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Preface

This preface introduces information sources that can help you use the application and this guide.

Using Oracle Applications

To find guides for Oracle Applications, go to the Oracle Help Center at https://docs.oracle.com/.

Documentation Accessibility

For information about Oracle's commitment to accessibility, visit the Oracle Accessibility Program website.

Contacting Oracle

Access to Oracle Support

Oracle customers that have purchased support have access to electronic support through My Oracle Support. For
information, visit My Oracle Support or visit Accessible Oracle Support if you are hearing impaired.

Comments and Suggestions

Please give us feedback about Oracle Applications Help and guides! You can send an email to:
oracle_fusion_applications_help_ww_grp@oracle.com.

ORACLE


https://docs.oracle.com/
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=trs
mailto:oracle_fusion_applications_help_ww_grp@oracle.com

Siebel Preface
Field Service Guide

ii

ORACLE



Siebel Chapter 1
Field Service Guide What's New in This Release

1 What’s New in This Release

What's New in This Release

This chapter tracks the changes in the documentation. It includes the following topics:
What’s New in Siebel Field Service Guide, Siebel CRM 25.4 Update
What's New in Siebel Field Service Guide, Siebel CRM 23.1 Update
What’s New in Siebel Field Service Guide, Siebel CRM 22.2 Update
What'’s New in Siebel Field Service Guide, Siebel CRM 20.7 Update
What's New in Siebel Field Service Guide, Siebel CRM 20.6 Update
What's New in Siebel Field Service Guide, Siebel CRM 20.1 Update

What's New in Siebel Field Service Guide, Siebel CRM 25.4 Update

The following table lists the changes in this revision of the documentation to support this release (25.4) of the software.

Topic Description
Siebel CRM to Oracle Fusion Knowledge New chapter. It describes how to integrate Siebel CRM with Oracle Fusion Knowledge Management and
Management Integration leverage the knowledge management capabilities of Oracle Fusion Knowledge Management.

What's New in Siebel Field Service Guide, Siebel CRM 231 Update

The following table lists the changes in this revision of the documentation to support this release (23.1) of the software.

Topic Description

Scheduling Using Oracle Field Service New topic. It describes how to integrate Siebel CRM with Oracle Field Service, by developing an
accelerator in Oracle Integration Cloud and leverage the scheduling capabilities of Oracle Field Service.

What’s New in Siebel Field Service Guide, Siebel CRM 22.2 Update
The following table lists the changes in this revision of the documentation to support this release (22.2) of the software.

Topic Description

About Running Contract Scheduling Modified topic. The Contract Schedule button is obsolete. Use the Insert Activity button to schedule an
appointment.
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Topic

Configuring the JavaScript Files

Changing Colors for Periods on the
Dispatch Board Gantt Chart

Create a New Color for the Employee Name
Text

Chapter 1
What's New in This Release

Description

Modified topics. In Siebel CRM 21.2 Update, the applicationcontainer directory was replaced by two
directories, as follows:

- applicationcontainer_external (for Siebel Application Interface)
- applicationcontainer_internal (for all other Siebel Enterprise components)

For more information, see Siebel Installation Guide.

What's New in Siebel Field Service Guide, Siebel CRM 20.7 Update

The following table lists the changes in this revision of the documentation to support this release (20.7) of the software.

Topic

Configuring the Display of Employees on
Dispatch Dashboard Gantt Chart

Description

New topic. It describes how to configure the user property to limit the display of number of employees
on the Dispatch Dashboard.

What's New in Siebel Field Service Guide, Siebel CRM 20.6 Update

The following table lists the changes in this revision of the documentation to support this release (20.6) of the software.

Topic

Creating a New Time Zoom Interval

Configuring the Applet Control and User
Properties

Configuring the JavaScript Files

Description

Modified topic. It describes how to create a new custom Time Zoom Interval.

Modified topic. It describes how to configure Applet Control and User properties of the new custom
Time Zoom Interval.

Modified topic. It describes how to configure JavaScript files of the new custom Time Zoom Interval.

What's New in Siebel Field Service Guide, Siebel CRM 20.1 Update

No new features have been added to this guide for this release (20.1). This guide has been updated to reflect only

product name changes.
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2 Overview of Siebel Field Service

Overview of Siebel Field Service

This chapter provides overview information about Oracle’s Siebel Field Service. It includes the following topics:

« About Field Service Process
- Application Design for Siebel Field Service
- Engines for Siebel Field Service
« Administrative Tasks for Siebel Field Service
Note: The procedures in this guide assume that you do not use the Tree navigation control option to access screens

and view. However, you can choose to use the Tree navigation control if required. For more information setting
navigation options, see Siebel Fundamentals Guide .

Note: The term drag-and-drop is used in relation to certain items in this guide to signify that you can move or
relocate the item on the Ul using a mouse or similar device. You move the item by first selecting the item and (with the
mouse button depressed) then moving the item elsewhere on the Ul (where you release the mouse button).

About Field Service Process

The field service process begins with service requests and orders. A service request is a customer request for
information about or assistance with products or services. For more information about service requests, see Service
Requests and Solutions.

An order is a commitment from the customer to purchase products and services at a specific price. For more
information about orders, see Siebel Order Management Guide .

Note: The Siebel Bookshelf is available on Oracle Technology Network (http://www.oracle.com/technetwork/
indexes/documentation/index.html) and Oracle Software Delivery Cloud. It might also be installed locally on your
intranet or on a network location.

The field service process typically includes one of the following situations:

- A customer reports a problem to a service center, and the service center dispatches field service engineers to
repair the product.

- A customer places an order through a service center, and the service center dispatches field service engineers
to install the product.

Separate functional groups such as the service center employees, dispatch employees, field service engineers, and
employees who manage service products must share information. Siebel Field Service integrates service center and
dispatch information, field activities, and service product information into a single application. Service center agents,

ORACLE



Siebel

Chapter 2

Field Service Guide Overview of Siebel Field Service

warehouse staff, and field service engineers can use Siebel Field Service to respond to service requests and orders.
Siebel Field Service allows users to perform the following tasks:

Receive service calls.

Verify service agreements and entitlements.

Create service requests.

Search for solutions.

Create activities for service requests.

Assign and dispatch field service engineers.

Track part inventories for inventory depots and trunk stock.
Manage detailed information about customers.

Track service product consumption and logistics.

Manage inventory replenishment.

Integrate return materials authorizations and service orders.

Provide field service engineers with complete service details, including the required skills, tools, and parts for
service activities.

Manage repair of defective products.

Set up and manage preventive maintenance plans.
Track and analyze service costs.

Prepare invoices for service and track payments.

Define characteristics of assets and record readings from equipment (assets) in the field for preventive
maintenance, billing, and service.

Note: A customer implementation might not include all the features described in this guide. The CRM modules that a
customer purchases determine the features that are available to the customer.

Siebel Field Service contains the following base modules for functions that most service businesses require:

Account and Contact Management
Knowledge Management

Asset Management

On-Site Services Management

Call Management

Service Inventory

Dispatch Board

Service Order Management

Field Activities Management
Warranty Management

Siebel Field Service contains the following optional modules for functions that services businesses can add to
accommodate additional requirements:

Barcodes
Repair
Contract Management
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- Shipping and Receiving
Logistics Management

- Siebel Scheduler
Preventive Maintenance

- Siebel Pricer

- Quality Management

Service Center Calls

You manage inbound service center calls in the following sequence:

1. Create a service request.
You can create activities for the service request throughout its life cycle.
2. Verify the service-level agreements for the caller.
3. Create a return material authorization (RMA) or a service order, and link it to the service request to allow
prompt resolution.
4. Fill the order, and ship the replacement products to the customer or the field service engineer.
5. Assign activities to a field service engineer who has the appropriate skill set and tools, who has available time,
and who located near the service location.
After a call is resolved, the engineer reports the details of the resolution from the field, updates the customer
relationship database to reflect possible cross-selling opportunities, and updates and replenishes the service product
inventory on a just-in-time basis. You can issue an invoice for the work to the customer. You can also track pending
return material authorizations from customers through receiving the products and manage defective products through
the repair cycle.

Numbers for Business Components

In Siebel Field Service, each new business component record (for example, a record for a service request, an order, or
an activity) is automatically assigned a unique record ID (for example, a service request number, an order number, or an
activity number).

By default, all Siebel Business Applications use the row number for this record ID. The row number is an alphanumeric
value that has a segment number followed by a sequential value. For example, the 12-63Q0XT row number has the
segment number of 12 and the sequential value of 63Q0XT. To see the row number for any selected record, select About
Record from the Help menu. The dialog box that appears contains a value for the row number.

To display alternative values for the record ID, use one of the following methods:

Use the Query function Expr: RowldToRowldNum ([ID]) to convert the alphanumeric value to a numeric value.
Use a Sequence Object to automatically generate the value from an RDBMS database.
« Write a script on Buscomp_PreWriteRecord. (Do not use Buscomp_PreGetFieldValue.)

Dispatch Board

The Dispatch Board is a graphical user interface that allows service center personnel and dispatchers to select, schedule,
and assign field service engineers to service activities.
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The Dispatch Board screen shows all unplanned activities and a list of the selected field service engineers and
their schedules. Selecting unplanned activities and then moving them to the schedules of field service engineers
automatically assigns and schedules these activities.

Siebel Scheduler

Siebel Scheduler provides automatic scheduling of activities and optimization of the service calendar. Appointment
booking and schedule optimization are based on service region data, employee data, and constraints. Insertion of
activities into optimized schedules accommodates immediate scheduling needs (for example, service calls linked to
contractual commitments and emergency events). Siebel Field Service includes worldwide scheduling capability.

Siebel Scheduler includes the following features:

- Customer service representatives can automatically schedule visits to customers without exceeding current
labor capacity. You can schedule appointments that are based on a window of time in hours.

- Siebel Scheduler optimizes deployment schedules by using business-defined constraints (for example,
minimizing travel and labor costs) while making sure that you meet contractual commitments. You can
schedule high-priority calls immediately, resulting in the reassignment of lower-priority calls.

- Siebel Scheduler can insert service activities that need immediate attention into an already-optimized schedule.
Siebel Scheduler can also respond to unplanned situations such as a vehicle breakdown or unavailable field
service engineers.

- Siebel Scheduler can use Assignment Manager to provide an optimized list of field service engineers for
assignment to each service request or activity. Siebel Scheduler also provides data about availability of
employees to Assignment Manager.

- Schedules are optimized in batch mode. Business-defined criteria determine this optimization.

Mobile Computing Support

Service engineers in the field can access Siebel Field Service on their laptop computers and mobile devices. Later,
they can synchronize to send local changes to the Field Service server and to retrieve new information from this
server. Siebel Business Applications support synchronization over LANs, WANs, dial-up connections, connected and
disconnected networks, and the Internet.

Siebel Field Service accommodates uncommitted transactions for inventory transfers in the field so that users can
track part movements without immediate access to records in the corporate computer. When these transactions are
synchronized with a Field Service server, they are committed and recorded in the server database.

Information for Service Products

Siebel Field Service includes information about availability of service products, including installation instructions,
operational constraints, warranty information, and manufacturing data. The field service engineer can graphically
navigate through the base configuration of any complex product and review the on-site configuration for the customer.
Service product comparison and replacement information allows field service employees to quickly identify alternative
service products.
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Information for Field Service Engineers

Siebel Field Service tracks information about field service engineers such as skill sets, product expertise, location,
and contact data such as cellular phone and paging information. Each field service engineer can define notification
preferences so that a dispatcher or customer can efficiently contact the engineer. Integrated calendar posting and
scheduling allows each field service engineer to maintain a personal calendar.

Activities for Field Service Engineers

When you record a service request, you can define the steps, tools, parts, and skills required to address the service
request. You can link information such as safety data, schematics, and technical notes on the products, to the service
activities and part data. You can also capture billing information related to an activity at a customer site, including parts,
expenses, and labor charges.

Service Inventories

The Service Inventory module helps you to manage service inventory. You can track inventory, including trunk inventory,
in real time across locations and businesses, and you can access inventory information from anywhere in the company.
Service Inventory provides a Part Browser screen to find products during the return material authorization (RMA)
process, the order process, and the dispatch process. The Part Locator Engine provides real-time access to inventory so
that users can make accurate and informed decisions about product shipments.

The Part Browser in Siebel Field Service allows a field service engineer to investigate the availability of a product in all
inventory locations for a field service business.

Agreements and Siebel Contract Management

Siebel Contract Management supports the life cycle of an agreement, from service opportunity identification, service
pricing, proposal generation, and service delivery on contractual commitments to agreement additions, cancellations,
and renewals.

Users can define the terms of an agreement between the customer and the service provider. These terms can

include the contractual obligations for the service provider, such as performance metrics, response time, equipment
maintenance responsibilities, service pricing, discounts, and service entitlements. Agreement entitlements allow users
to define service offering details and to specify tiered pricing for offerings and levels of coverage for customer assets.

Additionally, Siebel Contract Management allows users to specify the terms of installment payments, renting, leasing,
financing, and usage-based pricing. After you establish a service agreement, the recurring, nonrecurring and usage-
based charges for the agreement can be automatically invoiced. Users can also track and forecast financial and service
revenue information resulting from the sale of service offerings, individual service agreements, and across the service
organization overall.
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Service providers can use product warranty and off-warranty agreement expiration data to reprioritize service sales
resources. Combined with Oracle Business Intelligence Applications, Siebel Contract Management allows users to assess
customer service needs, personalize service offers, and customize coverages.

Preventive Maintenance and Asset Measurements

Preventive maintenance is often a critical revenue and cost-containment factor for a service business. Siebel Field
Service allows you to automatically generate preventive maintenance management services. You can automatically
create predefined preventive maintenance service requests and related activities that are based on usage or frequency.

Certain equipment (for example, a photocopier or printer) requires regular maintenance to stay in good condition.
Service businesses often provide preventive maintenance services for such equipment. These businesses sometimes
include maintenance service in warranty agreements, or sell these services to the customer as part of the service
agreement.

Monitoring applications can automatically request maintenance when certain conditions are met (for example, when
a meter reading passes a threshold or a fixed time period elapses). These conditions initiate the creation of a service
request.

To facilitate preventive maintenance, Siebel Field Service facilitates the collection and processing of asset
measurements. Readings manually or automatically taken from equipment in the field are recorded in Siebel Field
Service. These readings can come from gauges, counters, or meters attached to assets. You can use this data to
automatically create service requests for repairs or preventive maintenance. You can use usage readings for billing on a
fee-for-each-use basis.

Shipping and Receiving
Siebel Shipping and Receiving are integrated with Siebel Service Inventory, and track customer orders to shipment. You

can manage internal orders to transfer stock between inventory locations and receive return material authorizations
(RMAs) and orders, closing the loop with each customer.

Oracle Business Intelligence

Managers can use Oracle Business Intelligence Applications to analyze large volumes of records. The results of this
analysis appear in charts and reports. For more information, see Oracle Business Intelligence Infrastructure Installation
and Configuration Guide , Oracle Business Intelligence Applications Installation and Configuration Guide ,and Oracle
Business Intelligence Answers, Delivers, and Interactive Dashboards User Guide .

Project and Resource Management for Siebel Field Service

Siebel Field Service includes resource management, cost tracking, and service project billing features. For more
information about these features, see Siebel Project and Resource Management Administration Guide .
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Reports for Siebel Field Service

You can run preconfigured and custom reports from various screens in Siebel Field Service. When you are in a view,
click Reports in the toolbar to see the Run Reports dialog box. From this dialog box, you can select a report for the data
in that view. For more information about running reports, see Siebel Reports Guide .

Usage of Application Deployment Manager

You use the Application Deployment Manager (ADM) to customize Siebel Field Service. For more information, see
Siebel Application Deployment Manager Guide .

Application Design for Siebel Field Service

Siebel Field Service operates as a single Windows NT service that runs components such as EIM, the Optimizer (or
Optimization Engine), Assignment Manager, and so on. The Siebel Server operates components as processes or threads
by using the system preferences specified for each component. Thus, multiple components can run at the same time
and each component can run a specified number of tasks at a time.

Engines for Siebel Field Service

Siebel Field Service includes the following engines:

Renewal Engine. Automatically renews agreement line items.

- Charge Engine. Automatically creates charges. The Charge Consolidation Engine can then consolidate these
charges.

- Charge Consolidation Engine. Automatically generates invoices by using defined charge consolidation plans.

Fulfillment Engine. Analyzes orders, locates the products for each order line item, returns the located products
or substitute products to the user, allocates the products, and generates pick tickets.

Part Locator Engine. Analyzes orders, locates the products for each order line item, and returns the located
products or substitute products to the user. The user can manually allocate these products and generate the
pick tickets.

Replenishment Engine. Selects source and target inventories for needed restocking and generates the orders
required to obtain materials from an external provider, an internal inventory site, or an internal manufacturing
facility.

- Cycle Counting Engine. Generates cycle counting orders (or part lists).
Preventive Maintenance Engine. Generates service requests to maintain assets by using predefined triggers.

Mobile Inventory Transaction Engine. Generates inventory and asset transactions when a field service
engineer reports part movements in the field.
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To facilitate configuration, maintenance, and multi language support, these engines are implemented as business
services. For more information about business services, see Integration Platform Technologies: Siebel Enterprise
Application Integration . For more information about setting logging levels for these engines, see Engine Logging Levels

Administrative Tasks for Siebel Field Service

This topic describes the types of administrative tasks required for Siebel Field Service. This guide and other guides in
the documentation set for Siebel Business Applications include instructions for performing these tasks.

The following administrative tasks are required:

- Implementation and administration. You must define and structure numerous elements in Siebel Field
Service. These elements include currencies, exchange rates, organizations, divisions and positions in your
organization, users and their responsibilities, service territories, and so on. For more information about these
tasks, see Siebel Applications Administration Guide .

- Product management and administration. Siebel Field Service includes 2 tables for product information:
an internal product table and an external product table for competitive products. In addition to populating
these tables, you must define a product categorization hierarchy, specify product features, and specify product
settings that are tracked in inventory. You can also define price lists and associate the price lists with products.
For more information about these tasks, see Siebel Applications Administration Guide and Siebel Pricing
Administration Guide .

- Marketing administration. You must define and set up the various elements of marketing information for
your implementation. These elements include accounts, contacts, and so on. For more information about these
tasks, see Siebel Marketing User Guide .

- Assignment administration. Assignment Manager allows you to automatically assign the appropriate users
to specific tasks. For more information about using Assignment Manager, see Siebel Assignment Manager
Administration Guide .

- Templates. Service and preventive maintenance plans use activity and service request templates to define
efficient service calls. For more information about these features, see Service Requests and Solutions and
Service Activities.

- Agreements and Entitlements. Service and preventive maintenance plans are based on agreements and
entitlements that customers purchase. For more information about service agreements and entitlements, see
Agreements and Entitlements.

- Inventory. You must set up a logical inventory structure and maintain a physical inventory. For more
information about these tasks, see Service Inventories and Cycle Counting and Replenishment.
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5 Service Requests and Solutions

Service Requests and Solutions

This chapter describes how service center employees process service calls from customers, set up service requests, and
attempt to find immediate solutions. It includes the following topics:

- About Service Requests

« About the Process Flow for Service Requests
- Service Request Charts

« About Solutions

« About Answers

« About Siebel Audit Trail

« Process of Administering Service Requests

« Process of Administering Solutions

« Process of Managing Service Requests

« Process of Managing Solutions

« Process of Managing Answers

About Service Requests

When responding to a service call, a customer service representative can create a service request. This service request
includes all the activities associated with the call and information about the response to the call, such as orders, part
movements, and assignments.

Entitlement Selection

For entitlement selection, the Siebel database is searched for entitlements that match the following data in the service
request:

« Account
. Contact
- Product

- Asset (from the Service Details view)

Only entitlements that match this data appear in the Pick Entitlement dialog box that appears after you click the Verify
button for a service request. If no entitlements appear, then the selected service request is not entitled to receive
service. After you select an entitlement from the Pick Entitlement dialog box, the committed date and time for the
service request is calculated from the service calendar associated with the entitlement and from the response time
associated with the entitlement metrics. For more information about configuring the Verify button, see Changing
System Preferences for Entitlements.

n
ORACLE



Siebel Chapter 3
Field Service Guide Service Requests and Solutions

Note: The FS Holiday API Service business service provides APIs to calculate the Commit Time for a service request
according to a specific schedule. For example, if you create a service request for a customer call at 4:30 P.M. EST on
Friday, and the business requirements mandate a 4-hour response time, then the FS Holiday API Service business
service can call the GetResponseTime method to set the Commit Time to 12:30 P.M. EST on Monday. For more
information, see FS Holiday API Service Business Service.

Date Committed

Date Committed represents the contractual response period for service. Clicking the Verify button determines the

value of the Date Committed field for a service request. The committed date and time are calculated by using the Date
Opened field, the response time metric, and the service calendar (schedule hours and exception hours). The result
appears in the Date Committed field. The Date Committed field value for the service request populates the Due field for
activities in the service request.

The committed time allows the agent either to schedule an event in acceptable time frames, defined by the service
calendar, or to tell the customer that a requested event is outside of the service calendar and is therefore billable.

Activities associated with a service request directly (in the Activities view) and indirectly (in the Activity Plans view)
inherit the date and time in the Date Committed field.

Note: If the response time metric used to calculate the Date Committed field value is not correctly defined in the
Metrics view of the Entitlements screen, then the Date Committed field value is not calculated. For more information,
see Adding Metrics for Entitlements (End User).

Assign Command

The Assign menu command produces a dialog box containing a list of field service employees who are ranked using
administrative criteria. You select the employee who is best suited for ownership of the selected service request.

