provision users with the required security roles.

This is a one-time setup. After you enter the information on the Create Company Information page, the page becomes
read-only and the title changes to Review Company Information.

So, enter your company information and corporate currency by doing the following:

1. Open the task from the Setup: Sales page by clicking the Quick Setup icon for the Company Profile functional
area (the gears icon highlighted by callout 1in the following figure). If any changes are required after your initial
setup, you can open the appropriate tasks in the Task area.

2. In the Create Company Information page, enter your company name in the Enterprise Name field.

3. Enter the country where your company is located.

4. Enter your company street address. Don't enter city or state and other information.

5. The first and last name fields list the names of the user who signed into the application. You can edit the
entries.

6. When you're satisfied that the information is correct, click Submit.

The application runs a background process to create the enterprise structure and create the role-provisioning
rules.
7. Optionally, click Refresh to monitor the progress of the process.

When the process completes, the Review Company Information page appears. The page displays both the
information that you entered and the information that the process created for you. You can't edit any of the
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fields except Corporate Currency. None of the names you see are visible to salespeople, so they don't have to
correspond to any actual entities in your organization.The following table list and describes the fields.

Field Description

Enterprise Name The name you entered.

Address The street address you entered.

Legal Entity The enterprise name followed by the letters LE.

Business Unit The enterprise name followed by the letters LE BU.

Initial User Name of the user who's signed in.

Corporate Currency By default, the corporate currency is US Dollar. Select a different corporate currency, if required.

This image shows the Corporate Currency field.

Review Company Information Save  SaveandClose  Cancel

Review your company information enbared by Cracle and seled tha currency for your sales fransaclions

Enterprise Name  Mew Vision
Address 100 Priwy Califomla
Legal Emtrty  Mew Vision LE
Busimess Unit - Mew Vision LE Bl
Initlal User FAAdmin FAADmIN (FAADMING compang com)

Comporate Currency U3 Dallar 3

8. If your company uses a different currency than the US Dollar select the currency from the Corporate Currency
list.

9. Record the Legal Entity and Business Unit names. You must enter these names when importing users.
10. Click Save and Close.

What are the roles for Help Desk?

Provision the roles to enable access to Help Desk. These roles include:
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Internal Help Desk

Internal Help Desk Administrator
Internal Help Desk Agent
Internal Help Desk Manager
Internal Help Desk User
HR Help Desk
Next Gen Human Resources Help Desk Administrator
Next Gen Human Resources Help Desk Agent
Next Gen Human Resources Help Desk Manager
Next Gen Human Resources Help Desk User

Both HR Help Desk and Internal Help Desk
Knowledge Analyst

Knowledge Manager

Employee

Note: Help Desk Users that own help desk requests (for example, agents and managers) must be set up as
Resources. The happens during the creation of an Employee record in the New Person Ul. Once you save the new
employee record with a selected Resource Role, a TCA party is created for the resource. A new resource then shows
up in the Resource Directory, which may or may not be associated with a Resource Organization. From the Resource
Directory, you can put the resource into the correct Resource Organization at the correct level. This resource hierarchy
setup is required for team reporting to roll up to a manager. Also, for manager visibility of Help Desk requests that the
agents on their team are working on. If a person is an administrator for both Internal Help Desk and Next Gen Human
Resources Help Desk, two different accounts should be used for these.

Overview of Steps to Create Users

Here are the steps you need to follow to create users and resources:

Define and Create Setup Users

Create Help Desk Users with Next Gen Human Resource Help Desk User or Internal Help Desk user roles
Set up Resource Users for Agents and Managers

Set up Resource Team and Resource Hierarchy

Synchronize Worker Data

A WNRA

Overview of Setting Up Users and Security

Since you followed the Implementing Sales guide steps to set up your initial set of users, then you already know that
Oracle applications use a role-based access control security model to secure access to functionality and data.
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In a role-based access control security model, users are assigned roles, and roles are assigned access privileges to

protected system resources.

Sales and Service users who access the transactional Ul, for example sales representatives or service representatives
working in leads or service requests, are created as resources and are known as resources.

Default Preferences

To set up default preferences for users and roles, access the Security Console as a setup user or other user with the
IT Security Manager job role. Only setup users, or other users with the IT Security Manager job role, can access the
Security Console. See the Securing Fusion Sales and Service guide for more information.

User Identity Store

The Lightweight Directory Access Protocol (LDAP) identity store is a repository of user identity data. Your LDAP
directory stores definitions of LDAP user accounts. In general, changes you make to user accounts are automatically
synchronized between the sales application and your LDAP directory server. However, you must also run processes
on a daily basis to manage the information exchange between your application and the LDAP directory server. For
information, see the chapter about setting up application security in the Securing Fusion Sales and Service guide.

