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Purpose statement

This document has been created by the Siebel Center of Excellence team for informational purposes only. It aims
to provide valuable insights and guidance on the subject matter while serving as a reference for stakeholders.
This document does not constitute a binding agreement or official policy.

Disclaimer

This document in any form, software or printed matter, contains proprietary information that is the exclusive
property of Oracle. Your access to and use of this confidential material is subject to the terms and conditions of
your Oracle software license and service agreement, which has been executed and with which you agree to comply.
This document and information contained herein may not be disclosed, copied, reproduced or distributed to
anyone outside Oracle without prior written consent of Oracle. This document is not part of your license agreement
nor can it be incorporated into any contractual agreement with Oracle or its subsidiaries or affiliates.

This document is for informational purposes only and is intended solely to assist you in planning for the
implementation and upgrade of the product features described. It is not a commitment to deliver any material,
code, or functionality, and should not be relied upon in making purchasing decisions. The development, release,
timing, and pricing of any features or functionality described in this document remains at the sole discretion of
Oracle. Due to the nature of the product architecture, it may not be possible to safely include all features described
in this document without risking significant destabilization of the code.
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Summary

This whitepaper outlines the integration of Siebel CRM with Microsoft Teams to enhance collaboration and
streamline notification workflows. The integration facilitates seamless real-time communication by enabling MS
Teams to notify users of significant changes made within the Siebel CRM system. It leverages RESTful APIs,
adaptive cards, and dynamic deep linking, ensuring that all Siebel updates are communicated to relevant
stakeholders directly in MS Teams.

Overview

Siebel CRM is a robust and customizable platform, managing complex customer relationship processes across
various industries. However, switching back and forth between Siebel and other collaboration tools can hinder
workflow efficiency. Integrating Siebel with Microsoft Teams, a widely used communication and collaboration
platform, allows users to stay updated with critical Siebel events, avoiding manual tasks and reducing information
silos. This whitepaper explores how this integration can improve productivity by delivering structured, actionable
updates on Siebel activities to MS Teams in real-time, reducing communication lags and improving
responsiveness to critical business events.

Objectives of the Siebel-MS Teams Integration

The main objectives of integrating Siebel CRM with Microsoft Teams are,

e Real-Time Notifications: Deliver immediate updates to MS Teams users on key events within Siebel,
ensuring timely awareness of critical activities. Dynamic Deep Linking: Provide users with direct links to
specific Siebel records within MS Teams notifications, enabling swift access to detailed data.

e Streamlined Collaboration: Enhance in-team communication by sharing updates in adaptive card formats,
simplifying information consumption. Flexible Notification Targeting: Notify relevant users based on
specific changes made in Siebel, ensuring the correct stakeholders are informed of pertinent updates.

Solution Approach

To enable seamless communication between Siebel CRM and Microsoft Teams, a RESTful APl integration can be
implemented. This integration will allow Siebel CRM to directly push notifications to Microsoft Teams whenever
specific objects, such as accounts or activities, are modified. Custom triggers within Siebel CRM will be configured
to detect predefined actions, such as the creation of a new activity or updates to account details. Upon detecting
these actions, the triggers will initiate the APl communication, ensuring that relevant notifications are sent to the
appropriate Teams channels in real time.

Adaptive cards provide a structured and visually organized format for presenting Siebel updates within Microsoft
Teams, making it easier for users to quickly interpret the information. These cards include essential details, such
as the type of event, the affected object, and the changes made, ensuring clarity and relevance. Additionally, each
adaptive card contains a deep link to the corresponding Siebel record.

Embedded deep links provide users with direct access to relevant Siebel records, enabling quick and convenient
follow-up actions without the need for manual navigation. By embedding these direct links, the integration
significantly enhances the user experience, reducing the time spent switching between systems and allowing
users to respond more effectively to important changes.

Users can specify which objects and updates they wish to monitor, ensuring tailored notifications that align with
individual roles and responsibilities. Additionally, admin settings within Siebel provide centralized management,
which can be used to enable/disable the notifications if needed.
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Benefits and Case Studies

Case Study 1: Field Service Agent - Gary Conner

Gary Conner, a Field Service Agent at X Company, requires immediate notification when a new activity is assigned
to him. Upon the assignment in Siebel, Gary receives an MS Teams notification within seconds, detailing the
activity type, priority, and description. This integration ensures that Gary is aware of his tasks as they arise,
allowing for better time management and faster response times.

Case Study 2: Customer Service Agent - Toni Miller

Toni Miller, a Customer Service Agent, manages the account 'Marsh, Chris' and subscribes to updates for any
changes. When the Siebel administrator updates details on this account, Toni receives an MS Teams notification
outlining the specific changes, including mobile number updates and price list adjustments. This timely update
allows Toni to respond to any customer inquiries or internal follow-ups with up-to-date information, significantly
improving client interactions. When the Siebel administrator updates details on this account, Toni receives an MS
Teams notification outlining the specific changes, including mobile number updates and price list adjustments.
Additionally, if Toni is subscribed to an account, he will receive notifications for activities created for that account.

Conclusion

This integration of Siebel CRM with Microsoft Teams enables seamless real-time notifications, better
collaboration, and improved responsiveness to business events by bridging the gap between these two platforms.
By implementing this solution, organizations can enhance productivity, reduce communication inefficiencies and
streamline workflows.

For more insights or design partnerships, reach out to us at siebel coe grp@oracle.com
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Connect with us

Call +1.800.0RACLE1 or visit oracle.com. Outside North America, find your local office at: oracle.com/contact.
B blogs.oracle.com n facebook.com/oracle u twitter.com/oracle
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