The Assign menu command activates Assignment Manager in interactive mode to provide a ranked list of field service
engineers who are qualified and available to work on a service request. Assignment Manager can also run in dynamic
and batch modes for any Assignment objects, including Accounts, Opportunities, and Campaigns. For more information
about mobile users and Assignment Manager, see Siebel Assignment Manager Administration Guide .

Assignment Manager evaluates employees for assignment by using the following rules:

- Check calendar. If this option is enabled, then an employee must have calendar availability to perform the task.
Calendar availability is based on the assignment rule, the Earliest Start field and Latest Start field for a schedule,
and the Duration field for an activity. If the employee is not available, then the employee is removed from the
list of candidates.

- Assignment availability. Assignment Manager passes a list of potential employees to the Appointment
Booking System (ABS). The ABS checks the service schedules (including the geographic service region
assignments) for the employees and the activities already on their calendars. The ABS then returns the list of
available employees to Assignment Manager. In an optional step, Assignment Manager can request that the
ABS create and schedule a new activity for the selected employee. For more information about the ABS, see
Scheduling Using Siebel Scheduler.
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- Workload. For each specified workload rule, the number of activities assigned to the employee that meet all
of the workload criteria is calculated. This number is reduced by the maximum workload. This result is used
to generate a score that is inversely proportional to the workload rule weight [workload score = weight * (1
— (current workload/maximum workload)]. For example, if the workload rule is for Unassigned and Critical
Service Requests, and if the maximum workload for this rule is 10 and the weight for this workload is 20, then
an employee workload of 10 or greater receives a score of zero, and an employee with a workload of 2 receives a
score of 16.

- Attribute match. For each specified condition, the criteria are evaluated. If a condition is met, then the score
equals the specified weight. Otherwise, the score is zero. If the condition is not met, and the condition is
required, then the total score for that employee or position is zero.

- Expertise weighting. For each condition that uses advanced weighting, the score for the condition is adjusted
by using the advanced weighting criteria. For the employee column that is matched, the expertise for that
attribute type is also applied. For example, if a condition specifies a product (product expertise) match, with a
weighting of 15, and expertise weightings of Expert, Intermediate, and Novice are 3, 2, and 1, respectively, then
the resulting scores for this factor are 15, 10, and 5, respectively.

The total score for an employee is a sum of the scores for each individual factor, modified by the factors that override
the total score and set the score to zero (check calendar, required attribute matches, and so on). The highest score
represents the best employee for assignment.

The Assignment Engine is configured for the Service Request object to either automatically assign the highest scoring
employee (using SmartScript) or to run in interactive mode. In interactive mode, the user selects the Assign command,
and Assignment Manager returns a ranked list of employees in the Assign Employees dialog box. The user can then
select an assignee. For more information about setting up interactive assignment for Siebel objects, see Siebel
Assignment Manager Administration Guide .

Note: You can see all assignment rules by navigating to the Administration - Assignment screen. For more
information, see Siebel Assignment Manager Administration Guide .

About the Process Flow for Service Requests

The following figure shows the process flow for managing a service request from a customer.
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This process flow includes the following steps:

1. Receive a request for service.

2. Generate a service request.

3. Verify the request by confirming the following information:
o The account

o The caller (contact)

o Assets

o Entitlements for service
o Warranties

Try to solve the problem by using known solutions.

If known solutions do not solve the problem, then generate activities for service.

Order parts, if needed.

Schedule a field service engineer, and assign activities to that field service engineer, if needed. For more
information, see Scheduling Using Siebel Scheduler and Dispatch Board.

Perform the activities.

Close the service request.

NOo U A

0

Service Request Charts

The following table lists the descriptions of the charts in the Agent Charts view for service requests.

Chart Description
Aging Analysis by Priority The duration of a service request as a function of priority.
Aging Analysis by Product The duration of a service request as a function of product.
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Chart

Aging Analysis by Product Area

Aging Analysis by Severity

Aging Analysis by Status

Priority Analysis by Owner

Status Analysis by Owner

Closed Service Requests by Owner

Closed Service Requests by Product

Customer Analysis

New Service Requests

New Service Requests by Owner

New Service Requests by Product

Product Analysis

Product Version Analysis

Severity and Priority Analysis

Status and Area Analysis

Symptom and Resolution Analysis

Trend Analysis by Product

ORACLE
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Description

The duration of a service request as a function of field service product area.

The duration of a service request as a function of severity.

The duration of a service request as a function of status (Open, Assigned, Pending, and so on).

The priority of service requests assigned to each field service engineer.

The status of service requests assigned to each field service engineer.

The history of closed service requests assigned to each field service engineer.

The history of closed service requests for each product.

The number of service requests for each customer account.

The number of new service requests for each calendar period.

The number of new service requests assigned to a field service engineer for each calendar period or
for each product.

The number of new service requests for each product for each calendar period.

The number of new service requests for each product.

The number of new service requests for each version of a product.

This chart contains the following graphs:

- The number of service requests as a function of severity.

- The number of service requests as a function of priority.

This chart contains the following graphs:

- The number of service requests as a function of status.

- The number of service requests as a function of field service product area.

This chart contains the following graphs:

- The number of service requests as a function of symptom.

- The number of service requests as a function of resolution.

The number of service requests for each product as a function of calendar period.
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Chart Description
Trend Analysis by Product Area The number of service requests for each field service product as a function of calendar period.
Trend Analysis by Severity The number of service requests for each severity level as a function of calendar period.
Trend Analysis by Source The number of service requests logged in by a route (email, phone, and so on) as a function of

calendar period.

Trend Analysis by Status The number of service requests with a status as a function of calendar period.

About Solutions

For many new service requests, customer service representatives previously resolved similar problems. To minimize
costs and maximize the effectiveness of a service center, an organization can reuse the solutions for previously resolved
problems. You can store, organize, associate, and search a knowledge base for resolutions successfully used for similar
problems or for published solutions of potential problems.

After you successfully resolve a problem, you can associate the solution with the service request so that the solution
information is available if the customer later reopens the service request. Also, you record the solution so that you can
resolve similar service requests without extensive research. You might find an existing service request, solution, or
resolution document that provides information relevant to another service request that you are investigating, and you
can quickly review the information and associate it with your service request.

Note: You can configure full text search of service requests. For more information about configuring the search
engine for service requests, see Siebel Search Administration Guide .

About Answers

Sometimes customer service representatives must answer a customer inquiry to resolve a problem that is associated
with a service request. Oracle Knowledge includes a database of information that customer service representatives
can use to find answers to customer inquiries. Oracle Knowledge uses a patented Intelligent Search technology to
search unstructured content, structured data sources, and transactional business applications in parallel. The Oracle
Knowledge technology can automatically incorporate customer context and call context in the search for answers to
customer inquiries.

To use Oracle Knowledge functionality in Siebel Field Service, you must integrate Oracle Knowledge with Siebel Field
Service. For information about completing this integration, see Oracle Knowledge iConnect for Siebel Contact Center
Integration Guide on the Oracle Knowledge bookshelf on Oracle Technology Network.

The user interface for Oracle Knowledge is embedded within Siebel Field Service and is designed to maximize the
productivity of customer service representatives and to improve call-resolution rates. The answers are more than just
links to source content. They also include relevant excerpts that have a high probability of answering the inquiry.
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The user interface for Oracle Knowledge significantly streamlines the call wrap-up process by automatically providing
embedded links to associate the correct enterprise knowledge with each resolution task for a service request.

About Siebel Audit Trail

Siebel Audit Trail creates a history of the changes to service requests. An audit trail record shows the performed
operation, the date and time of the operation, and the change to the value. Therefore, Siebel Audit Trail is useful for
examining the history of a service request. Siebel Audit Trail logs information without requiring any interaction with, or
input from, users.

By using Siebel Audit Trail, your users can determine the employee who modified a certain field and the data that
changed. An audit trail record is created for each status change. This record includes a time stamp and the ID of the
user who made the change.

For Siebel Remote users who change records, Siebel Audit Trail works for every Siebel Web deployment and
configuration option, including synchronization. Audit trail records show not only successfully committed transactions,
but also transactions that are not synchronized to the server because of conflicts.

Audit trail data is written directly into the Siebel database, supporting both remote users and replicated databases.
Changes to a Siebel Audit Trail field are cached in the Siebel application. Exiting from a Siebel application and restarting
it writes all cached changes to the Siebel database. Alternatively, when the cache size is reached, all cached entries are
automatically written to the Siebel database even when a user does not exit from the Siebel application.

Note: Siebel Audit Trail supports the Service Requests and Asset Mgmt - Asset business components.

The Audit Trail view shows the history of changes to specific service request records. This view is read-only. For more
information about Siebel Audit Trail, see Siebel Applications Administration Guide .

Siebel Audit Trail Content

Siebel Audit Trail records the following information:
Field
Row ID of the changed record
Performed operation (for example, Update, New, Delete, or Copy)
- Original value
- Changed value
User ID for the user who performed the operation
Date and time the operation was performed

Siebel Audit Trail for Remote Users

The following information applies to remote users:

Disconnected users cannot view audit trail records. However, after they synchronize with the server, audit trail
records are created on the server for their transactions.
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- Information that is used to create audit trail records is synchronized, but the records are not synchronized.

- If the transaction is rejected during the conflict resolution, then the corresponding audit trail record is also
rejected.

Note: It is recommended that you do not change the Audit Trail business service.

Process of Administering Service Requests

The following list shows the tasks that administrators typically perform to administer service requests. Your company
might follow a different process according to its business requirements.

To administer service requests, administrators perform the following tasks:

- Create service activity templates. For more information, see Creating Activity Templates and Adding
Information to Activities in Activity Templates.

- Set up service metrics. For more information, see Setting Up Service Metrics.

- Set up the default date and time for the Opened field in new service requests. For more information, see Setting
Default Date and Time for Opened Field.

Setting Up Service Metrics

You can set up service metrics for service requests. A metric provides a benchmark to measure performance for a
service request.

Note: You name service metrics in the Service Metrics view, but you define service metrics in detail in the Entitlement
Templates view. After you define entitlements and service metrics, users can associate an entitlement with a service
request. For more information, see Defining Metrics for Entitlement Templates and Selecting Entitlements for Service
Requests (End User).

This task is a step in Process of Administering Service Requests.

To set up a service metric

1. Navigate to the Administration - Service screen, then the Service Metrics view.
2. Create a new service metric record, and complete the fields as appropriate.

Setting Default Date and Time for Opened Field

The Post Default Created Date To Date Saved user property in the Service Request business component controls the
behavior of the Opened field in new service requests. For more information about user properties, see Using Siebel
Tools .

The values for the Post Default Created Date To Date Saved user property follow:

- TRUE (Default). Sets the value in the Opened field of a new service request (the creation date and time) to the
date and time when a user first saves the record (when the record is committed to the Siebel database).
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This setting can help your organization to meet its service-level commitments. If the Opened field on a service
request displays the time and date a user opens it, instead of the time and date that a user first saves it, then
the service request ages by the length of time that it takes the user to enter the service request data before

a customer service representative (CSR) can see the service request in Siebel Field Service. If Siebel Field
Service uses the time when (and not before) a user completes and saves the service request, then your service
personnel can use the fully allotted time to respond to service requests.

For example, a customer has a 24x7 entitlement with a 1-hour response time metric. This customer enters a
service request in Siebel Field Service. Note that 30 minutes elapse from the time this customer opens and
begins entering a service request until the time the customer completes and saves it. If the time in the Opened
field is when the customer first created the service request, then your company CSRs must respond in only 30
minutes. If the time in the Opened field is when the service request is committed to the Siebel database, then
your company must respond in 1 hour.

This setting can, however, set the value of the Opened field later than the Last Updated field because the value
for the Last Updated field is set when a user creates the record, but not when a user first saves it.

FALSE. Sets the value of the Opened field of a new service request to the date and time when a user first
creates the record. If your company business process mandates that the time for a service request starts from
when a CSR starts answering a customer call, then use this setting.

This task is a step in Process of Administering Service Requests.

To set the default date and time for the Opened field

NOURAWNR

Log in to Siebel Tools as an administrator.

Lock the appropriate project for editing.

In the Object Explorer, navigate to Business Component.

Query for the Service Request business component.

Navigate to Business Component, then Business Component User Prop.
Query for the Post Default Created Date To Date Saved user property.

In the Value field, enter the appropriate value.

Process of Administering Solutions

The following list shows the tasks that administrators typically perform to administer solutions. Your company might
follow a different process according to its business requirements.

To administer solutions, administrators perform the following tasks:

Creating Solution Records
Associating Additional Information with Solutions

Allowing Editing of Resolution Documents

Creating Solution Records

Solution records contain information that employees can use to resolve service requests. Administrators create solution
records in the Administration - Solution screen. Users can view these records in the Solutions screen.
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This task is a step in Process of Administering Solutions.

To create a solution record

1. Navigate to the Administration - Solution screen, then the Solutions view.
2. Create a new solution record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

FAQ Type frequently asked questions that relate to the solution.

Publish Internal Select this check box to indicate the information is available to internal users. The solution does
not appear in solution lists that customers view on the Web, but appears on internal solution
lists.

Publish External Select this check box to indicate the information is available to external users. The solution

appears both in solution lists that customers view on the Web and on internal solution lists.

3. Drill down on the Name field for the solution record, and click the Resolution Documents view tab.
4. Create a new resolution document record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

File Name Displays the name of the resolution document that you select. This document contains details
about the solution. In the Administration - Resolution Documents screen, administrators set up
the resolution documents that you can select.

Description Displays a description of the resolution document that you select.

Associating Additional Information with Solutions

After you create a solution, you can associate additional information with the solution. This information includes service
requests, change requests, solution categories, and other solutions that relate to the solution. Solution categories
contain information relevant to a solution.

This task is a step in Process of Administering Solutions.

To associate additional information with a solution

1. Navigate to the Administration - Solution screen, then the Solutions view.
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2. Drill down on the Name field for a selected solution.
3. To associate additional information with the solution record, complete the following steps:

a. Click the Service Requests view tab, create a new service request record, and complete the fields as
appropriate.

b. Click the Change Requests view tab, create a new change request record, and complete the fields as
appropriate.

c. Click the Solution Categories view tab, create a new solution record, and complete the fields as
appropriate.

d. Click the Related Solutions view tab, create a new related solution record, and complete the fields as
appropriate.

Allowing Editing of Resolution Documents

Resolution documents are, by default, read-only. Perform the following procedure to allow administrators to edit these
documents in the Administration - Solution screen.

This task is a step in Process of Administering Solutions.

To allow editing of resolution documents

NS AWNA

Log in to Siebel Tools or Web Tools as an administrator (see Using Siebel Tools ).
Create a workspace.

In the Object Explorer, navigate to Applet.

Query for the SR Resolution Item List Frame applet.

Navigate to Applet, List, and then List Column.

Select the ResFileName list column, and clear the check in the Read Only field.
Deliver the changes to the Integration Branch.

Navigate to the Administration - Solution screen to test document editing.

Process of Managing Service Requests

The following list shows the tasks that end users typically perform to manage service requests. Your company might
follow a different process according to its business requirements.

To manage service requests, end users perform the following tasks:

Viewing Account Information (End User)
Creating Service Requests (End User)

Selecting Entitlements for Service Requests (End User)

- Associating Activities with Service Requests (End User)

« Associating Change Requests with Service Requests (End User)

- Adding Assets to Service Requests (End User)

Creating Orders for Service Requests (End User)
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« Generating Quotes for Service Requests (End User)

- Viewing Part Movements for Service Requests (End User)
- Viewing Metrics for Service Requests (End User)

» Researching Service Requests (End User)

« Resolving Service Requests (End User)

Viewing Account Information (End User)

When creating a service request for an account, you might want to review information about contacts for the
account, the service profile of the account, agreements and entitlements that apply to the account, and other account
information. For more information about using the Accounts screen, see Siebel Applications Administration Guide .

This topic contains the following related information:
- Viewing Contacts and Service Profiles for Accounts
« Viewing Agreements and Entitlements for Accounts
- Viewing Other Information for Accounts

This task is a step in Process of Managing Service Requests.

Viewing Contacts and Service Profiles for Accounts

You can view the service profile for the account. This profile contains information about the products and assets that are
associated with the account. You can also view information about the customer contacts who handle an account. For
more information about using the Contacts view, see Siebel Fundamentals .

To view the contacts and the service profile for an account

1. Navigate to the Accounts screen, then the Accounts List view.

Some fields are described in the following table.

Field Comments
Account Name Displays the name of the account.
Organization Displays the organization for the account. The organization limits the visibility of data. If

you select All Accounts Across Organizations in the visibility filter, then the accounts for all
organizations appear. For more information about setting up organizations, see Siebel Security
Guide .

If you own a record, then you can see it when you select My Accounts in the visibility filter, even
if the record does not apply to your organization. However, you do not see the record when you
select All Accounts in the visibility filter if the record does not apply to your organization.

2. Drill down on the Account Name field for a selected account.

The Contacts view shows the contacts for the account.
3. Click the Service Profile view tab.
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The Service Profile view shows that products that are associated with the account. The Assets list shows the
assets that are associated with a selected product.

Viewing Agreements and Entitlements for Accounts

You can view information about agreements and entitlements for an account. For more information about using the
Agreements view, see Agreements and Entitlements

To view the agreements and entitlements for an account

1. Navigate to the Accounts screen, then the Account List view.
2. Drill down on the Account Name field for a selected account record, and click the Agreements view tab.

Some fields are described in the following table.

Field

Primary

Type

Start

End

Valid

3. Click the Entitlements view tab.

Comments

Displays a check in the check box to indicate the agreement is a primary agreement for the
selected account. This field is for information only, and does not affect other fields or functions.

Displays the type of agreement. Values include Service Level Agreement and Price Protection.

Displays the date that the agreement is effective.

Displays the date that the agreement is no longer effective.

Displays a check in the check box to indicate the agreement is an active agreement. An active
agreement can appear in the list that appears when you click the Verify button. For more
information, see Entitlement Selection.

Some fields are described in the following table.

Field

Current Qty

End

Agreement

Initial Quota

ORACLE

Comments

Displays the current quantity that the entitlement covers.

Displays the date that the entitlement is no longer effective.

Displays the agreement that is associated with the entitlement.

Displays the initial quantity that the entitlement covers.
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Field Comments
Start Displays the date that the entitlement is effective.

Viewing Other Information for Accounts

You can view other information, such as service requests, billing information, shipping information, and invoices, for an
account.

To view other information for an account

1. Navigate to the Accounts screen, then the Account List view.

2. Drill down on the Account Name field for a selected account record.

3. To see more information about the account, complete the following steps:
a. Click the Service Requests tab to view the service requests for the account.
b. Click the Bill To/Ship To view tab to view the billing and shipping information for the account.
c. Click the Invoices view tab to view the invoices for the account.

Creating Service Requests (End User)

To respond to a request for service, you create a service request and attempt to resolve the problem. If you cannot
resolve the problem, then you can set up service activities, select and schedule the engineers to perform the activities,
and inform the engineers of their assignments.

This task is a step in Process of Managing Service Requests.

To create a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Create a new service request record, and complete the fields as appropriate.
Some fields are described in the following table.

Field Comments

Status Displays a status of Open. The state model controls the behavior of this field. For more
information about the state model, see Siebel Business Process Framework: Workflow Guide .

Substatus Displays a substatus of Unassigned. The state model controls the behavior of this field.

Account Select the appropriate account for the service request. Accounts can include multiple
addresses. Make sure that you select the account with the correct address.

Recommendation Select the next action to take for the service request. Values include:
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Comments

o Dispatch. Creates service activities by associating an activity plan template with the
service request. You can configure the activity plan name in the SR Recommendation
workflow.

o [Escalate. Creates a new repair order that inherits the values from the following service
request fields: Product, Asset, Return to Account, Price List, and Rate List.

o Return. Creates a new order line item and a new repair order (with an RMA Return type)
that inherits the values from the following service request fields: Account, Contact, Price
List, Entitlement, and Order ID.

Note: You must activate the SR Recommendation workflow to use the Recommendation
field.

Displays an entitlement name. This entitlement provides special terms for billing the labor,
expenses, and parts for this service request and provides the date and hours when the
customer is entitled to service.

Displays the date and time that you create the service request. Depending on the Post Default
Created Date to Date Saved user property setting, this date and time is when you first save the
service request or when you first open it. For more information, see Setting Default Date and
Time for Opened Field.

Select the date and time that you expect the service request to close. Selecting an entitlement
automatically generates a value for this field by using the response time in the service request
metrics, the service calendar, and the requested date the service.

Activities associated with the service request inherit the Date Committed field value. The Date
Committed field value in the service request appears in the Due field for activities of the service
request. For more information, see Date Committed.

Displays the date and time that you actually close the service request.

Select this check box to indicate the activities and orders associated with the service request are
billable to the account. If you select this check box, then the billable check box for the activities
and orders associated with the service request is automatically selected. If you select this check
box, and clear the billable check box for the activities and orders associated with the service
request, then the activities and orders are not billed to the account, unless an entitlement
overrides the billable flag for the activity.

Displays the organization for the service request. The organization limits the visibility of data.

If you select All Service Requests Across Organizations in the visibility filter, then the service
requests for all organizations appear. For more information about setting up organizations, see
Siebel Security Guide .

If you own a record, then you can see it when you select My Service Requests in the visibility
filter, even if the record does not apply to your organization. However, you do not see the
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Field Comments

record when you select All Service Requests in the visibility filter if the record does not apply to
your organization.

3. Drill down on the SR number (#) field for a selected service request, and click the Service Details view tab.
4. Complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Symptoms Select a description of the symptom that initiated the service request.