Setup Tasks in the Ul and Other Setup Options

As a setup user, you use multiple different tasks in Setup and Maintenance to create and maintain users. You also have
additional setup options to consider. The following table describes these tasks and setup options.

Setup Task or Option and Navigation

Manage Job Roles Task
Navigation: Setup and Maintenance

> Sales Offering > Users and Security
functional area

Manage Duties Task

Manage Sales and Service Access
Management Task

Navigation: Setup and Maintenance

> Sales Offering > Users and Security
functional area

Manage Data Security Policies Task
Manage Sales and Service Access Task
Navigation: Setup and Maintenance

> Sales Offering > Users and Security
functional area

ORACLE

Description

Oracle provides many predefined job roles. The relevant sales roles are listed in the Implementing Sales
guide.

You perform the Manage Job Roles task to:

- Review the role hierarchy of a job or abstract role.
- Create custom job and abstract roles.

- View the roles assigned to a user and list the users who have a specific role.

This task opens the Roles tab of the Security Console.

You perform the Manage Duties task to:

« Review the duties of a job or abstract role.
- Manage the duties of a custom job or abstract role.

- Create custom duty roles.

This task opens the Roles tab of the Security Console.

You use the Manage Data Security Policies task to manage the data security policies that determine
grants of entitlement to a user or role on an object or attribute group. This task opens the Roles tab of
the Security Console.

You can also use the Manage Sales and Service Access task to review and configure data security. This

task opens the Sales and Service Access Management work area. For information, see the Securing
Fusion Sales and Service guide.
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Setup Task or Option and Navigation

Manage Users Task

Navigation: Navigator > Users and Roles
item or Setup and Maintenance > Sales
Offering > Users and Security functional
area

Manage HCM Role Provisioning Rules Task

Navigation: Setup and Maintenance Sales
Offering > Users and Security functional
area

Import and Export Management

Import Partner Users Task

Single Sign-On Authentication

Resetting User Passwords

Updating Email Addresses

Chapter 4
Users and Security

Description

You create application users in the Ul using the Manage Users task. A user with the IT Security
Manager job role performs the Manage Users tasks.

Note:

You can also create sales users by importing users. For information on the user import options
available, see the Understanding Import and Export Management for Fusion Sales and Service and
Implementing Sales guides.

Oracle provides predefined role mapping rules for provisioning many of the standard job roles included
with the application. However, using the Manage HCM Role Provisioning Rules task, you can create

any additional role mappings you need to, to control the provisioning of roles to application users. For
example, you can create a role mapping to provision the Channel Sales Manager role automatically to
specific sales managers.

You can import users in bulk using data files. For information on the user import options available, see
the Understanding Import and Export Management for Fusion Sales and Service and Implementing
Sales guides.

You can also import partner contact data using the Import Partner Users task. For more information,
see the Getting Started with Your Partner Relationship Management Implementation guide.

Single sign-on authentication is optionally available for user authentication. If your enterprise has
moved from a traditional on-premises environment to an Oracle Cloud implementation, you might
want to use your existing identity management solution for authenticating your employees, and you
might also want to provide a single sign-on experience. Implementing federated single sign-on lets
you provide users with single sign-on access to applications and systems located across organizational
boundaries. For additional information, see Oracle Applications Cloud Service Entitlements (Doc ID
2004494.7) on My Oracle Support at https://support.oracle.com.

Setup users provisioned with the IT Security Manager job role can use the Users tab in the Security
Console work area to reset passwords for all application users. Users who can't access the Security
Console can reset only their own passwords using the Set Preferences link in the Settings and Actions
menu available by clicking their user name in the application or by using the Forgot Password link on
the sign-in page. See the Implementing Sales guide for more information.

Use the Users tab in the Security Console work area to change user email addresses. You can use the
procedure described in this topic to update addresses of both setup users and sales users. If you're
updating the email addresses of sales users, then you can also use the same import process you use to
create them. See the Implementing Sales guide for more information.

Note: Other data security tasks listed in the Users and Security functional area task list don't apply to the sales
applications. Follow the guidance in the Implementing Sales and Securing Fusion Sales and Service guides.

Related Topics

« Set General Preferences for All Users

» Subject Areas for Adoption and Usage Reporting

ORACLE
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Resource Team Information

How do | manage resource teams?

This procedure describes how to manage resource teams. A resource team is a temporary group of resources formed
to complete a business task. A resource team can't be hierarchically structured and isn't intended to implement an
organization.