A service request can be associated with multiple symptoms. A customer can report some
symptoms as part of a service request, a field service engineer can report other symptoms as
part of an activity, and a repair person can report other symptoms as part of a repair activity.

All the reported symptoms appear in the dialog box that appears when you click the select
button in this field because the symptoms are stored in an intersection table that also stores the
activity and the service request ID.

Service Region Select the service region that is associated with the service request. Activities for this service
request inherit this service region. The Appointment Booking System and Optimizer require a
service region. For more information, see Scheduling Using Siebel Scheduler.

Selecting Entitlements for Service Requests (End User)

Entitlements contain information about the level of service for a customer. For a service request, you can select only the
entitlements that match the data in the service request. For more information, see Entitlement Selection.

This task is a step in Process of Managing Service Requests.

To select an entitlement for a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Select a service request that includes an associated account or contact.
3. Inthe menu bar, click one of the following buttons:

o Verify. The Pick Entitlement dialog box appears showing only entitlements that match specific data in
the service request. If no entitlements appear, then the selected service request is not entitled to receive
service. For more information, see Entitlement Selection.

o Verify Best Time. The Pick Entitlement dialog box appears showing, of the entitlements that match
specific data in the service request, only the entitlement with the earliest date committed. If no
entitlement appears, then the selected service request is not entitled to receive service.

These buttons call a workflow. For more information, see Workflows for Entitlement Creation and Verification.
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4. Inthe Pick Entitlement dialog box, select an entitlement, and click OK.

Entitlements also contain information about the valid hours for completing service requests. After you select an
entitlement for a service request, you can view the valid hours for completing the service request.

To view the valid hours for completing a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Service Hours view tab.

Shaded areas represent service times.

Associating Activities with Service Requests (End User)

Service requests are frequently associated with activities to perform to resolve problems for customers.
This topic contains the following related information:

- Associating Activity Plans with Service Requests
« Associating Activities with Service Requests Manually

This task is a step in Process of Managing Service Requests.

Associating Activity Plans with Service Requests

In the Activity Plans view, you can select an activity template to automatically associate the activities in the template
with a service request. Engineers work on these activities to resolve the service request. For more information about
activity plans and activity templates, see Service Activities

To associate an activity plan with a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Activity Plans view tab.
3. Create a new activity plan record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Planned Start Select the date and time to begin the activities to resolve the service request. The default value
is the date and time that the record is created.

Template Select a template that contains a set of activities for recurring tasks.

Lock Assignment Select this check box to indicate Assignment Manager cannot assign activities created as part
of this activity plan.
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Associating Activities with Service Requests Manually

You can manually associate activities with service requests, and then add information to the activities. This information
includes the recommended steps that field service engineers can perform to complete the activity, additional
instructions about the activity, items (such as parts and tools) that field service engineers need to complete the activity,
and the skills (such as language proficiency and product knowledge) that field service engineers must possess to
complete the activity.

Assignment Manager uses the skills for an activity to assign the activity to the appropriate employee. For more
information about Assignment Manager and about setting up the skills that you can assign to an activity, see Siebel
Assignment Manager Administration Guide .

To manually associate an activity with a service request

Navigate to the Service screen, then the Service Request List view.

Drill down on the SR number (#) field for a selected service request, and click the Activities view tab.
Create a new activity record, and complete the fields as appropriate.

Drill down on the Type field for the activity.

To add more information to the activity record, complete the following steps:

A UN

a. Click the Service Activity Steps view tab, create new step records, and complete the fields as appropriate.

b. Click the Service Activity Instructions view tab, create a new instructions record, and complete the fields
as appropriate.

c. Click the Service Activity Items view tab, create a new item record, and complete the fields as appropriate.

d. Click the Assignment Skills view tab, create a new skill record, and complete the fields as appropriate.

Associating Change Requests with Service Requests (End User)

You can associate a change request with a service request. A change request might contain information about a
manufacturing defect in a component that is associated with a service request.

This task is a step in Process of Managing Service Requests.

To associate a change request with a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Change Requests view tab.
3. Click Add, and select a change request in the Add Change Request dialog box.

In the dialog box, you can create a new change request. For more information about creating change requests,
see Generating Change Requests from Service Requests.

Adding Assets to Service Requests (End User)

You can add an asset to a service request. For more information about managing defective assets, see Quality
Management.
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Note: You can directly associate a service request with only 1asset. However, to associate a service request with
multiple assets, you can associate the service request with multiple activities, and then associate each activity with a
different asset.

This task is a step in Process of Managing Service Requests.

To add an asset to a service request

1. Navigate to the Service screen, then the Service Request List view.

2. Drill down on the SR number (#) field for a selected service request that is not associated with an asset, and
click the Activities view tab.

3. Drill down on the Type field for a selected activity, and click the More Info view tab.

4. Inthe Asset number (#) field, enter or select the number for the additional asset.

Creating Orders for Service Requests (End User)

An engineer might need additional parts to complete an activity for a service request. You can create an order for the
service request to obtain these needed parts.

This task is a step in Process of Managing Service Requests.

To create an order for a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Orders view tab.
3. Create a new order record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments
Type Select the type of order.
Approved Select this check box to indicate the order is approved. This field is for information only and

does not affect other fields or functions.

Generating Quotes for Service Requests (End User)

To determine the estimated cost of completing a service request, you can generate a quote. The quote lists the costs to
complete a service request, and includes labor hours and part prices. The part prices are based on the recommended
parts needed to complete the activities that are associated with the service request. For more information about
generating invoices for service requests, see Creating Invoices Manually (End User) and Creating Invoices Automatically
(End User).

This task is a step in Process of Managing Service Requests.
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To generate a quote for a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Service Details view tab.
3. Click Auto Quote.

If the button is disabled, then make sure the Price List and Rate List fields in the Service Details view contain
data.

A quote line item appears in the Quotes view.
4. To view the quote, drill down on the Name field.

I Note: The quote line items for labor are not priced.

Viewing Part Movements for Service Requests (End User)

Employees can move parts in the field so that the parts are available to complete the activities in service request. You
can view these part movements for a service request.

This task is a step in Process of Managing Service Requests.

To view field part movements for a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Activities view tab.
3. Drill down on the Type field for a selected activity, and click the Part Tracker view tab.

Viewing Metrics for Service Requests (End User)

A metric provides a benchmark to measure performance for a service request. Before you can view the metrics
for a service request, you must verify the entitlement for the service request. For more information, see Verifying
Entitlements for Service Requests (End User).

Administrators define service metrics in the Metrics view in the Entitlement Templates view of the Administration -
Contracts screen. For more information, see Agreements and Entitlements

This task is a step in Process of Managing Service Requests.

To view the metrics for a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Metrics view tab.

Researching Service Requests (End User)

Complete the tasks in this topic to research service requests.
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This topic contains the following related information:

Generating Correspondence for Service Requests

« Associating Service Requests with Related Service Requests
Viewing Change Requests for Products

- Associating Decision Issues with Service Requests

This task is a step in Process of Managing Service Requests.

Generating Correspondence for Service Requests

Periodically, you might want to generate correspondence, such as an email message, to communicate with other people
about issues for a service request. For more information about correspondence, see Siebel Applications Administration
Guide .

To generate correspondence for a service request

1. Navigate to the Service screen, then the Service Request List view.

2. Select a service request for which you want to generate correspondence.

3. Select File, then Send Email.

4. Inthe Pick Recipients dialog box, select the contact associated with the selected service request, and click OK.
Note: The selected service request is not associated with any additional contacts added to the Recipients list
for service request-related correspondence.

5. Inthe Send Email dialog box, complete the fields as appropriate.
6. Click Send.

Associating Service Requests with Related Service Requests

While researching an issue for a service request, you might find another service request that relates to the issue. You
can associate this other service request to your service request so that this additional information is readily available
from your service request.

To associate a service request with a related service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Related SRs view tab.
3. Create a new related service request, and complete the fields as appropriate.

Viewing Change Requests for Products

While researching a service request, you might want to view change requests that are associated with the product in the
service request.

To view the change requests for a product

1. Navigate to the Products screen, then the Internal Product List view.
2. Drill down on the Product field for a selected product, and click the Change Requests view tab.

Associating Decision Issues with Service Requests

Decision issues are explanations that can help to resolve service requests. You can use these explanations in your
company, and you can provide them to customers. You associate a decision issue with your service request so that this
information is readily available from your service request.
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To associate a decision issue with a service request

Navigate to the Service screen, then the Service Request List view.

Drill down on the SR number (#) field for a selected service request, and click the Decision Issues view tab.
Create a new decision issue record, and complete the fields as appropriate.

To see more information related to the decision issue, drill down on the Name field for the decision issue, and
complete the following steps:

P UWNA

a. Click the Attachments view tab to view attachments related to the decision issue.
b. Click the Literature view tab to view literature related to the decision issue.
c. Click the Related Issues view tab to view other issues related to the decision issue.

Resolving Service Requests (End User)

Complete the tasks in this topic to resolve service requests.
This topic contains the following related information:
« Recording Resolutions for Activities in Service Requests
Closing Service Requests
Conducting Customer Satisfaction Surveys

This task is a step in Process of Managing Service Requests.

Recording Resolutions for Activities in Service Requests
After you complete and resolve an activity in a service request, you can record this resolution in a service request.

To record a resolution for an activity in a service request

Navigate to the Service screen, then the Service Request List view.

Drill down on the SR number (#) field for a selected service request, and click the Activities view tab.
Drill down on the Type field for the selected activity, and click the More Info view tab.

In the Resolution field, select a resolution.

P WNa

Closing Service Requests
After you complete all of the work associated with a service request, you can close the service request.

Note: After closing a service request, the record is read-only. You must change the status of a service request back to
Open before you can change the record.

To close a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Select the service request you want to close, then in the Status field, select Closed.

The Substatus field changes to Resolved, and the date and time in the Closed field is set to the current date and
time.

32
ORACLE



Siebel Chapter 3
Field Service Guide Service Requests and Solutions

Conducting Customer Satisfaction Surveys
After you close a service request, you can record (in a customer satisfaction survey) customer responses to questions

about the effectiveness of service. These responses determine a customer satisfaction score.

To conduct a customer satisfaction survey for a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Surveys view tab.
3. Create a new survey record, and complete the fields as appropriate.

Process of Managing Solutions

The following list shows the tasks that end users typically perform manage solutions. Your company might follow a
different process according to its business requirements.

To manage solutions, end users perform the following tasks:

Viewing Solution Records (End User)
- Associating Solutions with Service Requests (End User)

« Adding Information to Solutions (End User)

Viewing Solution Records (End User)

Solution records contain information that you can use to resolve service requests. Administrators create solution
records in the Administration - Solution screen.

This task is a step in Process of Managing Solutions.

To view a solution record

1. Navigate to the Solutions screen, then the Solutions view.
2. Drill down on the Name field for a selected solution, and click the Resolution Documents view tab.
3. Drill down on the Filename field for a selected resolution document.

Associating Solutions with Service Requests (End User)

To expedite the resolution of a service request, you can associate a solution record with the service request. Also, you
might associate a solution with a service request so that the solution information is available if the customer later
reopens the service request.

This task is a step in Process of Managing Solutions.

To associate a solution with a service request

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Solutions view tab.
3. Create a new solution record, and complete the fields as appropriate.
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You can drill down on the Name field for the record to view more information about the solution.

Adding Information to Solutions (End User)

After you view a solution, you can add information to the solution. This information includes service requests, change
requests, customer satisfaction surveys, and other solutions that relate to the solution.

Customer satisfaction surveys contain customer responses to questions about the effectiveness of service. These
responses determine a customer satisfaction score.

This task is a step in Process of Managing Solutions.

To add information to a solution

1. Navigate to the Solution screen, then the Solutions view.
2. Drill down on the Name field for a selected solution.
3. To add information to the solution record, complete the following steps:

a. Click the Service Requests view tab, create a new service request record, and complete the fields as
appropriate.

b. Click the Change Requests view tab, create a new change request record, and complete the fields as
appropriate.

c. Click the Customer Satisfaction Survey view tab, create a new survey record, and complete the fields as
appropriate.

d. Click the Related Solutions view tab, create a new related solution record, and complete the fields as
appropriate.

Process of Managing Answers

The following list shows the tasks that end users typically perform to manage answers. Your company might follow a
different process according to its business requirements.

To manage answers, end users perform the following tasks:
Configuring the Find Answers View (End User)
« Reviewing Answers for Service Request Inquiries (End User)
- Finding Answers for Service Request Inquiries (End User)
« Associating Answers with Service Request Inquires (End User)
- Adding Answers to Service Request Inquiries (End User)
- Requesting Answers for Service Request Inquiries (End User)

Viewing Linked Content for Service Request Inquiries (End User)
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Configuring the Find Answers View (End User)

You can configure the following options in the Find Answers view:

- Show Excerpts. Select this option to show excerpts for the answers in the Search Results list. For a more
efficient review of search results, you can scan these excerpts instead of drilling down on the answer links to
view the answers in the Oracle Knowledge Information Manager.

- Show Left Column. Select this option to show the Filter Search Results pane. You can click the links in this pane
to further restrict the answers that appear in the Search Results list. The number in parentheses after a link
indicates the total number documents associated with that link value in its associated category.

- Show Right Column. Select this option to show the My Recent Searches pane and the Search Feedback
pane. You can click the links in the My Recent Searches pane to see the results of your recent searches in the
Search Results list. You can click the asterisk (the star icon) in the Search Feedback pane to comment about the
usefulness of the answers that appear in the Search Results list.

- Autoshow Search Config. Select this option so that when you click in the Search field, the dialog box for
configuring searches automatically appears. You do not have to click the Search Config button to see this dialog
box.

This task is a step in Process of Managing Answers.

To configure the Find Answers view

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Find Answers view tab.

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry.
3. Click Preferences (the button with a cogged wheel).

The options for the current configuration of the Find Answers view appear. An option with a check is currently
configured, and an option with an X is not currently configured.

4. Click each option that is not configured to configure it, and click each option that is configured to delete its
configuration.

5. Click Preferences again.

The options for the current configuration of the Find Answers view no longer appear.

Reviewing Answers for Service Request Inquiries (End User)

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry. Oracle
Knowledge uses the text in the Summary field of the service request obtain these possible answers. You review these
possible answers to determine the answer that applies to the service request inquiry. Then you associate that answer
with the service request inquiry. For more information, see Associating Answers with Service Request Inquires (End
User).

This task is a step in Process of Managing Answers.

To review the answers for a service request inquiry

1. Navigate to the Service screen, then the Service Request List view.
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2. Drill down on the SR number (#) field for a selected service request, and click the Find Answers view tab.

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry.
3. For each answer, complete the following steps:

a. Drill down on the link for the answer to view details about it.

The Oracle Knowledge Information Manager appears.
b. Click Back to Answers to navigate back to the Find Answers view.
c. Drill down on the Similar Answers link for the answer to view other answers that relate to the answer.

The related answers appear in the Search Results list.
d. Click Back to Answers to view the original answer in the Search Results list.

Finding Answers for Service Request Inquiries (End User)

If the possible answers in the Search Results list do not answer the service request inquiry, then you can search for
additional answers in Oracle Knowledge. Also, if too many answers appear in the Search Results list, then you can
restrict the search criteria to limit the number of answers that appear in this list.

This task is a step in Process of Managing Answers.

To find an answer for a service request inquiry

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Find Answers view tab.

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry.
3. Search for additional answers by completing the following steps:

a. (Optional) Click Search Tips (the button with a light bulb) to open a dialog box that contains general
information about searching for answers, read the information in the dialog box, and close it.

b. Type a text string on which to search in the Search field.
c. Click Search (the button with a Q letter).

Answers that meet the search criteria appear in the Search Results list.
4. Restrict the search criteria by completing the following steps:

a. Click Search Config (the button with some tools).

b. Inthe dialog box for configuring searches, click Forum or Article to restrict the search results to either
forums or articles, select the check boxes for the answer languages to include in the search results, and
click Search Q.

The dialog box closes, and the number of search results can decrease.

Associating Answers with Service Request Inquires (End User)

You associate an existing answer with a service request so that users who access that service request can see that this
answer from Oracle Knowledge applies to the service request inquiry.
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An answer that you associate with a service request appears in the Linked Answers pane of the Find Answers view.
When you access the service request again, this answer appears in the Linked Answers view for the service request.

This task is a step in Process of Managing Answers.

To associate an answer with a service request inquiry

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Find Answers view tab.

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry.
3. Select the check box for the answer.
4. Click Link.

Alink to the answer appears in the Linked Answers pane.
5. If you want to delete this association, then complete the following steps:

a. Inthe Linked Answers pane, select the check box for the answer.
b. Click Unlink.

The link to the answer no longer appears in the Linked Answers pane.

Adding Answers to Service Request Inquiries (End User)

After reviewing the answers in Oracle Knowledge that might apply to the service request inquiry, and after searching
for additional answers in Oracle Knowledge, you might not find an answer to the service request inquiry. However, after
investigating the service request inquiry, you might determine its answer yourself. In this situation, you add the answer
to the service request inquiry.

An answer that you add to a service request appears in the Linked Answers pane of the Find Answers view. When you
access the service request again, this answer appears in the Linked Answers view for the service request.

This task is a step in Process of Managing Answers.

To add an answer to a service request inquiry

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Find Answers view tab.

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry.
3. Click Draft Content.
4. Inthe Create Siebel Channel form that appears, complete the following steps:

a. Complete the applicable fields in the form.
b. Click Submit.

Alink to the answer appears in the Linked Answers pane. You can drill down on this link to access the
Siebel Channel.
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Requesting Answers for Service Request Inquiries (End User)

After reviewing the answers in Oracle Knowledge that might apply to the service request inquiry, and after searching
for additional answers in Oracle Knowledge, you might not find an answer to the service request inquiry. If you cannot
determine the answer to the service request inquiry yourself, then you can ask other users for help in finding an answer.
In this situation, you can recommend that another user create an answer for the service request inquiry, and you can
ask the users in a discussion forum for an answer to the service request inquiry.

When you recommend that another user create an answer, your recommendation appears in the Tasks list of the inbox
in the Oracle Knowledge Information Manager. A question that you ask to a discussion forum appears in the Linked
Answers pane of the Find Answers view. When you access the service request again, this question appears in the Linked
Answers view for the service request.

This task is a step in Process of Managing Answers.

To request an answer for a service request inquiry

1. Navigate to the Service screen, then the Service Request List view.
2. Drill down on the SR number (#) field for a selected service request, and click the Find Answers view tab.

The Search Results list shows the answers in Oracle Knowledge that might apply to the service request inquiry.
3. Torecommend that another user create an answer for the service request inquiry, complete the following steps:

a. Click Request Content.

The Content Recommendation form appears.
b. Complete the applicable fields in the form.
c. Click Submit.

The Find Answers view appears again.

4. To ask the users in a discussion forum for an answer to the service request inquiry, complete the following
steps:

a. Click Post New Topic.

The Post New Topic form appears.
b. Complete the applicable fields in the form.

In the Topic Type field, select Question Topic.
c. Click Post Topic.

Alink to the question appears in the Linked Answers pane. You can drill down on this link to access the
discussion forum.
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Viewing Linked Content for Service Request Inquiries (End User)

You can view the following content in the Linked answers view for a service request:

- Answers that you associate with the service request. When you drill down on the URL fields for these answers,

the Oracle Knowledge Information Manager appears.

- Answers that you add to the service request. When you drill down on the URL fields for these answers, the

Siebel Channel appears.

- Questions about the service request that you ask to the users in a discussion forum. When you drill down on

the URL fields for these questions, the discussion forum appears.

After you link content to a service request inquiry in the Find Answers view, you must access the service request again
to update the records that appear in the Linked Answers view.

This task is a step in Process of Managing Answers.

To view the linked content for a service request inquiry

1
2.

Navigate to the Service screen, then the Service Request List view.
Drill down on the SR number (#) field for a selected service request, and click the Linked Answers view tab.

The Linked Answers list shows the content that is linked to the service request inquiry.
Drill down on the URL field for a record to view details about that record.

Details about the record appear in a new browser session.

. After you view the details about the record, close the new browser session.
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4 Service Activities

Service Activities

This chapter shows how to manage service activities. It includes the following topics:
« About Service Activities
- Activity Charts
« About Using the Task Ul Application to Perform Service Activities
« Scenario for Performing Service Activities with the Task Ul Application
« Process of Administering Service Activities

« Process of Managing Service Activities

About Service Activities

Field service engineers work on activities. Selecting an activity template automatically provides a set of activities to
complete for a service request. For general information about activities, see Siebel Applications Administration Guide .

Siebel Field Service includes the following common activity types:

- Service activities for the following categories:

o Installation

o Preventive maintenance
- Repair activities, including shipping and receiving

You use activities to track the tasks to complete in response to a service request, a preventive maintenance request, a
change request, and a request for a repair. The Activities screen shows the activities to assign to field service or service
center personnel.

A field service or repair activity can include detailed information about the steps that field service engineers can
perform to complete the activity, additional instructions about the activity, items (such as parts or tools) that field
service engineers need to complete the activity, and the skills (such as language proficiency and product knowledge)
that field service engineers must possess to complete the activity. An activity can also include information about its field
part movements, expenses, and labor.

Including activities in a service request provides the following advantages:
- The ownership of the problem remains with the call management, when required.
- The field service engineer looking at assigned activities can easily identify the required information.
- Reporting is simplified.

- You can assign activities to multiple employees.
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Note: Service activities can be stand-alone (for example, preventive maintenance activities) or, more commonly,
attached to service requests. For complex preventive maintenance activities, you can formalize the activity by creating
a service request.

Activities in Siebel Field Service are an extension of the Activity object and have Siebel Field Service customizations that
specifically meet the requirements of engineers who work on complex, standardized service activities. Activity objects
can be associated with the following Siebel objects:

- Accounts

- Contacts

- Programs

- Agreements

- Messages

- Projects

+ Assets

- Opportunities

- Repairs

- Campaigns

- Order line items
- References

- Change requests
+ Preventive maintenance
- Service requests

After users create activities, they assign them to appropriate field service engineers. Assigned activities appear on the

calendars for engineers, and the engineers can receive automatic notification about new activities through their laptop
computers, mobile devices, cell phones, or pagers. Engineers can accept or decline an activity and, after accepted, use
the Activities screen to provide information about its execution.

You can manually assign activities on the Activities, Service Requests, and Dispatch Board screens or use Assignment
Manager (with Assigh menu command) to automatically assign activities. Automatic assignment uses a variety of
criteria for assignment, including skills, role priorities, availability, location, and cost.

You can manually schedule assigned engineers on the Activities screen or on the interface of the Dispatch Board screen.
Also, Siebel Scheduler can automatically schedule assigned engineers. For more information about assigning and
scheduling activities, see Scheduling Using Siebel Scheduler and Dispatch Board.

Service Activity Templates and Activity Plans

Users select activity templates to create activity plans. Activity templates contain a set of activities to complete a service
request. Activity plans can include schedule requirements for completing these activities.

In the Activity Plans views on the Service Requests, Accounts, and Repairs screens, only the activity templates for
specific types of activities are visible. For example, when you generate an activity plan for opportunities, only activity
plans of the Opportunity type are visible. When you select a template, all of the activities in that template and the child
records of those activities (for example, Service Details, ltems, Skills, and so on) are also selected.
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Fields Copied from Activity Templates
The following fields are copied from an activity template to an activity plan:
- Activity type
- Cost Estimate
Employee
- Alarm
Description
Lock Assignment
- Category
Display In
Priority
- Comments
Duration
- Status
Note: If the value of the Employee field is included in the activity template, then the field value is copied. Otherwise,
the value in the Employee field depends in the value in the Category field. If the value in the Category field is not Field

Engineer Activity, Repair Activity, Preventive Maintenance, or Other, then the Employee field is populated with the
current login ID.

Child records associated with the template are copied to the following views in the Activities screen:
- Steps view
Instructions view
Items view

- Skills view

Category Field
The Category field for an activity in the Service Details view in the Activity Templates view of the Administration - Data
screen determines the following information for the activity that is generated from the activity template:

- Whether the child records of the activity are generated

- The user assigned to the activity

Child Records

If the value in the Category field is Field Engineer Activity, Repair Activity, Preventive Maintenance, or Other, then any
child records for the activity in the activity template, such as records for activity steps or assignment skills, are created
for the activity that is generated from the activity template.

If the Category field is blank or a value other than the values listed in the previous paragraph, then no child records for
the activity in the activity template are created for the activity that is generated from the activity template.
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Service Activity Assignment

The values in the Category field and Employees field of an activity record determine the user assigned to the activity.
The following table describes the determination of this assignment.

Employees Category Field Value Activity Assignment
Field Value
NOT NULL Any value (NULL or NOT NULL) Assigned to the employee who is specified in the

Employees field of the activity template.

NULL Not Field Engineer Activity, Repair Activity, Assigned to the employee who created the activity by
Preventive Maintenance, or Other applying the activity template.

NULL Field Engineer Activity, Repair Activity, Preventive = Not assigned. The Employees field and Owner field are
Maintenance, or Other blank in the created activity.

Note: It is recommended that you use this
assignment when you use Assignment Manager to
assign the activity.

Activity Charts

The following table lists the descriptions of the charts in the Chart view for activities.

Chart Description

Account and Type Analysis This chart includes the following graphs:

- The number of activities for each account.

- he number of activities for each type of account.

Contact Analysis The number of activities for each contact.

New Activities Analysis The number of new activities as a function of a calendar period.
Status Analysis by Owner The number of activities for each owner.

Status and Priority Analysis This chart includes the following graphs:

- The number of activities for each status category.

- he number of activities for each priority category.

Symptom and Resolution Analysis This chart includes the following graphs:
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Chart Description

- The number of activities of each symptom type.

- he number of activities for each resolution code.

Trend Analysis by Activity Type The number of activities of each type as a function of calendar period.

Trend Analysis by Product The number of activities for each product as a function of calendar period.

About Using the Task Ul Application to Perform Service
Activities

Siebel Field Service includes the Execute Field Task Start to Finish task to streamline the process of starting and
completing field repair activities. This repeatable task navigates through screens and views where you can enter
multiple records easier and faster than manually navigating through individual screens. When you change status (En
Route, In Process, Done, and so on), the task framework captures the time of the status change and records it as a
variable that corresponds to a Time Tracker Type field LOV entry. When the status is updated, a Time Tracker entry is
generated behind the scenes. For more information about using the Task Ul application, see Siebel Fundamentals . For
more information about customizing, activating, and assigning access privileges for tasks, see Siebel Business Process
Framework: Task Ul Guide .

To use the Execute Field Task Start to Finish task in the Task Ul application, you must activate and assign access
privileges for the following tasks:

Execute Field Task Start to Finish
Field Activity Execution

Field Activity En Route

Field Activity Invoicing

Field Activity Preparation
Replace Asset

Scenario for Performing Service Activities with the Task
Ul Application

This topic gives one example of how to perform service activities with the Task Ul application. You might perform
service activities with the Task Ul application differently, depending on your business model.

A field service engineer must complete a Field Repair assignment. He uses the Task Ul application for this activity by
clicking Execute Field Task Start to Finish in the Task Ul pane. He uses the Next button to move from screen to screen in
the task.

He first reviews details for the activity, then checks his trunk inventory. He updates the status to Scheduled and views a
map of the account service location. He updates the status to En Route and drives to the site. When he arrives, he sets
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the status to In Progress. Behind the scenes, the Task Ul creates a Time Tracker record for the en-route time. For more
information about the Time Tracker feature, see Recording Labor for Activities (End User).

On site, the field service engineer accesses the Review Instructions screen, reviews and records steps and takes
readings. He records the asset transactions that he performed during the repair, and logs his time and expenses. Finally,
he prints an invoice for the customer to sign.

Process of Administering Service Activities

The following list shows the tasks that administrators typically perform to administer service activities. Your company
might follow a different process according to its business requirements.

To administer service activities, administrators perform the following tasks:

« Creating Activity Templates

- Adding Information to Activities in Activity Templates

Creating Activity Templates

Administrators can create activity templates. These templates can contain any number of service activities. Users
select activity templates to create activity plans. Activity plans contain the activities in the selected template. For more
information, see Service Activity Templates and Activity Plans.

This task is a step in Process of Administering Service Activities.

To create an activity template

1. Navigate to the Administration - Data screen, then the Activity Templates view.
2. Create a new activity template record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Public Select this check box to indicate customer, partner, and employee applications can access the
information.

Auto Trigger Select this check box to move the activities from this template to a sales stage when a user

selects the sales stage for an opportunity.

3. Click the Service Details view tab.
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4. Create a new service details record, and complete the fields as appropriate.
Some fields are described in the following table.

Field Comments

Duration Select the complete duration (in minutes) of the activity. The complete duration of the activity
is the work time and the break time.

Lead Time Type the amount of time for travel to, or other preparation for, the activity.
Lead Units Select the unit of measurement for the Lead Time field.
Breakable Select this check box to allow the Optimizer to insert a break into the activity. If you do not

select this check box, then a break is not allowed during the activity. For more information, see
Breaks. For more information about the Optimizer, see Scheduling Using Siebel Scheduler.

Work Time Type the amount of work time (in minutes) for the activity.

Lock Assignment Select this check box to indicate Assignment Manager cannot reassign the activity to an
employee.

Category Select the category for the activity. For more information about the effects of selections in this

field, see Category Field.

Adding Information to Activities in Activity Templates

After administrators create activity templates, they can add information applicable to the activities in the template.
This information includes the recommended steps that field service engineers can perform to complete the activity,
additional instructions about the activity, items (such as parts and tools) that field service engineers need to complete
the activity, and the skills (such as language proficiency and product knowledge) that field service engineers must
possess to complete the activity.

Assignment Manager uses the skills for an activity to assign the activity to the appropriate employee. For more
information about Assignment Manager and about setting up the skills that you can assign to an activity, see Siebel
Assignment Manager Administration Guide .

This task is a step in Process of Administering Service Activities.

To add information to an activity in an activity template

1. Navigate to the Administration - Data screen, then the Activity Templates view.
2. Select an activity template, and click the Service Details view tab.
3. Select an activity record.
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4. To add more information to the activity record, complete the following steps:

a. Click the Service Activity Steps view tab, create new step records, and complete the fields as appropriate.
b. Click the Service Activity Instructions view tab, create a new instructions record, and complete the fields
as appropriate.

c. Click the Service Activity Items view tab, create a new item record, and complete the fields as appropriate.
d. Click the Assignment Skills view tab, create a new skill record, and complete the fields as appropriate.

Process of Managing Service Activities

The following list shows the tasks that end users typically perform to manage service activities. Your company might
follow a different process according to its business requirements.

To manage service activities, end users perform the following tasks:
« Managing Alarms for Service Activities (End User)
Creating Service Activities (End User)
- Adding Information to Activities (End User)
« Recording Expenses for Activities (End User)
« Recording Labor for Activities (End User)
Viewing On-Hand Inventory (End User)
Ordering Items for Activities (End User)
« Recording Part Movements for Activities (End User)
« Recording Asset Swaps (End User)
Completing Activities (End User)
Viewing Activities for Field Service Engineers (End User)

Using the Task Ul Application to Perform a Service Activity (End User)

Managing Alarms for Service Activities (End User)

Activities are attached to many Siebel business objects (for example, Service Requests and Opportunities). Siebel
Business Applications can notify the user of the start time for a pending activity. You select the Alarm check box in each
Activity record to set up this notification.

Alarm notification displays a dialog box in the user interface at a predetermined interval before the start of each activity.
The Alarm dialog box appears only once for each activity, unless the activity is repeated. (The Repeat check box is
selected in the activity record). If the activity is repeated, then the alarm appears at the specified time before the start of
each instance of the activity.

Alarms work only through the user interface. They cannot initiate workflow processes.

This topic contains the following related information:

. Setting the Alarm Lead Time for Service Activities

- Allowing Alarms for Service Activities

This task is a step in Process of Managing Service Activities.
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Setting the Alarm Lead Time for Service Activities
Alarms notify users of upcoming activities. A setting determines the time when the notification occurs.

To set the alarm lead time for service activities

1. From the application-level menu, select Tools, then User Preferences.
The User Preferences screen appears.

2. Onthelink bar, click Calendar.
The Calendar form appears.

3. Inthe Alarm Lead Time field, select a time from 5 to 120 minutes before the value in the Planned Start field for
each activity.

Allowing Alarms for Service Activities

To set the alarm for an activity, select the Alarm check box in an activity record on any screen that includes the Activities
view or in the Calendar screen. In the procedure in this topic, you set the alarm in the Calendar screen.

To allow an alarm for a service activity

1. Navigate to the Calendar screen.

2. Drill down on an activity name.

3. Inthe Calendar Detail view, select the Alarm check box.
4. C(lick Save This One.

Creating Service Activities (End User)

You can create activities that field service engineers must complete to respond to a service call. For information about
creating an activity for a service request, see Associating Activities with Service Requests (End User).

This task is a step in Process of Managing Service Activities.

To create an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Create a new activity record, and complete the fields as appropriate.
Some fields are described in the following table.

Field Comments

Due Select the latest date and time for an activity. This field indicates contractual commitments
or deadlines and is populated with the value from the Date Committed field for the service
request. For more information, see Date Committed.

This field is the same as the Latest Start field in the Schedule view of the Activities screen.

Status Select the state of an activity. Values include Approved, Unassigned, and Done. Drill down on
an Unscheduled value in the Status field to navigate to the Dispatch Board screen.
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Private

Repeat Frequency

Repeat Until

Alarm

Employees

SR#

Billable

Duration

Chapter 4
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Comments

Select this check box to indicate this activity is visible only to its owner.

Select the interval at which to repeat the activity. Values include Daily, Weekly, Monthly,
Quiarterly, and Yearly. A repeated activity appears multiple times in the calendar for the field
service engineer. You cannot schedule repeated activities on the Dispatch Board.

Select the ending date for repeating the activity.

Select this check box to sound a warning if the activity does not begin by the planned start
date.

Select the names of the employees assigned to complete the activity. You can identify an
employee as the primary employee.

Select the service request associated with the activity.

Select this check box to indicate the activity is billable to the customer.

Type the amount of time (in minutes) required to complete an activity, including breaks and
travel time. Duration is the time difference between the planned start date and the planned end
date for the activity. This field appears in the form only.

3. Drill down on the Type field for a selected activity, and click the More Info view tab.
4. Complete the fields as appropriate.

Some fields are described in the following table.

Field

Private

CR#

Lock Assignment

ORACLE

Comments

Select this check box to indicate the activity is visible only to its owner.

Select the defect number for a product associated with the activity.

Select this check box to indicate Assignment Manager cannot reassign the activity to an
employee.
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Field Comments
Category Select a category for the activity. This field determines the type of child records that are

inherited from the activity template. For more information, see Service Activity Templates and
Activity Plans.

Developers can use Siebel Tools to change the default values for the Category field. They set
ASGN_USR_EXCLD_FLG to N.

Resolution Select the solution code for an activity.

Defective Tag Select the tag number (repair number) associated with the activity.

Adding Information to Activities (End User)

After you create activities, you can add information to them. This information includes the recommended steps that
field service engineers can perform to complete the activity, additional instructions about the activity, items (such as
parts and tools) that field service engineers need to complete the activity, and the skills (such as language proficiency
and product knowledge) that field service engineers must possess to complete the activity.

Assignment Manager uses the skills for an activity to assign the activity to the appropriate employee. For more
information about Assignment Manager and about setting up the skills that you can assign to an activity, see Siebel
Assignment Manager Administration Guide .

This task is a step in Process of Managing Service Activities.

To add information to an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity.
3. To add more information to the activity record, complete the following steps:

a. Click the Steps view tab, create new step records, and complete the fields as appropriate.

You can select the Done check box for a step to indicate the step completion. This field is for information
only, and does not affect other fields or functions.

b. Click the Instructions view tab, create a new instructions record, and complete the fields as appropriate.

In this view, you can enter instructions that are specific to a customer site.
Click the Items view tab, create a new item record, and complete the fields as appropriate.
d. Click the Assignment Skills view tab, create a new skills record, and complete the fields as appropriate.

o

You can add more details about a skill in the Service Activity Skill ltem list.
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Recording Expenses for Activities (End User)

You can record the expenses that you incur while working on activities. These expenses include travel costs and meals.

This task is a step in Process of Managing Service Activities.

To record an expense for an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity, and click the Expense Tracker view tab.

Note: If you select Auto Expense Report in the application-level Tools menu, then new records are generated
in the Expense Tracker view. For more information about setting up and using this Auto Gen feature, see
Siebel Project and Resource Management Administration Guide .

3. Create a new expense record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments
Type Select the category of expense for the activity.
Billable Select this check box to indicate that the expense is billable to the customer. When you

select this check box, the Charge Engine uses the record to create a charge, and the Charge
Consolidation business service includes the expense for the activity in an invoice. This check
box is automatically selected if the Billable check box is selected for the activity.

Recording Labor for Activities (End User)

You can record the amount of hours that you work on activities.

If an entitlement (with metrics and a schedule) is associated with the activity, then you can enter only 1 record for
activity hours, even if the hours are associated with multiple rates (rates for regular, overtime, and extended overtime).
The Auto Charge feature automatically determines the charges for each rate. If an entitlement (without metrics and

a schedule) is associated with the activity, then you must enter a separate record for each rate. For more information
about entitlements, see Process of Administering Entitlements.

Note: The time tracker times for activities as well as the schedule and exception times for entitlements are not
translated to UTC (Universal Time Coordinates). The invoicing functionality for activities interprets these times
according to the time zone of the entitlement that is associated with the activity. This time zone is typically the time
zone of the location that the entitlement covers.

This task is a step in Process of Managing Service Activities.
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To record labor for an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity, and click the Time Tracker view tab.

Note: If you select Auto Timesheet in the application-level Tools menu, then new records are generated in
the Time Tracker view. For more information about setting up and using this Auto Gen feature, see Siebel
Project and Resource Management Administration Guide .

3. If you already completed the activity, then create a new time record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Type Select the category of time for the activity. In the Work Types view of the Administration - Data
screen, administrators set up the types that you can select.

Billable Select this check box to indicate the labor for the activity is billable to the customer. When you
select this check box, the Charge Engine uses the record to create a charge, and the Charge
Consolidation business service includes the price of the labor for the activity in an invoice.
This price is based on the rate list for the activity. You can define labor that is not billable (for
example, a coffee break). This check box is automatically selected if the Billable check box is
selected for the activity.

4. If you are starting the activity, then complete the following steps:

a. Click Start to populate the Start field with the current time and to populate the Date field with the current
date.

b. When you finish the activity, click Stop to populate the Stop field with the time that you complete the
activity and to populate the Elapsed field with the amount of time to complete the activity.

c. Toresume an activity, Start again to create a new time record.

Viewing On-Hand Inventory (End User)

Frequently field service engineers need specific products to complete an activity, so you might have to determine the
availability of these products at inventory locations. You can view the availability of products and substitute products at
inventory locations. You use the Part Browser to view this on-hand inventory.

Note: Do not confuse the Part Browser screen with the Part Locator Engine. The Part Browser displays products
and associated inventory locations. The Part Locator Engine is a semi-automated mechanism for finding products at
various inventory locations when fulfilling orders. For more information, see Part Locator Engine.

This task is a step in Process of Managing Service Activities.
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To view on-hand inventory using the Part Browser

1. Navigate to the Part Browser screen.
2. Select a record for a product at an inventory location.

Note: A product can exist at multiple locations.
3. Review the Inventory Level list to see information about the selected product at that location.
4. Review the Substitutes list to see information about any alternatives for the selected product at that location.

You can also use the Check Trunk button to view on-hand inventory in your trunk.

To view on-hand inventory using Check Trunk

Navigate to the Activities screen, then the Activity List view.

Drill down on the Type field for a selected activity, and click the Items view tab.
Select an item record.

Click Check Trunk.

PUWUNA

The Available Qty field is updated according to the trunk inventory of the current user.

Ordering Items for Activities (End User)

An field service engineer might need additional items to complete an activity. You can create an order to obtain these
needed items from a vendor or to transfer the items between inventory locations so that they are conveniently available

to the appropriate engineer.

This task is a step in Process of Managing Service Activities.

To order an item for an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity, and click the Items view tab.
3. Select an item record.

Note: If the check box in the Tool field is selected for the item, then the item is a service tool, and not a part
that the customer buys. If this check box is selected, then the customer cannot order the item.

4. Click one of the following buttons:

a. Service Order. The item is ordered. For the item, an order number appears in the Order number (#) field,
a value of Service Order appears in the Order Type field, and value appears in the Line Status field.
b. Service Order All. All items not yet ordered are ordered. For each item, an order number appears in the
Order number (#) field, a value of Service Order appears in the Order Type field, and value appears in the
Line Status field.
5. To view order details for an item, drill down on the Order number (#) field.
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Recording Part Movements for Activities (End User)

Field service engineers can move parts in the field so that the parts are available to complete activities. You can record
these part movements between customer sites, service orders, and the truck inventories of field service engineers.

You record transactions between inventories as well as between inventories and customers in the Inventory
Transactions screen. For more information, see Process of Managing Records with Barcode Readers.

Note: Part movements that an engineer records in the field appear only after the engineer synchronizes the mobile
computer. If the engineer records the part with an add-in serial number, then the part transfer appears only after
administrator processing.

This task is a step in Process of Managing Service Activities.

To record a part movement for an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity, and click the Part Tracker view tab.
3. Create a new part movement record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Asset # Select an asset number if the part movement applies to an asset.

Source Select the origin location for the part.

Destination Select the destination location for the part.

Billable Select this check box to indicate the part is billable to the customer. When you select this check

box, the Charge Engine uses the record to create a charge, and the Charge Consolidation
business service includes the part for the activity in an invoice. This check box is automatically
selected if the Billable check box is selected for the activity.

Commit Displays a check in the check box to indicate the transaction for the part movement is
committed. If all validations for the part movement are complete, then this check box is
automatically selected after you click a commit button. For more information about the
validation checks for the commit buttons, see Mobile Inventory Transactions.

Write-In Asset Select this check box to indicate the serial number for an asset is not in the local database. If
you select this check box, then you enter a serial number in the Write-In Serial Number field.
This field is for information only, and does not affect other fields or functions.
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Field Comments

Write-In Serial # Type a serial number for an asset that is not yet in the local database. An administrator
generates the inventory transaction for the asset after you synchronize the mobile computer.

An inventory transaction, an asset transaction, or both (depending on the source or destination) is created for
the part movement.

Recording Asset Swaps (End User)

You can record the swapping of an asset for another asset. You use the Swap Part Mvmt number (#) field in the Part
Tracker view in the Activity List view of the Activities screen to create a one-to-one relationship between a removed
asset and an installed asset. For more information, see Asset Swaps.

This task is a step in Process of Managing Service Activities.

To record an asset swap

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity, and click the Part Tracker view tab.
3. Create a new part movement record for the removed asset, and complete the fields as appropriate.

Do not enter data in the Swap Part Mvmt number (#) field.
4. Add another part movement record for the installed asset, and complete the fields as appropriate.

Select the removed asset in the Swap Part Mvmt number (#) field.

Completing Activities (End User)

After all of the work relating to an activity is complete, and after you enter all the expenses, labor, and materials for
an activity, you denote a completed status for the activity record. For more information about generating invoices for
activities, see Creating Invoices Manually (End User) and Creating Invoices Automatically (End User).

This task is a step in Process of Managing Service Activities.

To complete an activity

1. Navigate to the Activities screen, then the Activity List view.
2. Drill down on the Type field for a selected activity, and click the Expense Tracker view tab.

3. Inthe form for the activity, click Complete.

The Cost and Price fields are updated for all of the records in the Expense Tracker view, Time Tracker view, and
Part Tracker view for the activity. The % Complete field in the More Info view for the activity is populated with a
value of 100, and the Status field for the activity changes to a value of Done.
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Viewing Activities for Field Service Engineers (End User)

You can view all of the activities for a field service engineer. You might want to view these activities to determine the
availability of the field service engineer.

This task is a step in Process of Managing Service Activities.

To view the activities for a field service engineer

1. Navigate to the Calendar screen.
2. Click... (Advanced Calendar Settings).
3. Inthe Owner field of the Settings dialog box, select the name of the field service engineer, and click OK.

Using the Task Ul Application to Perform a Service Activity (End
User)

This topic includes an example procedure with steps that you perform to use the Execute Field Task Start to Finish task.
For more information, see About Using the Task Ul Application to Perform Service Activities.

This task is a step in Process of Managing Service Activities.

To perform a service activity from Start to Finish

1. Navigate to the Activities screen, then the Activity List view.

2. Click Task.

3. Inthe Task Ul pane, click Execute Field Task Start to Finish.

4. Inthe Review Address and Details screen, review and adjust any necessary fields, and click Next.

5. Inthe Check Trunk for Recommended Inventory screen, review the inventory information, and click Next.

The following options are available:
o Check Trunk
o Create Order for Selected Parts
o Service Order All

6. Inthe Update Status screen, select an action for the activity, such as Mark as In Progress, and click Next.
In the Review and Submit screen, review the information for the activity, and click Submit.
8. Inthe Review and Record Steps screen, record the steps for the activity.

N

You can select from the options such as Automated Diagnostic Test, Customer Approval, Install New Parts,
Customer Satisfaction Survey, or query for another step.
9. Inthe Choose Part Transaction screen, select a part transaction for the activity, or select Continue.

10. In the Parts Transaction Summary screen, click Commit or Commit All to commit the part transactions in
inventory.

11. Inthe Update Time Sheet screen, enter or update the time records for the selected activity.

12. Inthe Activity Expenses screen, enter or update the expense records for the selected activity.

13. In the Select Invoice Option screen, generate an invoice, generate charges and review, or continue.
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14. In the Review and Submit screen, review the activity, and click Submit.
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5 Scheduling Using Siebel Scheduler

Scheduling Using Siebel Scheduler

This chapter provides information about setting up and working with schedules using Siebel Scheduler. It includes the
following topics:

« About Using Siebel Scheduler

- About Schedules

« About Siebel Scheduler

« About the Appointment Booking System

« Scenario for Using the Appointment Booking System

- About the Schedule Optimizer

- About Schedule Horizons and Time Zones

« About Heuristic Methods for Schedules

- About Appointment Booking for Siebel Scheduler

« Factors for Setting Up Schedules

- About Information in Employee Schedules

« About Running Contract Scheduling

« Troubleshooting the Appointment Booking System and Optimizer
- About Configuring the Book Appointment Dialog Box

« About Enhancing the Performance of Siebel Scheduler
« About Siebel Scheduler and the Server Request Broker
« About Loading and Reloading Data for Service Regions
- Process of Administering Schedules Using Siebel Scheduler
« Defining Schedule Hours

- Defining Breaks

- Defining Service Regions

« Defining Schedules and Availability for Employees

« Creating Time Windows for Schedules

« Creating Constraint Sets for Schedules

- Creating Parameter Sets for Schedules

- Defining Cost Functions for the Optimizer

« Setting Up Server Key Mappings

- Setting Parameters for Server Component Tasks

« Reloading the ABS and Optimizer Caches

« Process of Managing Schedules Using Siebel Scheduler
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About Using Siebel Scheduler

Siebel Scheduler is only available to new customers in controlled availability. For more information, contact your Oracle
sales representative. An alternative scheduling method is available using Siebel Field Service Integration to Oracle Real-
Time Scheduler. For more information, see Scheduling Using Oracle Real-Time Scheduler Version 2.x.

Note: The license for Siebel Field Service does not include the functionality for Siebel Scheduler. You must obtain a
license for Siebel Scheduler to implement its functionality.

You can specify the scheduling method to use for each service region. For more information about migrating service
regions, see Administering Service Regions.

Note: Siebel Scheduler is not supported on the 32-bit HP/UX operating system.

About Schedules

A schedule describes the hours in a week when the customer is entitled to receive service.

Note: Depending on the Siebel application and screen, schedule means the same as service hours or service
calendar.

Schedules are based on a typical work week. For each schedule, an administrator can also specify holidays and excluded
days when you do not offer contractually covered service to a customer.

About Siebel Scheduler

Dispatchers, who review and manually rearrange region schedules, and service center representatives, who answer the
customer calls and make appointments for service activities, can assign and schedule personnel to complete service
activities. Also, automated process (for example, workflows) can identify activities and perform automatic scheduling.

The process of scheduling field service engineers must consider a wide range of factors, including availability of
personnel, proximity of service engineers to the customer site, skills of service engineers, availability of parts, efficiency
of scheduling, and optimization of costs for the service provider.

Siebel Field Service includes the following features for assigning and scheduling activities:

Manual assignment. Manual assignment is available in any Activities view, where a dispatcher or customer
service representative can enter data in the Employees field. For more information, see Assigning Activities to
Field Service Engineers (End User).

Dispatch Board. This screen lets a dispatcher or customer service representative manually assign and schedule
individual activities by selecting and then moving the activities to a Gantt chart. For more information, see
Dispatch Board.
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- Assignment Manager. Assignment Manager provides a list of personnel who are qualified to complete a

service activity or service request. The list, based on a set of rules, is ranked by a score that indicates the
suitability of the engineer. The dispatcher or customer service representative selects a field service engineer
from this list. For more information, see Siebel Assignment Manager Administration Guide .

Appointment Booking System (ABS). Using the ABS, a customer service representative can schedule future
appointments using a choice of time periods that a customer can select, and book appointments. The ABS
assigns specific field service engineers to service activities on specific dates and times. For more information,
see About the Appointment Booking System.

Optimizer. The main purpose of the Optimizer (or Optimization Engine) is to reorganize and reassign a
schedule to reduce the cost of the schedule. The Optimizer uses a flexible set of constraints, availability
information, and cost considerations. For more information, see Defining Cost Functions for the Optimizer.

The Optimizer can reorganize schedules to meet contractual commitments for service, accommodate
emergency service calls, and meet unforeseen events in the service organization (for example, sick days for
field service engineers). These functions of the Optimizer are Contract Scheduling.

Contract Scheduling inserts high-priority service activities into a schedule with minimal disruption to the
schedule and without a significant increase in the cost of the schedule. Contract Scheduling requires an
immediate response. For contractual commitments, the Optimizer can fit the service activity into an available
time slot in a schedule or reschedule and reoptimize an entire schedule to accommodate a new activity. For
more information, see About the Schedule Optimizer.

After an activity is assigned and scheduled, the Workflow Manager can notify a field service engineer of the assignment
by sending, for example, an email or a notification to a mobile device. The engineer can then synchronize a mobile
computer or mobile device to obtain details about an activity.

Business Requirements for Schedules

Typically, businesses that schedule personnel have the following needs:

Match the appropriate employee to an activity. (For example, the employee with the appropriate skills must
complete the activity.)

Minimize the cost of service. (For example, minimize overtime, down time, and travel.)

Consider contractual commitments. (For example, a contract might indicate that service personnel must arrive
onsite within 24 hours.)

Businesses schedule service for the following time spans:

Emergencies today. Make sure that the best person can respond in the promised time frame.

Activities that occur over the next 2 weeks. Make sure that the appropriate employees are efficiently utilized
and not spending excess time traveling from site to site.

The weeks and months ahead. Book future activities, such as preventive maintenance and installations, using
available resources efficiently.

About the Appointment Booking System

A significant portion of a service business involves activities that occur in the future, such as installations or preventive
maintenance. The Appointment Booking System (ABS) automates the process of offering appointments to customers.
The ABS operates in real time.
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The ABS provides a list of available time slots for future appointments, and then reserves a selected appointment slot.
Customers might prefer a shorter time slot, but the window must be long enough so that the engineer can probably
meet the commitment.

Scenario for Using the Appointment Booking System

This topic gives one example of how the Appointment Booking System might be used. You might use the Appointment
Booking System differently, depending on your business model.

A cable service company employs customer service representatives who answer calls from customers who want cable
service installed. The cable installation requires that customers are present to let the field service engineer into their
homes. Customers generally do not want to spend the entire day waiting for the engineer to arrive. They prefer that the
service representative provide them a time range when the engineer will arrive.

When a customer calls to schedule the cable installation, the service representative asks the customer for an
approximate time when he expects to be at home. The customer service representative then attempts to book an
appointment for this approximate time. During this process, the ABS provides a time window when the field service
engineer can arrive. The customer service representative can then book the appropriately skilled field service engineer
for a time range. Installing the cable takes about an hour, so the service representative might give the customer a time
slot from 8:00 A.M. to 12:00 P.M. Booking field service engineers for a time range and not a specific time allows some
leeway if problems occur (for example, traffic jams or activities that take more time than anticipated).

About the Schedule Optimizer

The Optimizer uses complex algorithms to meet the following objectives:

- Assign field service engineers to service activities.
« Schedule these activities.

- Maximize the efficiency and the quality of service.
- Minimize the cost to the service organization.

The Optimizer can also respond to immediate scheduling demands to provide repair activities that meet the
requirements of service entitlements (for example, a response within 4 hours), emergencies (for example, breakdowns
of service vehicles), and changes in service personnel.

Optimization of Schedules

Because most service costs include labor, efficient use of labor is a primary goal of a service organization. Efficiency
encompasses numerous objectives. Some objectives can conflict with each other. Examples of objectives follow:

- Assign field service engineers who have the appropriate skills and parts to tasks so that they can resolve service
requests the first time.

- Because skilled engineers can finish a task faster, assign these engineers to more challenging work so that their
time is not wasted on trivial tasks.

- Minimize travel between activities by grouping activities in an area.
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- Schedule engineers so that they appear on site within contractually committed times.

The Optimizer provides automated, background optimization of the schedule for service activities and optimal use of
resources in each service region.

Business Priorities

Each business has a different definition of efficiency in delivering service. Businesses that handle critical responses
(for example, a utility company that handles downed power lines) define efficiency as placing someone on site in the
shortest time. In this case, response is more important than full utilization. Other businesses do not require stringent
responses but require higher utilization to preserve profits. In either case, a service business must set priorities when
scheduling and dispatching personnel.

Repairs and Schedules

Most service businesses start the day with a schedule of activities to perform, such as maintenance, installations, and
other scheduled repairs. During the day, customers can call for repairs that require modification of schedules.

Customers with service agreements often have specific entitlements with a required response time. This response time
might be tiered according to the agreement. Standard agreements might specify that engineers are onsite within 24
hours of the service call, and premium agreements might specify response times as short as 2 hours.

You must insert repair activities into the schedule that the Optimizer carefully optimized during the previous night.
Optimizing the schedule again is usually not practical because optimization routines can run for hours to determine
good solutions. Customers want a service commitment immediately, often while they are on the phone. You must
achieve a balance between trading optimized schedules for quick responses and customer satisfaction while still
enforcing business requirements.

When responding to service requests, the ideal solution for the customer service representatives is to click a button and
receive a time for a service call that considers contractual agreements and other constraints. The Optimizer addresses
this need.

About Schedule Horizons and Time Zones

The ABS and Optimizer use the following time periods for scheduling activities:

- Glued period. A time period, starting from today, when you cannot schedule activities. This period prevents
changes to schedules and assignments that are already sent to field service engineers. A Glued period is not
required. You can set the value to O.

- Contract Scheduling period. The period of time in days for scheduling immediately pending activities for a
specific service region. Typically, this period covers days 2 to 7 (from the end of the Glued period to a week from
today).

- Optimizer horizon. A period of time that includes the Contract Scheduling period. The Optimizer operates in
this time period.

- ABS horizon. The period of time in days for scheduling future activities extending from the end of the
Optimizer horizon to some time in the future. The ABS horizon is the length of time that is available to book
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appointments for a service region. Typically, this horizon is from day 8 to day 56 (a week from today to 8 weeks
from today).

Both the ABS and the Optimizer horizons are represented by a single time line because both horizons are measured
from a current time (the time for loading data). For more information, see About Loading and Reloading Data for Service
Regions.

The following figure shows an example of how you typically define these schedule horizons.

Oay 1 2 3 4 5 6 7 8 9101112131415 16 171818 20 21 ... 30

Glued
Period

Optirmnizer
Horizan

ABS Horizon

The Glued period is day 1. The Contract Scheduling period is days 2 to 7. The Optimizer horizon spans the Contract
Scheduling period and is also days 2 to 7. The ABS horizon is days 8 to 21, and appointment booking occurs for that
period of time.

The schedule horizon is relative to the current day (today). Therefore, as time passes, activities move (from day 1to 30)
along this time line. For example, a service activity might fit the following situation:

- An appointment to perform an activity is scheduled into a time slot some time 8 to 15 days from now. The ABS
assigns the activity to an employee during the ABS horizon.

- As time passes, the scheduled activity moves closer to today. On day 8, the activity moves from the ABS
horizon to the Optimizer horizon. In the Optimizer horizon, the Optimizer evaluates the schedule, and
determines the best time for the service activity and person to complete the service activity. During this
processing, the Optimizer tries to minimize the costs of a schedule.

- The activity remains in the Optimizer horizon for 6 days. The Optimizer might adjust the schedule at regular
intervals but at least once each day. This schedule adjustment might be necessary because of changes in
personnel, emergency service calls, or service activities that contractual commitments regulate (for example, a
warranty repair that is required within 12 hours).

- On day 1, the Glued period begins and the schedule for the activities in a service region is locked.

ABS Horizons and Long-Range Appointments

You do not have to use the ABS to schedule activities that are far into the future, such as 6 months ahead. Some
companies schedule preventive maintenance activities months ahead of time. The activities are automatically
scheduled when they are loaded into the ABS if an ABS horizon exists.

For example, today is March 1st, and the ABS horizon is 14 days. You can set a preventive maintenance activity for May
1st. (Earliest Start is May 1st 9:00 A.M. Latest Start is May 1st 12:00 P.M.) This activity remains unscheduled until April
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17th. When the ABS is reloaded that evening, the ABS queries and finds the activity. Because the activity is unscheduled,
the ABS attempts to automatically schedule it by using the Earliest Start and Latest Start values.

You might want to use the ABS to schedule long-range appointments when you think that maximum capacity is near,
and you are concerned about overbooking.

Note: Longer horizons require more memory. Also, note the 10,000 query limit on activities for each service region.

Time Zones for Schedules

Siebel Field Service stores all times using the UTC (Universal Time Coordinate). To display the local time in the

user interface, the UTC is converted to the appropriate local time zone. Service calendars use Universal Time
Coordinate conversions. For more information about ongoing application administration tasks, see Siebel Applications
Administration Guide . For more information about UTC, see Siebel Global Deployment Guide .

Note: UTC is not the same as GMT (Greenwich Mean Time). UTC does not observe daylight savings time, but GMT
observes daylight savings time.

Scheduling uses the following time zones:

- The customer time zone. Appointments are scheduled in the time zone for the customer. The time zone for
the customer is the same as the time zone for the service region.

- The service center time zone. Siebel Scheduler ignores the time zone for the service center and uses time
zone for the service region.

- The service region time zone. Activities that appear on the Gantt chart of the Dispatch Board are in the time
zone for the service region.

- The employee (field service engineer) time zone. Siebel Scheduler ignores the time zone for the employee
and uses time zone for the service region.

Note: You must specify activity times (for example, the earliest start time and latest start time) and exception
hours for employees in the service region time zone. If the dispatcher or service administrator is in a different
time zone, then that person must manually convert the activity times and the exception hours for employees
to the service region time zone. If that person is in the same time zone, then no manual conversion is
necessary.

About Heuristic Methods for Schedules

The ABS and the Optimizer use heuristic methods to schedule appointments. These heuristic methods are included in
the parameter set configuration. For more information, see Creating Parameter Sets for Schedules.
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Heuristic Methods for the Appointment Booking System

To schedule appointments, the ABS can use the following heuristic methods:

Earliest First. The earliest available time slots are selected for the set. The ABS examines each person in

the schedule to find the first open slots after the date in Earliest Start field. This method can provide the
fastest response for an activity. Companies that book activities for the same day prefer this method because it
maximizes the amount of work service engineers perform.

Resource Loading. Time slots are selected so that the schedules for employees are completed 1 employee at a
time, to the extent possible. If multiple qualified employees are available, then the time slots for the employee
with the most complete (filled-up) schedule are selected for the set. Companies primarily use this heuristic
method for scheduling partners or on-call resources when they want to use as few resources as possible to
meet the service needs.

Tip: You can configure the number of time slots returned in response to the request by using the ABS -
Default Number of Slots parameter.

Resource Leveling. Time slots are selected so that the schedules for qualified employees are evenly loaded,
to the extent possible. Companies use this heuristic method when they employ salaried field service engineers
who must work when scheduled.

Note: Selecting this heuristic method does not mean that the time slots for all employees in the schedule
appear. Multiple slots from the same employee might appear if that employee is more lightly loaded.

Heuristic Methods for the Optimizer

The Optimizer provides a choice of methods to obtain solutions for a service region schedule. Each of these methods
involves a different strategy to improve the schedule. All methods use operations to move appointments and activities
in a schedule and then verify improvements in the overall cost of the schedule. For example, the Optimizer might try
to swap a pair of activities between two field service engineers. This swap can change the cost of the schedule by
changing the cost of travel, the amount and cost of overtime, and the rate that the field engineer bills. Any reduction in
cost is an improvement in the schedule. For more information, see Defining Cost Functions for the Optimizer.

The Optimizer can use 2 basic optimization methods alone. The Optimizer can use 3 additional methods in combination
with the basic methods. The following basic methods consistently search for and accept only improvements (lower
costs) in the schedule:

- Greedy search. This method starts with an existing schedule, finds the first move that improves the schedule,
accepts the move, and then uses this solution to find the next improvement. A Greedy search repeats this
process until there are no more opportunities for improvement or until a time limit is reached. This method is
relatively fast, but the resulting solution is not as good as other methods.

- Steepest search. This method starts with an existing schedule, tries all moves, accepts the move that provides
the greatest improvement in the schedule, and then uses this solution to find the next improvement. A Steepest
search repeats this process until there are no more opportunities for improvement or until a time limit is
reached. This method takes longer, but generally produces lower-cost schedules.

Additional methods, combined with the Greedy search or the Steepest search, allow moves that temporarily increase
the cost of a schedule to arrive at significant, overall improvements in the schedule. In all cases, the Greedy search
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or the Steepest search quickly finds an improved schedule, and then one of the following methods searches for
improvements:

- Tabu search. This method accepts the next best solution even if it is not an improvement over the previous
schedule. This method keeps a tabu list of finite length that contains the results of previous moves. The
Optimizer cannot repeat a move until the move is no longer on the list.

Fast Guided Local search. This method adjusts the cost of a solution to reflect the number of times the
Optimizer tried a move so that the Optimizer can try a wider range of changes.

Fast Guided Tabu search. This method combines the Tabu search and the Fast Guided Local search. This
method often finds good solutions faster than the Tabu or Fast Guided Local search.

About Appointment Booking for Siebel Scheduler

This topic describes the business and technical process flows that apply when a customer service representative tries to
book an appointment. For more information, see Booking Appointments for Activities Using Siebel Scheduler (End User).

Business Process Flow for Appointment Booking

A typical business process for a customer service center follows:

1. A customer initiates a request for service.

2. The customer service representative creates a service request, and selects an activity plan to generate activities
for the request.

3. The agent clicks the Book Appt button in the Service screen or the Activities screen to see a list of appointment
choices for the selected activity.

4. The customer service representative, who sees these choices in a dialog box, selects a time slot and clicks
Confirm.

If the customer does not want any of the time slots, then the customer service representative clicks Cancel.

Technical Process Flow for Appointment Booking

When the business process for appointment booking occurs, the following ABS processing occurs:

1. When the customer service representative clicks the Book Appt button, the ABS searches for available time
slots by using the Earliest Start field and Latest Start field for the activity to limit the search.

2. If the activity does not include a value for the earliest and latest start, then the ABS selects from all of the time
slots in the ABS horizon.

The ABS returns time slots and reserves them with a timed lock.

Note: The ABS returns possible time slots for only the earliest start time.

3. If the customer service representative confirms a time slot, then the ABS marks the selected slot as
permanently used. The ABS then releases the other reserved time slots, writes the details of the selected slot to
the activity record, and returns control to the client.

If the customer service representative cancels the time slot, then the ABS releases all of the reserved time slots
for the activity and returns control to the client.
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I Note: If the service representative does not cancel the time slots, then the time-out releases the slots.

Factors for Setting Up Schedules

Consider the following factors when setting up schedules:

Business model. Review your business model to determine the part that scheduling plays in the model.
Determine the Siebel CRM modules that you want to use.

Service regions. Plan service regions so that movement of service personnel between regions is the exception.
Geographic areas that define service regions can overlap. In addition, service regions can have parent regions
that effectively widen the primary service region when manually assigning activities by using the Dispatch
Board. Thus, you can share resources across areas by setting up regional hierarchies. For more information, see
Defining Service Regions.

Server mapping. Set up servers and processors to distribute the scheduling tasks efficiently. For more
information, see Setting Up Server Key Mappings and Setting Parameters for Server Component Tasks.

Employees. Assign employees to service regions.

Note: You can assign an employee to only 1service region. For more information, see Loading Employee
Data for Service Regions.

ZIP or postal codes. Load ZIP Code and geocode data. For more information, see Defining Geographic Areas
for the Optimizer.

Constraints. Set up hard constraints for the ABS and both hard and soft constraints for the Optimizer. The ABS
uses only hard constraints. The Optimizer can use either hard or soft constraints. For more information, see
Creating Constraint Sets for Schedules.

Cost functions. Set up cost functions for the Optimizer. The Optimizer calculates a cost function for each
proposed schedule. This function is the sum of variables that drive the optimization of a schedule (for example,
the cost of overtime, travel distance, and penalties for violating soft constraints). For more information, see
Defining Cost Functions for the Optimizer.

Rules for the Appointment Booking System

When preparing a list of possible time slots, the ABS enforces the following rules:

The offered time slots must equal the availability of the personnel for a service region.

The offered time slots must match the personnel with the required skills. You can enforce this rule with the Use
Assignment Manager scheduling parameter.

Note: Assignment Manager scores do not affect the order or ranking of the returned time slots. The scores
determine only whether an employee is eligible to own an activity.

Time slots must meet other constraints. For example, an engineer must never perform more than 4
installations in a day. Other constraints for service activities might meet business or union requirements.

Activities can extend over multiple days.

The Optimizer and ABS treat activities that cross between the end of the Optimizer horizon and the beginning
of the ABS period as locked.
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Schedule Integration for Mobile Updates

Schedules constantly change in a service region because a field service engineer calls in sick, a customer cancels an
appointment, or a repair takes longer than scheduled. Service businesses must continuously change to accommodate
unexpected occurrences.

Mobile communications allow service resources to respond flexibly to change. For example, an engineer calls in sick.
Using an ABS or Optimizer solution, Siebel Field Service can send pages or Short Message Service (SMS) messages to
cell phones (mobile phones) to reschedule appointments. SMS messages can be up to 160 characters in length and can
request confirmation of message delivery.

In another example, when time is available unexpectedly, you can slot repair activities into the available time. You

must reach the engineer through a mobile device and obtain acceptance. The mobile device can also provide basic
information about the customer and the problem, preparing the engineer to enter the customer site informed and to fix
the problem without assistance from the service center.

If an activity runs over the scheduled time, then an engineer can use a mobile device to send a message to a dispatcher
or customer service representative. The customer service representative can then proactively inform the customer of
the additional time.

Schedule Integration for Inventory Applications

Repair calls frequently require a part. Because most repair calls occur during the day, field service engineers might

not have the parts in their trunk inventories or the time to pick up replacement parts from a local depot. You must
schedule a field service engineer who has the parts. When selecting appropriate personnel, you can use this option as a
constraint.

If the response can wait until the next day, then you can reschedule the service call and drop-ship the parts to the
customer overnight. Tight integration with an inventory application that tracks to trunks is critical to any scheduling
application. You use parameters to set up part utilization. For more information, see Creating Parameter Sets for
Schedules.

Preventive Maintenance Integration with the Appointment
Booking System

The optional Preventive Maintenance module lets users to set triggers for assets that automatically create service
requests and activities for the assets. Triggers can be time-based and threshold-based.

Threshold-based preventive maintenance depends on asset readings (such as the number of copies made on a
copier) and is reactive (taking a reading results in creating a service request). The service requests that the Preventive
Maintenance Engine creates usually require immediate, not future action. Immediate actions use the Contract
Scheduling module. The ABS is involved only if you can delay the service more than a specified number of days. For
more information, see About Running Contract Scheduling.

Time-based preventive maintenance triggers, require periodic, proactive checks of equipment for legal or contractual
reasons. The Preventive Maintenance Engine generates service requests and future activities. One of the activities
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might be a call from the dispatcher or customer service representative to schedule a time for service. When the
customer service representative calls the customer, the representative can use the ABS to negotiate the time for service.

Optimization of Schedules

The Optimizer is appropriate for field service businesses that have a large number of engineers in a concentrated
area. Generally, if over 30% of a service force is located in the 10 most popular areas, then optimization is appropriate.
However, businesses with other needs can consider optimization.

Centralized Dispatch Model

In a centralized dispatch model, a team of dispatchers handles most dispatching for the full service business. Follow-
the-sun support often drives this model. Customers can call 24 hours a day and are routed to an open service center
somewhere in the world.

Customer support representatives must assign engineers to a call even though they do not know the local requirements
and rules. The Optimizer has constraints so that when central dispatchers submit the activity, optimization is consistent
with local priorities. Most activities can be automatically scheduled at a central location. A local service manager can
manually handle any exceptions, eliminating the need for dedicated dispatch personnel.

Enforcement of Contractual or Legal Constraints

Many companies must comply with strict limits on work hours and hazardous work. Union agreements might stipulate
special conditions, such as fairness in work assignments. Automatically tracking these constraints can significantly
decrease the burden on service businesses.

Travel Time Decreases

Service engineers can waste time traveling to and from customer sites. Many service businesses find that employees are
either spending too much time in the office or are traveling needlessly back and forth between appointments.

By handling 2 calls in 1 area, travel time is decreased significantly and performance is increased. As service businesses
move to a revenue base, an increase in revenue can yield a higher increase in profits.

Levels of Optimization

A schedule can be too optimized. A schedule with high utilization (little available time) is usually preferable. However,
past a certain point, further optimization can bring diminished cost savings. Furthermore, highly optimized schedules
are easily corrupted. Minor changes can cause problems that affect the whole schedule.

For example, consider a schedule for an engineer who is scheduled from 9:00 A.M. to 5:00 P.M. with no available time. If
a single appointment runs over, then the engineer cannot complete all activities, leaving at least 1 activity to overtime or
the next day. Plus, unexpected events such as a vehicle breakdown can completely disrupt this full schedule.

The goal is to create a schedule that is optimized but still flexible enough to accommodate change. To accomplish this
goal, you can use one of the following methods:

- Create constraints limiting the percentage of scheduled hours.
Extend the duration of activities to leave extra time.

The first method is preferable because it allows managers to set up a dependable level of work. With the second
method, managers are not sure of the actual workload for their region.
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The balance of working time and available time depends on the business needs. Businesses that require more flexibility
(and therefore lower utilization) have the following business requirements:

High repair volume

Critical responses (for example, a downed power line)

Highly variable times for service delivery

Many short activities (especially in a high-traffic areas)
- Tight contractual requirements

Service businesses that need higher utilization usually have the following business requirements:

Longer activities (and therefore less travel)
Preventive maintenance as the main type of service
Low repair volume

Longer contractual response times

When determining the best level of utilization, consider your service needs and set an approximate level. Then, adjust
the optimization parameters to give the best results.

About Information in Employee Schedules

Consider the following factors when defining employee schedules:
« Shifts
« Skills
+ Role Priorities
» Breaks
Travel

You can set up constraints to limit employee working hours, the types of activities that employees can perform, and so
on. For more information, see Creating Constraint Sets for Schedules.

Shifts

An employee can have only 1shift for each day. This shift can include rate types of regular time (RT), overtime (OT), and
extended overtime (EQOT). A shift must use rate types in the following order:

1. EOT

2. OT

3. RT

4. OT

5. EOT
A shift includes the work time of multiple employees. The first EOT and OT rate types apply to the employees in the
prior shift who work overtime that extends into the current shift, and the last OT and EOT rate types apply to the
employees in the current shift who work overtime.

You can omit any of these rate types from the definition of a shift, but the remaining types must be in this order. For
example, if you omit EOT rate type, then the order for the remaining type is OT, RT, and then OT.
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You configure the rates for overtime and extended overtime in the Standard OT % field and the Extended OT % field
in the Cost List Line Items view in the Cost List view of the Administration - Pricing screen as a percentage increase
over regular time. These fields are part of the cost list for a service region. The Optimizer uses this cost list to calculate
overtime costs. You define cost lists in the Cost List view of the Administration - Pricing screen. For more information,
see Siebel Pricing Administration Guide .

You set regular time in the Service Details view in the Employees view of the Administration - User screen.

Skills

Siebel Scheduler can perform skill-based routing to assign only employees with a skill set to an activity. For more
information about how to set up skills and evaluation rules, see Siebel Assignment Manager Administration Guide .

The engines use Assignment Manager to evaluate skills and return a list of appropriate employees as follows:

1. Each activity is submitted to Assignment Manager.
2. Using assignment rules, Assignment Manager returns the appropriate employee records.
3. The Optimizer uses only these employee records to schedule the activity.

Role Priorities

To assign field service engineers to activities, administrators can add a role priority to each field service engineer who
is a member of the asset service team. Assignment Manager reviews the role priority of the associated engineers
when scheduling field service engineers. For example, Assignment Manager tries to assign the primary engineer. If the
primary engineer is not available, then Assignment Manager tries to assign the secondary engineer, and so on. A field
service engineer can have a role priority of primary, secondary, or tertiary.

Note: You can associate employees with an account to form an account service team. You can also assign role
priorities to these team members. For more information, see Configuring Account Service Teams.

Breaks

Schedules can include any number of breaks. Breaks include the following types:

- Employee. You define employee breaks in the employee schedule or as exceptions to this schedule.

- Activity. You define activity breaks in the Time Tracker view of the Activities screen as time periods with a Type
field of Break. For more information, see Recording Labor for Activities (End User).

The following rules apply to the way the Optimizer uses breaks:

- Breaks can have a start time equal to the Start Time field plus 1second. A break from 12:00 noon to 1:00 P.M. is
the same as a break from 12:00:01 to 1:00:01.

- Break times during overtime or extended overtime are paid.

Note: Because breaks during overtime are paid time, it is recommended that you do not define breaks
during overtime. Calculating these breaks can slow the Optimizer calculations.
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- You can allow breaks during activities or exclude breaks from specific activities.

You set breaks for a selected activity by selecting the Allow Breaks check box in the Schedule view in the
Activity List view of the Activities screen.

Note: The ABS is not designed to handle activities longer than a day. However, it supports activities that contain
breaks.

When you select the Breakable check box in the Service Details view in the Activity Templates view of the
Administration - Data screen, an activity can stop and resume. For example, a schedule is 9:00 A.M. to 1:00 P.M. and
2:00 P.M. to 6:00 P.M., and appointments are 6 hours long to accommodate the length of the activities. In this example,
appointments are not scheduled if you do not select the Breakable check box because no contiguous 6-hour time slots
are available.

Selection of the Breakable check box is optional because there are some circumstances when the activity can break
(for example, when you turn the water or the power off during a weekend). Because activities can break, the activity
duration is not the same as the activity work time.

Note: When the ABS returns time slots for an activity for which the Breakable check box is selected, the ABS first
displays slots without breaks that are between the dates in the Earliest Start field and Latest Start field. If there

are enough slots without breaks to equal the value for the ABS — Default Number of Slots parameter, then the ABS
displays only those slots. If there are not enough slots without breaks to equal the value for this parameter, then the
ABS displays slots with or without breaks. For more information about the ABS — Default Number of Slots parameter,
see Parameters for Schedules.

Travel

The Optimizer uses employee travel conditions and travel time to obtain the lowest-cost solution for a schedule. You set
these values in the Service Details view in the Employees view of the Administration - User screen. The Start Shift From

field and End Shift At field define the starting and ending conditions for travel to and from service calls. These fields can
include the following values:

Home (Travel incl.). The employee travels from home directly to the first activity. The Optimizer includes the
cost of this travel to calculate schedules.

Home (Travel Not incl.). The employee travels from home directly to the first activity. The Optimizer does not
include the cost of this travel to calculate schedules.

Depot. The employee starts each day by going to a service depot or office. The Optimizer tracks travel costs
starting from the depot.

About Running Contract Scheduling

Contract Scheduling is a feature of the Optimizer for rapid scheduling of service appointments while maintaining
the critical Optimizer requirements: enforcement of contractual deadlines and use of constraints when searching for
solutions.

When Contract Scheduling is called, the Optimizer does not unschedule any other activities. However, the Optimizer
attempts to create available time before inserting an activity. For example, if there are 2 half-hour spaces in an employee
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schedule, and a user wants to schedule a 45-minute appointment, then the Optimizer attempts to move the other
appointments to create a contiguous 45-minute space for the appointment.

The Optimizer is multithreaded and can handle multiple requests at the same time. For example, 2 users can

call Contract Scheduling at the same time. However, because the Optimizer can process only 1request at a time,
simultaneous requests are queued so that multiple users can submit requests to the Optimizer. While the Optimizer
performs optimization, users can still submit requests. The Optimizer queues the requests and processes them at the
level for the Optimizer — Save Interval parameter or when optimization completes.

Companies with the following business requirements can use Contract Scheduling:

- Same-day calls for repair activities are a higher percentage of service calls.
- Service agreements specify penalties for failing to meet response times (for example, free labor or free parts).
- Alarge number of constraints exist.

Users can run Contract Scheduling by clicking the following buttons in Siebel Field Service:

- Insert Activity button. To use this button, navigate to one of the following views:
— Dispatch Board screen, then the Unscheduled Activities view.
— Activities screen, then the Schedule view.

Clicking this button sends a request to either the ABS or the Optimizer to schedule an appointment or insert
the selected activity into the optimized schedule, depending on times relative to the horizons. For more
information, see Insert Activity Button.

- Load button. To use this button, navigate to the Administration - Scheduling screen, Service Regions view,
then the Activities view. This button is similar to the Insert Activity button in the Dispatch Board screen. For
more information, see Load Button.

Insert Activity Button

The Insert Activity button either obtains a confirmed appointment from the ABS or runs the Optimizer to schedule the
selected activity.

Before clicking this button, make sure the following conditions apply:

- The service region is set in the Dispatch Board Gantt chart.
- The activity is not repeating.
- The Status field of the activity has a value of Unscheduled.

- If the Lock Schedule check box is selected, then the values in the Planned Start field and Planned End field are
not null.

- If the Lock Assignment check box is selected, then the activity assignee is not null.

The choice of sending the Insert Activity request to the ABS or Optimizer depends on the values in the Earliest Start
field and the Latest Start field. These values determine whether the activity is in the ABS or the Optimizer horizon, as
follows:

- If the Latest Start field is null, then sends the request to the ABS.
- If the Latest Start field is in the Glued period, then does not insert the activity and returns an error message.

- If the Latest Start field is less than the ABS start, then sends the request to the Optimizer.
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Load Button

The Load button for activities synchronizes data in the cache if there are manual changes to an activity. For more
information, see Loading Activity Data for Service Regions.

The choice of sending the activity to the ABS or the Optimizer cache depends on the following conditions:

If the Planned Start field and Planned End field have values, then the choice of the ABS or Optimizer depends
on matching these values to the dates for either the ABS or the Optimizer horizon.

If the Planned Start field and Planned End field do not have values, then the values for Earliest Start field and
Earliest End field are used. If these values are in the Optimizer horizon, then the activity goes to the Optimizer
cache.

If neither of these conditions succeeds, then an error message appears.

Troubleshooting the Appointment Booking System and
Optimizer

Typically, the following main types of problems can occur when using the ABS:
- Schedules and the associated activities do not load into the ABS on startup.
- When you try to book appointments, an error appears stating that no appointments are found.

You can analyze problems that you encounter. For more information, see Troubleshooting the Appointment Booking
System.

Also, review the recommendations about how to extract the best solutions in the least amount of time when you use the
Optimizer. For more information, see Troubleshooting the Optimizer.

Tip: Itis recommended that you set up distinct administrator users for running the ABS and Optimizer processes. You
can trace and understand Siebel Scheduler operations if the ABS and the Optimizer are associated with different users
(for example, ABSAdmin and OptAdmin). If the user remains as SADMIN, then you might have difficulty determining
whether other workflows affect the activity. Knowing whether a user, a workflow, or Siebel Scheduler is responsible for
an action can help you to diagnose problems.

Troubleshooting the Appointment Booking System

This topic includes some recommended values for the setup configurations and information that you can review if
problems occur when using the ABS.

All of the following settings are required for running the ABS:
- Service region for each activity
- Values for the Earliest Start field and Latest Start field for each activity
- Server key mappings

- Time windows
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o Optimizer - Default Priority

Service Region Configuration

Service regions include the following information:

- A defined schedule.
- A defined time window.

- A defined parameter set.

Employees who are assigned to a service region and who have a defined schedule.

- ZIP codes (or postal codes for international users) that are associated with the service region. ZIP codes
automatically associate service regions with activities.

Activity Configuration

Activities to schedule include the following information:

- A defined service region.

- A specified duration and work time. For testing purposes, set the duration and work time to 30 minutes.

Note: Work time can be less than or equal to the duration of the activity.

« A cleared Lock Schedule check box in the Schedule view in the Activity List view of the Activities screen. If you
use Assignment Manager, then clear the Lock Assignment check box.

- A selected Allow Breaks check box if the activities are long. Long activities span more than a day, or the

schedules include breaks.

Appointment Booking System Parameter Configuration

The following table describes the recommended settings for parameter values in the ABS.

Parameter

Month Start Date

ORACLE

Recommended Value

Set this parameter to 1. This parameter is primarily relevant if you use constraints for monthly capacity.
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Parameter

Week Start Date

ABS - Days to Start

ABS - Days to End

ABS - Logging Level

ABS - Default Number of Slots

ABS - Timeout

Use Assignment Manager
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Recommended Value
Set this parameter to 1. This parameter is primarily relevant if you use constraints for weekly capacity.
Set this parameter value to at least O. To allow booking on the same day, set this parameter value to 0.

Set this parameter to a value greater than the ABS - Days to Start value, but less than 60. Setting this
value higher results in longer loading times and the possibility of exceeding the 10,000 record limit.

Set this parameter to 3, but when you encounter problems, set it to 4.This parameter is the logging
level for the ABS. This logging level is not the same as the general logging level.

Set this parameter to between 5 and 10.

Set this parameter to 5.

For debugging purposes, set this parameter to O so that all employees in the service region who are on
duty are considered. If you use Assignment Manager, then set this parameter to 1.

Schedule Configuration

For testing purposes, create a simple 9:00 A.M. to 5:00 P.M. schedule for both employees and the service region.

Note: The service region schedule overrides the employee schedule. If the service region schedule indicates that
employees do not work on weekends, then employees are not scheduled on weekends, even if their schedules

indicate that they work on weekends.

Employee Configuration

All employees in the service region must have a defined schedule. For employees who do not have a defined schedule,
create a schedule with no defined times. You might name this schedule Empty Schedule.

Note: If you use Assignment Manager, then the employees must have the appropriate skills.

Time Window Configuration

Set up time windows contiguously. Make sure time windows are long enough to cover the maximum activity duration to

schedule.

ORACLE
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Server Key Mapping Configuration

To configure server key mapping, perform the following tasks:

- Verify that the Appointment Booking Engine server component (ApptBook) for the service region is mapped to
the correct Siebel Server.

- Verify the total number of unique servers. You use this information to set server components. For more
information, see Setting Parameters for Server Component Tasks.

Assignment Rule Configuration

If you use Assignment Manager, then perform the following tasks to configure assignment rules:

« Check all assignment rules. In each rule, the Check Employee Calendar check box must be cleared. The ABS
does not use this field.

- Use Assignment Manager in interactive assignment mode to try to assign the activity. Select an activity record
(in the List view of the Activities screen), click the menu button on the Activity form, and select the Assign
command. If the Assignment Manager rules are set up correctly, then a list of candidates is returned for the
activity.

For debugging purposes, it is recommended that you disable Assignment Manager by setting the Use
Assignment Manager parameter to 0. For more information, see Appointment Booking System Parameter
Configuration.

Appointment Booking System Constraint Set Configuration

Constraint sets can cause loading or booking problems if the constraints contradict each other. For testing purposes, set
the constraint set in the service region to blank, and then check to see whether the problems no longer apply.

Disablement of Scripting on the Activity Business Object

If you check all the appropriate configuration values, and the problem still exists, then try disabling the scripting on the
Activity business objects.

CAUTION: The Action business component has numerous data integrity checks. Overriding or removing these
checks can introduce subtle errors to the scheduling process.

Note the following recommendations when changing the Activity business objects, especially the Action business
component:

Do not change the code around work time and duration.

Do not disable calculated field logic.
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Troubleshooting the Optimizer

This topic includes some recommended values for the setup configurations and information that you can review if
problems occur when using the Optimizer.

All of the following settings are required to run the Optimizer:

A service region
Server key mapping
Cost function

Cost list

Travel cost

Minimum travel time
Travel U/M
Parameter set

Parameters, which include:

o Optimizer - Activity Category
o Optimizer - Default Priority

o Optimizer — Glued

o Optimizer — Save Interval

o Optimizer — Tardiness Cost

o Optimizer — Task Excl Cost

o Optimizer - Timeout

Note: You can set the values for these parameters. For more information, see Creating Parameter Sets for Schedules.

The Optimizer has the following additional requirements:

An activity cannot span more than 1 day. Multiday activities are not scheduled. The Optimizer can schedule
other activities during the time intended for multiday activities. However, the penalties for not scheduling these
activities still contribute to evaluating the potential success of an optimized schedule. For more information,
see Defining Cost Functions for the Optimizer.

The Optimizer and ABS treat activities that cross between the end of the Optimizer horizon and the beginning
of the ABS period as locked.

When loading activities into the Optimizer cache for the first time, the Optimizer produces an initial solution to the
schedule by accepting the existing order and assignment of appointments. While finding the initial solution, the
Optimizer first processes the activities with Lock Assignment and Lock Schedule check boxes that are selected to make
sure that these activities are considered in the optimized schedule. For more information, see Locking Assignments and
Schedules for Activities (End User).

While the schedule for a service region is optimized, only Insert Activity and Stop Optimization requests are accepted.
These requests are queued, and the queue is processed when the optimization finds the next solution. Any other
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request is returned. For more information, see About Running Contract Scheduling and Stopping Optimization of
Schedules for Service Regions.

Guidelines for Obtaining Good Results for Optimization
This topic provides guidelines for obtaining good results for optimization.

The following recommendations can help you to obtain good optimization results at the best speed:

- Make sure that the Optimizer is on its own process in the server key mappings. This guideline is the most
important way to return good results from the Optimizer.

Run the Optimizer when the server has a light load, preferably overnight. For more information, see Setting Up Server
Key Mappings.

- Examine the Optimizer heuristic settings for the scheduling parameters.

In general, a higher number produces a better result quality, but the time to find a solution is longer. Most
companies find that setting the Optimizer heuristic parameters to 5 or 6 and running the Optimizer for 3to 4
hours is sufficient. The Optimizer - Timeout parameter determines how long the Optimizer is run. For more
information, see Creating Parameter Sets for Schedules and About Heuristic Methods for Schedules.

- Check the service region setup because more constraints lead to a faster solution.

The Optimizer frames the scheduling problem as a solution space to explore and find the best answer. More
constraints mean that the solution space decreases, and the Optimizer must explore fewer permutations to
arrive at the best solution. For more information, see Defining Service Regions.

- Subdivide your field service engineers into types to help speed up optimization.

For example, a cable company has several different activity types (cable install, cable problems, cable modem
install, and cable modem problems). Specific field service engineers handle each type. Even in a large service
region of over 50 engineers, the company can receive optimum solutions quickly because the engineers are
subdivided in this way. The Optimizer solves several small problems instead of 1large problem.

Optimizer Parameter Set Configuration
The following table describes the recommended parameter value settings for the Optimizer.

Parameter Recommended Value

Optimizer - Save Interval Set this parameter to 15.

Optimizer - Logging Level Set this parameter to 3, unless you want to diagnose a problem.

Optimizer - Optimize Heuristic Set this parameter to 5. Set this parameter higher for more accurate results and lower for faster results.
Optimizer - Timeout Set this parameter to 180. Three hours is generally enough time to find a good solution.

ABS - Days to Start Set this parameter to 1. This parameter controls how many days out the schedule is optimized. Setting

this parameter to higher than 5 greatly increases memory usage and is not recommended.

Month Start Date Set this parameter to 1. This parameter is primarily relevant if you use constraints for monthly capacity.
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Week Start Day

Optimizer - Glued

Optimizer - Default Priority

Optimizer - Consider Parts

Optimizer - Task Excl Cost

Optimizer - Hard Latest Start

Use Assignment Manager
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Recommended Value
Set this parameter to 1. This parameter is primarily relevant if you use constraints for weekly capacity.

Set this parameter to 120. This parameter is primarily relevant if you use Contract Scheduling during
the day instead of batch scheduling overnight.

Set this parameter to 3.

Set this parameter to O.

Set this parameter to 500 so that tasks are not deleted from the schedule unless absolutely necessary.

Set this parameter to O.

Set the parameter to 1if you use skills to restrict candidates.

About Configuring the Book Appointment Dialog Box

To suit your company requirements, you can change the information that appears in the Book Appointment dialog box

and the format for this information.

Some suggestions about changing the information that appears follow:

- By default, the employee name does not appear with the available time slots. Many service companies,
especially companies that schedule partners or people working on commission, do not want to allow
employees to see the names of the field service engineers to schedule so that the company can avoid
favoritism. If you want to display the employee names with the available time slots, then you must display
employees in the Abs Result Pick Applet.

- By default, the Book Appointment dialog box displays the start and end times of the time window. The time
windows are generally longer than the actual duration of the activity. Set the time window to equal the length
of the activity if you want to allow customer service representatives to view the exact times for the activities
instead of the time window ranges.

Tip: The Planned Start field and Planned End field are available in the list columns of the Abs Result Pick
Applet. However, to display these fields in the user interface, the corresponding applet Web template items
(Planned End, Planned End - SR Time Zone, Planned Start, and Planned Start - SR Time Zone) must be active.
These Web template items are inactive by default.

Note: You can change the time window values in the Time Windows List view of the Administration -
Scheduling screen. For more information, see Creating Time Windows for Schedules.

- Toreturn of only 1time slot for each employee, set the Earliest Start field and Latest Start field for the activity
to less than the time window. For example, if the time window is 40 minutes, then set the Earliest Start field to
11:00 A.M. and the Latest Start field to 11:30 A.M. to make sure that only 1slot is returned for each employee
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with the available time and appropriate skills. For more information, see Adding Schedule Information to
Activities (End User).

Held Time Slots

Occasionally, users might not see time slots when they know some are available. This situation can occur because the
time slots are held. Time slots are held for customer service representative viewing until the representative clicks Cancel
or the ABS timeout limit is reached. When only a few time slots remain, a single user can hold all of the time slots. For
more information about the ABS - Timeout parameter, see the Parameters for Schedules table.

To mitigate this situation in high-volume service centers, you can set the ABS - Timeout parameter to a low value (for
example, 1 minute). Alternatively, you can reduce the value of the ABS — Default Number of Slots parameter so that
fewer slots are offered to each user.

About Enhancing the Performance of Siebel Scheduler

Each Siebel Server can run 1 or more service regions. Large service regions can run on a dedicated server.

Each service region can run on only 1application server so that the information for 1 service region is cached in memory
instead of continually read from the Siebel database, reducing the load on the Siebel database during schedule
optimization.

CAUTION: It is recommended that you include no more than 400 service regions on 1 physical server because of

the limitations on the Server Request Broker scalability. If your service regions exceed that amount for the ABS or
Optimizer, then you must test performance and scalability carefully. For more information, see About Siebel Scheduler
and the Server Request Broker.

The ABS and Optimizer interact with the Siebel database only for the following functionality:

Data loading. The ABS and Optimizer read large amounts of information from the Siebel database on start up,
or when the service region is reloaded. Therefore, avoid reloading during a busy time. For more information,
see About Loading and Reloading Data for Service Regions.

- Saving schedules. The Optimizer can save its result sets to the Siebel database at specified time intervals.
Unless the data set is very large, the Optimizer does not noticeably affect Siebel database performance. For
more information, see the Optimizer — Save Interval parameter in Parameters for Schedules.

CAUTION: Although acceptable for testing, it is recommended that you keep the Siebel Application Object Manager
and the Siebel Scheduler components on separate computers in the production environment to prevent surges in user
activity from hindering the Siebel Scheduler operations.

Balance of the CPU Load for Service Regions

In general, the number of processes must be less than or equal to the number of CPUs on the server because the
operating system (OS) farms out the work on each process to a separate CPU. When a small number of service regions
exist, include each service region on a separate process number in a server. When the number of service regions
exceeds the number of CPUs, and when each service region is approximately the same size, divide the regions equally
across the processes. If the service regions are not the same size, then balance the regions according to size. For
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example, put a 50-person service region on Process 1and two 25-person service regions on Process 2. Another way to
load balance is to note the amount of time to load and aim for an equivalent amount of load time on each process.

Note: You cannot specify the CPU for a process. The OS indicates this specification. It generally has its own
algorithms to maximize performance in a multi-CPU environment.

About Siebel Scheduler and the Server Request Broker

When a request is made to Siebel Scheduler (through the user interface or the application programming interface), the
Server Request Broker (SRB) routes the call to the correct server in the following manner:

1. When the ABS server is started, it loads all the activities into the cache. It registers all the unique service region
keys in the shared memory file of the Siebel Server. The SRB uses the information stored in shared memory to
determine the components that are running. No SRB threads are established at that time.

2. At the first attempt to connect to a service region (for example, a Book Appt request from a client), the Siebel
Application Object Manager contacts the SRB on the Siebel Application Object Manager computer. That SRB
sends the BookAppt request to the SRB on the ABS server. After the first request is submitted to the region, the
SRB on that server establishes a connection to the local ABS.

3. Theresponse is sent from Siebel Scheduler to the SRB on the service region computer. The SRB then sends
the response to the SRB on the Siebel Application Object Manager computer. Then, the SRB on the Siebel
Application Object Manager computer relays that response to the Siebel Application Object Manager.

4. Eachlocal SRB connecting to the SRB on the service region computer makes subsequent connections from
any Siebel Application Object Manager. Responses are similarly passed back through the 2 SRBs. The Siebel
Application Object Manager connects only to the Server Request Broker. If there is a connection between the
SRB and the ABS on the local computer, then it does not open another connection to the ABS.

5. The ABS contacts Assignment Manager, if used, by using the SRB mechanism. Having multiple rule sets does
not affect the routing. Assignment Manager has a default rule set that applies when no rule set is defined.

The only persistent SRB threads are on the computer containing the SRB and the service regions on that computer.

For example, 3 servers exist in an enterprise. The Siebel Application Object Manager and an SRB run on Computer

1. Computers 2 and 3 have SRBs and 4 processes of ABS that run with 16 separate service regions (two for each ABS
process). The user connects and books an appointment on each of the service regions. At this point, the environment
looks as follows:

- The caches for all SRBs on all computers include the server key maps for all 16 service regions.

- The Computer 2 SRB has 8 open threads to the 4 ABS processes (two each). Each ABS service region listens on
a unique port for calls from the Computer 2 SRB. Because there is a unique port for each service region in the
ABS process, there is 1 connection (thread) from the Computer 2 SRB to that port on the ABS.

- Computer 3 appears the same as Computer 2.

- Computer 1 has connections only to the SRBs on Computers 2 and 3. The SRB on Computer 1does not connect
directly to the ABS on other computers because that defeats the broker purpose.

When Siebel Scheduler shuts down, the keys are deregistered in shared memory and the connection between the SRB
and Siebel Scheduler is lost. If there are any Sync requests for Siebel Scheduler, then it fails and the user sees an error.
If the request is an Async request stored in the Siebel database, then it remains in queued state until Siebel Scheduler is
brought back up and the Service Request Processor (SRP) or the SRB then routes the request accordingly.
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About Loading and Reloading Data for Service Regions

Because the service region information is cached, it must be loaded into the caches from the Siebel database when the
service is started periodically to synchronize updates. Initial loading and reloading of data are automatic processes.

The data for a service region is automatically copied to the caches each time the server is restarted, and manually
copied by clicking the Load buttons. Repeating component jobs can also automatically load service region data by using
the Appointment Booking Service business service. For more information, see Creating Workflows to Reload Data for
Service Regions to the Appointment Booking System Cache and Troubleshooting the Appointment Booking System and
Optimizer.

Every night, information must move from the ABS (future) cache into the Optimizer (present) cache. For example, if
today is July 1st, then the Optimizer horizon holds all activities from July 1st to July 7th. The ABS horizon is defined as 14
days, so the ABS cache holds all activities from July 8th to July 15th. Both horizons are measured from the beginning of
the Glued period. The end of the Optimizer horizon is set to the same calendar day (at midnight) as the start of the ABS
horizon.

On July 2nd, the old July 1st data is no longer necessary. It is in the past and discarded. At the same time, the Optimizer
horizon is still 7 days out, so the Optimizer must load the July 9th data into the Optimizer cache. However, before the
data can be loaded into the Optimizer cache, the data must be unloaded from the ABS cache. If the data is in both
caches at the same time, then the data can change in both engines simultaneously. Therefore, the activities and data for
July 9th are released from the ABS cache, and then loaded into the Optimizer cache.

When a service region is loaded, it is not available for requests. The request is returned with a return code.

When the data from a service region is first loaded, the Optimizer assumes that the data coming from the Siebel
database was previously optimized. So while generating an initial solution, the Optimizer tries to retain the assignee and
the sequence of activities for each field service engineer. It also retains the time stamp of this load in the cache.

Reload of Service Region to the Appointment Booking System

When a service region is reloaded, the ABS performs the following steps:

Queries for employees currently in the service region.

Gets the schedule for both the service region and each employee.
Queries for any exceptions for employees.

Constructs a master schedule.

PUWNA

First, the ABS applies the service region schedule for all employees. It then applies a schedule for each
employee.

Note: The service region schedule overrules both employee schedules and employee exceptions. For
example, if the service region schedule indicates the company does not operate on Sundays, then activities
are not scheduled for that day. The advantage of setting a liberal service region (24 hours) is that you can set
exceptions, such as employees working on Sundays.

ui

Reads in any constraints.
6. Queries for any activities in the next 15 days. The horizon is usually set from the start time of the day (00:00:00
AM.).

The ABS does not load historical activities unless you define a weekly or monthly constraint for the service
region. If you define only weekly constraints, then the ABS loads another week of data. If you define monthly
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constraints, then the ABS loads another month of data. However, when you define no weekly or monthly
constraints, the ABS loads only activities in the ABS horizon.

The query appears as follows:
Planned Start > ABS Load Range End and Planned End < ABS Load Rang Start

The ABS attempts to insert the activities in the schedule in the following order:

o

o

o

Activities with the Locked Schedule and Lock Assignment check boxes selected
Activities with the Locked Schedule check box selected
Activities with the Locked Assignment check box selected

Activities with the Locked Schedule and Lock Assignment check boxes not selected

If 2 activities that are both locked for schedule and assignment overlap, then only the first attempted
activity is scheduled. The second is set as unscheduled.

When loading, the ABS generally attempts to insert the activities exactly as they are stored in the Siebel
database. If nothing changes (same employees, same schedules, no manual changes), then the activities
in the cache are exactly the same. However, if changes occur, then the ABS attempts to reschedule
activities. After the initial load completes, the ABS uses the following rules to reschedule any remaining
appointments:

The Earliest Start and Latest Start fields are considered.

The Locked Schedule and Locked Assignment check boxes are considered.

If the ABS can find an open spot for an activity, then the Owner field, Planned Start field, and Planned
End field are updated in the cache and written to the Siebel database. If the ABS cannot insert an activity,
then the status of the activity is set to Unscheduled but the Owner field, Planned Start field, and Planned
End field remain unchanged so that a service manager can see the original committed time for the
customer. The new status is written to the Siebel database and recorded in the log if the logging level is
set to level 3 or higher. The activity is not kept in the ABS cache.

Unless an activity changes during the load, the ABS does not modify the activity in the Siebel database.
If the ABS fails, then the version in the Siebel database is consistent with the version in the cache. Any
manual changes you make in the Siebel database are exceptions to this rule.

Reload of Migrated Data for Activities

If you want to migrate activity data to a new application, then use Siebel Enterprise Integration Manager (EIM). For more
information, see Siebel Enterprise Integration Manager Administration Guide .

The following fields are critical for migrating the activity data:

Earliest Start
Lock Schedule
- Service Region

Duration

. Owner
. Status
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Latest Start
Planned End

- Travel Time
Lock Assignment
Planned Start

- Work Time

When you load the ABS after migration, activities are scheduled according to the employee and service region schedule.
If an activity can be scheduled for its original owner, planned start, and planned end, then no change is made to the
activity data and the employee is scheduled for the activity. If the activity cannot be scheduled in this way, then the
activity is rescheduled by using its Earliest Start and Latest Start fields. The Planned Start field, Planned End field,
Owner field (if such a change is required), and Status field are updated for the activity.

To make sure that the migrated activities can be loaded into ABS and scheduled for the original owner, planned start,
and planned end, the following conditions must apply:

- The Planned End field less the Planned Start field must equal the Duration field.

- The Work Time field plus the Travel Time field must equal the Duration field.
Travel time is the average travel time for the service region, not the activity.

No doublebooking of the original activities occurs.

If doublebooking occurs, then an overbooked activity is rescheduled, unless both the Lock Assignment and
Lock Schedule check boxes are selected for the activity.

- Original activities do not violate any of the constraints for the service region.

- Original activities can fit into the service region schedule and employee working hours.

Process of Administering Schedules Using Siebel
Scheduler

The following list shows the tasks that administrators typically perform to administer schedules. Your company might
follow a different process according to its business requirements. For more information about the checks to complete
after setting up schedules, see Troubleshooting the Appointment Booking System and Optimizer.

To administer schedules, administrators perform the following tasks:

« Defining Schedule Hours

« Defining Breaks

- Defining Service Regions

- Defining Schedules and Availability for Employees
Creating Time Windows for Schedules
Creating Constraint Sets for Schedules
Creating Parameter Sets for Schedules

« Defining Cost Functions for the Optimizer

« Setting Up Server Key Mappings
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- Setting Parameters for Server Component Tasks
« Reloading the ABS and Optimizer Caches

Defining Schedule Hours

For each schedule, you set schedule hours that define the hours of availability. The schedule can also include a set of
exceptions (in the Exception Name field) that you define in the All Exceptions view and the Exception Hours view. For
more information about how Siebel Scheduler uses schedule periods and time zones, see About Schedule Horizons and
Time Zones.

To enter the hours for a schedule, perform the following procedures:

Define the hours in which users can schedule employees for activities. For more information, see Setting Hours
of Availability.

Define the hours in which users cannot schedule employees for activities. For more information, see Setting
Exception Hours.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

Setting Hours of Availability

For each schedule, you set schedule hours that define the hours of availability (days of week, hours for each day, and
holidays) for service-providing entities (employees, partners, or business units). Exception hours are specific days

or hours in a schedule for working (for example, Saturday morning in a Monday through Friday schedule) or for not
working (for example, a midweek holiday in a Monday through Friday schedule).

The Schedule Hours view includes the days and time periods in each day that are included in a schedule. For example,
an 8x5 schedule defines time periods within 8 hours on 5 days (for example, 9:00 A.M. to 5:00 P.M. Monday through
Friday). However, each day might have multiple records, each with a separate time period (for example, 9:00 to 12:00
A.M. on Monday and 2:00 to 5:00 P.M. on Monday).

To set the hours of availability

1. Navigate to the Administration - Service screen, then the Schedules view.

2. Create a new schedule record, and complete the fields as appropriate.

3. Click the Schedule Hours view tab.

4. Create a new schedule hours record, and complete the fields as appropriate.
Some fields are described in the following table.

Field Comments

Start Day Select a day of the week for the schedule hours.

Start Time Type the starting time of a period on the selected day.
End Time Type the ending time of a period on the selected day.
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Field Comments
Type Select the type of work for the schedule hours. Values include Normal, Overtime, and Extended

Overtime. The Appointment Booking System and Optimizer use this value.

Note: An Overtime period must come before an Extended Overtime period.

Shift Start Flag Select this check box to indicate a time period that begins a work shift. Anything before the
next flagged time period is in the same shift. This field helps the Optimizer handle swing shifts
that start on one day and finish on another day.

You must select this field for each shift in the schedule. Usually, each day has 1 shift start flag,
except for the last day of a swing shift. For more information about setting shift starts, see
Defining Schedules and Availability for Employees.

5. Repeat Step 2 through Step 4 for each day of the week that you want to set up in this schedule.

Note: Schedule hour records can reflect different time periods on the same day of the week. However, only
one of these records can contain the start of a shift.

Setting Exception Hours

Exceptions represent special nonworking days or working days. Different exception records can define exceptions for
different sites (for example, U.S. holidays for a site and Canadian holidays for another site). You can define a day or
continuous blocks of days as an exception to a schedule. In some cases, exception hours can define nonworking periods
(for example, no work on Sunday from 6:00 A.M. to 12:00 A.M. in a 7x12 schedule). In other cases, exception hours can
define work periods on days that are not normal work days (for example, Saturday morning in a 5x8 schedule).

To associate an exception with a schedule, define the exception and include this exception in the definition of a
schedule.

You can also use exception hours to block the scheduled time slot for the owner of an activity to allow for another
employee assignment to the activity in the same time slot. If the defined exception hours block a time slot when an
activity is scheduled for the owner of the activity, then the activity is rescheduled when you reload the service region.
For more information, see Defining Hours for Employees.

The All Exceptions view includes a set of exceptions to the hours that you define in the Schedule Hours view. The
Exception Hours view includes the definition of these exceptions.

To set the exception hours

Navigate to the Administration - Service screen, then the Schedules view.

Drill down on the Name field for a selected schedule, and click the All Exceptions view tab.
Create a new exception record, and complete the fields as appropriate.

Click the Exception Hours view tab.

Create a new exception hour record, and complete the fields as appropriate.

Some fields are described in the following table.

VEWNRA
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Start Date Time

End Date Time

Working

Type
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Comments

Type a name of that describes the exception hours.

Select the date and time for the start of the exception hours.

Select the date and time for the end of the exception hours.

Select this check box to indicate the exception hours apply to a work period.

Select the type of work for the exception hours. Values include Normal, Overtime, and Extended
Overtime. Overtime and Extended Overtime apply to exception hours for which you select

the Working check box. The Appointment Booking System and the Optimizer use this value.

For more information, see About the Appointment Booking System and About the Schedule
Optimizer.

Note: Overtime hours must precede Extended Overtime hours.

Schedules can include any number of breaks. To define breaks, you first define a break type. For more information, see

Breaks.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

To define a break type

1. Navigate to the Administration - Data screen, then the Work Types view.
2. Create a new work type record, and complete the fields as appropriate.

After you define the break type, you set the name of the break type.

To set the name of a break type

1. Navigate to the Administration - Application screen, then the System Preferences view.
2. Select the Sch:Break Time Id system preference.
3. Inthe System Preference Value field, enter the row ID for the break.
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Defining Service Regions

A service region is a grouping of field service engineers in a geographical area for a purpose, such as supporting

a certain set of products. Service managers try to manage the load in a service region by balancing proactive calls
(installations and preventive or scheduled maintenance) with reactive calls. Service regions ease the administrative
burden by allowing service managers to set consistent schedules, constraints, and costs for a large number of
employees. For information about defining service regions using Siebel Field Service Integration to Oracle Real-Time
Scheduler, see Administering Service Regions.

Also, a service region is a grouping of field service engineers and the activities that they perform. Thus, Siebel
Scheduler creates a bounded solution set with a finite solution space and a finite number of activities to schedule. An
assumption for a service region is that 2 employees with the same skill set are both capable of performing an activity.
For an application that deals with only employees, employees are not grouped together well, and the interchangeability
rules are too vague to effectively determine.

Every employee and service region has a predefined schedule that includes the days and hours that work can occur
(normal work hours) and exceptions that deviate from normal work hours.

To define a service region, perform the following procedures:

1. Create a service region record. For more information, see Creating Service Regions.

2. Associate a schedule with the service region. For more information, see Associating Schedules with Service
Regions.

3. Specify any regions that function as parent service regions. For more information, see Specifying Parent Service
Regions.

4. Define the geographic area of the service region. For more information, see Defining Geographic Areas for the
Optimizer.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

Caches for Service Regions

The information relating to each service region (for example, the employees assigned to the service region) is cached
in memory. Instead of allowing the ABS and the Optimizer to operate directly on the Siebel database, the server copies
data from the Siebel database into memory caches for the ABS and for the Optimizer. The ABS cache holds the time
slots in the future, and the Optimizer cache holds the activities occurring in the next few days. This approach allows for
quick and efficient scheduling and reduces traffic and the CPU load for the Siebel database.

Each service region has its own cache so that Siebel Scheduler processes occur independently. You can run Siebel
Scheduler on separate CPUs in 1 server or separate servers as required. The ABS and the Optimizer are also
multithreaded, and each service region can accept multiple requests at the same time. For more information, see
Reloading the ABS and Optimizer Caches and About Loading and Reloading Data for Service Regions.

Creating Service Regions

A service region is a geographic area with ZIP Codes and a service team. The ABS and the Optimizer use service regions
and associated data when scheduling activities.
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You can define the employees who are assigned to a service region, geographic coordinates (geocodes and ZIP Codes
or postal codes) for a service region, and the operation of the ABS and Optimizer for a service region.

To create a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Create a new service region record, and complete the fields as appropriate.

Some fields are described in the following table.

Field

Parent Region

Time Zone

Schedule

Cost List

Travel Cost

Cost Function

Parameter Set

Constraint Set

Time Window

ORACLE

Comments

Select an existing service region as the parent region for the service region. For more
information, see Specifying Parent Service Regions.

Select the name of the time zone that the ABS and Optimizer use. Administrators define time
zones in the Time Zone Administration view of the Administration - Data screen. For more
information, see Siebel Applications Administration Guide .

Select the name of the schedule that the ABS uses. For more information, see Defining
Schedule Hours.

Select a cost list for labor. The Optimizer uses this field to calculate overtime costs.
Administrators define costs lists in the Cost List view of the Administration - Pricing screen. For
more information, see Siebel Pricing Administration Guide .

Type the cost for each unit of travel. The Optimizer uses this field to calculate the cost function
for a schedule.

Select the cost function. The Optimizer uses this field to optimize the schedule for the service
region. For more information, see Defining Cost Functions for the Optimizer.

Select the set of parameters. The ABS and Optimizer use this field. For more information, see
Creating Parameter Sets for Schedules.

Select the constraint set. The ABS and Optimizer use this field to optimize the schedule
for the service region. Administrators define constraint sets in the Constraint Sets view of
the Administration - Scheduling screen and in the Constraints view of the Administration -
Scheduling screen.

Select the name of a set of time windows. The ABS uses this field. For more information, see
Creating Time Windows for Schedules.
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Field Comments
Minimum Travel Time Type the minimum travel time. If the calculated travel time between 2 activities is less than this

time, then the Optimizer uses this field.

Average Travel Time Type the average travel time (in minutes). The ABS adds this time to the work time for an
activity to calculate the duration of the activity.

Average Travel Speed Type the average speed for each hour of travel for field service engineers in the service region.
The Optimizer uses this field to calculate costs. For more information, see Defining Cost
Functions for the Optimizer.

Unit of Measure Select the unit of measurement for travel. The Optimizer uses this field to calculate the cost
function for a schedule. Values include Miles and Km.

Associating Schedules with Service Regions

A service region can have only 1schedule. You assign each service region a schedule that the ABS and Optimizer
use. This schedule might be different than the schedule associated with each employee. You define schedules in the
Schedules view of the Administration - Service screen. For more information, see Defining Schedule Hours.

The ABS uses the service region schedule as a base, and then refines time slot choices by using the employee
schedules. The Optimizer uses the schedules for the field service engineers, not the service region schedule, when
calculating the best deployment of personnel. For more information, see Defining Schedules and Availability for
Employees.

To associate a schedule with a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select a service region, and select a schedule in the Schedule field.

Specifying Parent Service Regions

You can set a parent region for any service region. Parent regions affect the list of available employees in the Dispatch
Board screen, but do not affect processing for scheduling.

I Note: Selecting a parent region does not affect scheduling for the ABS or the Optimizer.

To specify a parent service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
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2. Select a service region, and select a service region in the Parent Service Region field.

Defining Geographic Areas for the Optimizer

ZIP Codes and geocodes define the geographic area of a service region. The Optimizer uses geocode data and ZIP
Codes (or postal codes for international users) to identify addresses.

The ABS does not directly use ZIP Codes. The service region for an activity, and not the ZIP Code that is associated
with the activity, determines ABS processing. However, ZIP Codes are critical to the Optimizer because the Optimizer
uses ZIP Codes and country codes to find the underlying geocodes (latitude and longitude). The Optimizer uses these
geocodes to calculate the distance from activity to activity. If an activity is missing a ZIP Code or country code, then the
activity is not loaded into the cache because the Optimizer cannot evaluate the activity. The Optimizer does not verify
whether a Zip Code is a correct Zip Code for a service region.

The Optimizer uses the following rules for ZIP Codes:

« A service region can include multiple ZIP Codes.

CAUTION: It is recommended that you use that no more than 150 ZIP Codes for each service region,
especially if you use optimization. Optimization routines store the solutions in memory for speed. Past
iterations are stored to prevent reexamination of the same solutions. If your service regions include more
than 150 ZIP Codes, then test performance and scalability carefully. Very large service regions can cause the
process memory to grow extremely large, sometimes reaching the limit inherent in Microsoft Windows. In
such cases, consider using UNIX.

« More than 1service region can include the same ZIP Code. Service regions can geographically overlap.

I Note: A workflow uses the ZIP Code to perform automatic assignment to a service region.

Geocode data contains longitude and latitude coordinates (in minutes and seconds) for physical locations (for example,
a customer site). The Optimizer can use data at any level of detail (for example, ZIP Codes or ZIP + 4 codes).

Because a ZIP Code can apply to several square miles, use a ZIP + 4 code. This code generally brings the accuracy to
buildings for businesses or to within a few blocks for residential addresses.

The Optimizer requires, at minimum, a ZIP Code or postal code, country, longitude, and latitude. Five-digit ZIP Codes
for the United States are included in the seed data for Siebel Field Service. ZIP Code information is included in the
S_ZIPCODE data model table. The following table describes the columns in this table.

Column Description

ZIP Code The postal or ZIP Code in alphanumeric text.
City The name of the city.

State The name of the state or province.

Country The name of the country.
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Column Description
Longitude The longitude number (O to + or — 180 degrees, + for the eastern hemisphere and - for the western

hemisphere) up to 6 decimal places.

Latitude The latitude number (O to + or — 90 degrees, + for the northern hemisphere and - for the southern
hemisphere) up to 6 decimal places.

Note: When longitude and latitude values are the same for 2 locations, the Optimizer uses the Minimum Travel Time
field. For more information about this field, see Creating Service Regions.

The Zip Codes view lists the ZIP Codes or postal codes that are included in a service region as well as the city, state,
country, longitude, and latitude for each ZIP Code.

For the Optimizer to schedule an activity, the address of the activity must have a valid ZIP Code and a country. The ZIP
Code must have a corresponding geocode. The ZIP Code value can be a ZIP Code or a ZIP + 4 code.

To add a ZIP Code to a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Drill down on the Name field for a selected service region, and click the Zip Codes view tab.
3. Create a new ZIP code record, and complete the fields as appropriate.

There are several vendors of geocode data. You can use either of the following methods to load data into the
S_ZIPCODE table:

Use the Siebel Enterprise Integration Manager (EIM). For more information, see Siebel Enterprise Integration
Manager Administration Guide .

Import data from the ZIP Code Administration view of the Administration - Data screen.

To import geocode data

1. Navigate to the Administration - Data screen, then the ZIP Code Administration view.
2. Click the menu button, and select Import.

The Import wizard appears.
3. Specify the filename containing the data to import, and click Next.
4. Complete the information, including field mapping for the data records.

Specifications for Geocode Data

Specify the following information in geocode data:

Latitude format. North of the equator is positive. South of the equator is negative. The data is interpreted to 6
decimal places.

Longitude format. East of the prime meridian (at Greenwich, UK) is positive. West of the prime meridian is
negative. The data is interpreted to 6 decimal places.
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The Siebel application stores the latitude and longitude in the decimal degree format because this format is the most
widely used and is easy to use for distance calculations. Most data sets are in decimal degree format. You can use the
following formula to convert a data set to decimal degrees from the degrees, minutes, and seconds:

Decimal degrees = Degrees + (Minutes/60) + (Seconds/3600)
For example:

37 Degrees, 25 Minutes, 40.5 Seconds

= 37.+ (25/60) + (40.5/3600)

= 37. +.416666 +.01125

= 37.427916 degrees

Data Cleansing for Zip Codes

Address and ZIP Code accuracy are critical for a schedule optimization. It is highly recommended that you use a data
cleansing application, such as the Siebel Data Quality module, to correct data for addresses and ZIP Codes. For more
information, see Siebel Data Quality Administration Guide .

ZIP Code Usage in Multiple Service Regions

The Activity business object code uses the ZIP Code of the address of the contact or account for an activity to assign
the activity to a service region. You might have to override this behavior by inserting your own processing logic if ZIP
Codes apply to multiple service regions.

In general, it is recommended that you set up 1 service region for each ZIP Code, and use skills for the employees to
differentiate between products. The service manager can then redistribute employees by changing their skills and
reloading the skills into Assignment Manager. If you use separate regions, then you must unload employees from a
service region and into another service region.

Note: More service regions mean a higher load time.

Siebel Scheduler does not validate a service region against the ZIP Code after the service region is set for the activity
so that users can move activities to other service regions as required (for example, to cover additional activities for a
marketing campaign in that service region). Validate the ZIP Code up-front, preferably when a user creates the record.

Siebel Field Service uses the ZIP Code of the address for the contact or account that is associated with an activity to
automatically assign the activity to a service region. (An activity is automatically assigned to a service region only if
the Service Region field has no value.) If the contact address has a ZIP Code, then that ZIP Code is used to identify the
service region. Otherwise, the ZIP Code of the account address is used to identify the service region. If only 1 service
region is identified, then that service region is automatically assigned to the service request. If multiple service regions
are identified, then a customer service agent must select the appropriate service region for the service activity.
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Defining Schedules and Availability for Employees

The Schedule field in the Service Details view in the Employees view of the Administration - User screen and the
exception records in the Employee Exception Hours view in the Employees view of the Administration - User screen
determine employee schedules (available and unavailable hours). In the Schedules view of the Administration - Service
screen, you set the definition of the schedules that appear in the Schedule field.

The ABS uses the service region schedule as a base, and then refines time slot choices by using the employee
schedules. For more information, see Defining Schedule Hours.

The Optimizer uses only the employee schedules.

To define schedules and availability for employees, perform the following procedures:
« Defining Hours for Employees
- Specifying Employees as Unavailable

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

Rules for Defining Employee Schedules

When setting schedules for field service engineers, note with the following rules:

- A schedule must have only 1 shift start for each day.

To set up multiple shift start times, use multiple schedules, each for a separate shift.

- You must select the Shift Start Flag field for the first time period in a day (except when a shift spans 2 days).

If a shift spans more than 1 day (for example, Monday 9:00 P.M. to 11:59 P.M. and Tuesday 12:00 A.M. to 4:00
A.M.), then the first day must include the start of the shift.

- The ABS, but not the Optimizer, can have activities that span more than 1 day.

It is recommended that you assign no more than 150 employees to each service region, especially if you use
optimization.

- You can schedule 1 or more breaks in a day.
- The ABS does not consider overtime for a field service engineer.
- The Optimizer can schedule activities in overtime and extended overtime.

CAUTION: Do not define breaks during overtime. The Optimizer ignores breaks that are scheduled during overtime
and treats these breaks as working time. Consequently, inaccuracies appear in cost calculations.

Defining Hours for Employees

The hours for an employee determine when the employee is available to work. To define the hours for an employee, you
define a schedule for the employee.
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To define a schedule for an employee

1. Navigate to the Administration - User screen, then the Employees view.
2. Drill down on the Last Name field for a selected employee, and click the More Info view tab.
3. Inthe Schedule field, select a schedule.

You also define the exception hours for the employee.

To define exception hours for an employee

1. Navigate to the Administration - User screen, then the Employees view.
2. Drill down on the Last Name field for a selected employee, and click the Employee Exception Hours view tab.
3. Create a new exception hour record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Start Select the date and time that the employee is unavailable for scheduling.

End Select the date and time that the employee is again available for scheduling.
Working Select this check box to indicate the exception hours apply to a working period.

For example, you specify a Saturday morning exception for an employee who normally works
only from Monday to Friday. You select the Working check box to indicate the employee works
these additional hours and can be scheduled for activities during these hours. However, if you
specify exception hours for a midweek holiday for the same employee and do not select the
Working check box, then Siebel Scheduler assumes that the employee does not work that day
and cannot be scheduled for activities on that day.

Reason Select the reason for the exception hours for the employee. Values include Vacation and Sick
Time.
Type Select the type of work for the exception hours. Values include Normal, Overtime, and Extended

Overtime. For more information, see Shifts.

Specifying Employees as Unavailable

Use the Unavailable button to instruct the Optimizer that the selected employee is unavailable for a period. Clicking this
button sends an asynchronous request to the Optimizer to load the data for the selected employee, including exception
hours, and reassign or reschedule activities.
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Tip: Before using the Unavailable button, you might have to create a new record (in the Employee Exception Hours
view in the Employees view of the Administration - User screen) describing the time when the selected engineer

is unavailable. If you do not define at least 1 exception hour for the engineer, then the Optimizer displays an error
message. For more information, see Defining Hours for Employees.

To specify an employee as unavailable

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Drill down on the Name field for a selected service region, and click the Employees view tab.
3. Select an employee record, and click Unavailable.

Creating Time Windows for Schedules

You use time windows to define the interval of time for starting an activity. Time windows are associated with a service
region in the Service Region List view of the Administration - Scheduling screen. For more information, see Defining
Service Regions.

The Details view in the Time Window List view of the Administration - Scheduling screen includes specific mappings
that make up each time window record. To accommodate activities that vary in duration, you map each range of
durations to a time window. For example, a work time of 1to 60 minutes might require a time window of 120 minutes to
provide the Optimizer with the flexibility to change the schedule for optimization.

The ABS uses time windows and the work time or duration for an activity to find the available time slots for the activity.
The customer service representative then selects one of these time slots to book an appointment for the activity. To see
how the ABS finds the available time slots, consider the following example. In the Time Window List view, you set the
Default Time Window field to 240 minutes (or 4 hours), the Duration From field to O minutes, the Duration To field to 30
minutes, and the Time Window field to 60 minutes.

If the work time for an activity is 30 minutes, then the ABS divides employee schedules into 60 minute time slots
because the time window for 30 minute activities is 60 minutes. The ABS considers start shift times and the type of
work hours in employee schedules when dividing these schedules into time slots. If the customer service representative
selects an ABS-provided time slot of 8:00 A.M. to 9:00 A.M,, then the planned start time for the activity can be between
8:00 A.M. and 9:00 A.M., and the planned end time for the activity is 30 minutes later.

If the duration of another activity is 500 minutes (8 hours and 20 minutes), if breaks are allowed during the activity, and
if the work hours are from 9:00 A.M. to 5:00 P.M,, then the ABS does not provide 500 minute time slots (for example,
9:00 A.M. on Monday to 9:20 A.M. on Tuesday) because there is no time window for 500 minutes. Instead, the ABS
provides 240 minute (or 4 hour) time slots (for example, 9:00 A.M to 1:00 P.M.) because the default time window is 240
minutes.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

To create a time window for schedules

1. Navigate to the Administration - Scheduling screen, then the Time Window List view.
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2. Create a new time window record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments
Name Type the name of the set of time window mappings.
Default Time Window Type the time window (in minutes) that is applied to an activity when the Details view for the

time window does not include a mapping for the specific duration of the activity.

3. Scroll down to the Details view, and create a new record for each activity duration range.
4. To view the service regions that are associated with the time window, click the Service Regions view tab.

Creating Constraint Sets for Schedules

Service businesses must operate under numerous union, legal, or business constraints. For more information, see
Examples of Constraints.

These constraints include the following types:

- Hard constraints. The ABS and Optimizer cannot violate hard constraints. Activities that do not fit these
constraints are not scheduled. Consequently, the engines quickly find solutions, but fewer solutions are
obtained. The solutions result in higher costs for service.

- Soft constraints. The Optimizer can weigh the cost of using or violating a soft constraint when calculating
solutions for a schedule. Compared to hard constraints, soft constraints result in longer optimization times
(lower performance of the Optimizer), more solutions, and lower costs for service. Violating soft constraints can
result in a more costly schedule.

Schedules that violate hard constraints are discarded even though they might be better than other solutions. The
Optimizer can use solutions that violate soft constraints, but it assigns a penalty to these violations that can make a
solution less favorable than another solution. The calculated cost function for each solution includes the penalties for
violating soft constraints. For more information, see Defining Cost Functions for the Optimizer.

To create constraint sets, perform the following procedures:

« Defining Constraints
- Defining Constraint Sets

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

Examples of Constraints

The following constraints limit work hours:
- Union agreements stipulate that no person work more than 10 hours of overtime in a week.

- Laws regulating worker safety restrict employees from working more than 12 hours a day.
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- To keep costs down, management specifies that no service manager can authorize more than forty hours of
overtime for each week for all of their employees.

- An engineer cannot work more than 45 hours for each week.

- An engineer cannot engage in an activity type (for example, working with hazardous materials) more than 4
hours in each day.

- Total workload must be less than 95%.
- Total workload must be greater than 60%.
- An engineer cannot travel more than 4 hours a day.

The following constraint limits timing of an activity: All waste disposal activities must start before 8:00 P.M.

Predefined Constraints

The following table describes the predefined constraints for the ABS and Optimizer.

Constraint Description
Appointment Booking Activity Time Limits the time of day an activity of a specified type or priority can start or end.
Appointment Booking FSE Limit Limits the number of activities of any type or of a specified type, or time that any employee or a

specific employee spends on activities. Or, limits the number of activities or time spent on activities for
a specified service role (for example, Installation or Preventive Maintenance).

Appointment Booking Schedule Activity Limits the number of activities of any type or the time spent on activities of a specified type for a whole

Type schedule.

Optimizer Activity Time Hard Limits when an activity of a specified type or priority must begin or end. This constraint is a hard
constraint.

Optimizer Activity Time Soft Limits when an activity of a specified type or priority can begin or end. Also, specifies the penalty for

violating this soft constraint.

Optimizer FSE Limit Hard Limits the following values for any employee or a specific employee during a specified period:

- Workload percentage
- umber of activities of any type or of a specified type
- Total hours of travel time

- Total work hours

This constraint is a hard constraint.

Optimizer FSE Limit Soft Limits the following values for any employee, a specific employee, or a specified service role (for
example, Installation or Preventive Maintenance) during a specified period:

- Workload percentage

- umber of activities of any type or of a specified type
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Optimizer Fairness

Optimizer Schedule Activity Type Hard

Optimizer Schedule Activity Type Soft

Optimizer Schedule Overtime Soft

Optimizer Travel Time
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Description

- Total hours of overtime
- Total hours of travel time

- Total work hour

Also, specifies the penalty for violating this soft constraint.

Promotes an equal distribution of the following values for workload, specified as a percentage, for all
employees or for a specified service role (for example, Installation or Preventive Maintenance):

- Number of activities of any type or of a specified type

- otal hours of overtime

- Total hours of travel time

- Total work hours

Also, specifies the penalty for violating this soft constraint.

Note: Optimizer Fairness is a leeway constraint because it is based on a percentage and not an
absolute value. Because this number is approximate, the Optimizer can achieve acceptable schedule
assignments within acceptable times.

Limits the following values for a whole schedule in a specified period:

- Hours of work time for activities of a certain type
- umber of activities of a certain type
- Percentage count of activities of a certain type

- Percentage hours for activities of a certain typ

This constraint is a hard constraint.

Limits the following values for a whole schedule:

- Hours of work time for activities of a certain type
- umber of activities of a certain type
- Percentage count of activities of a certain type

- Percentage hours for activities of a certain typ

Also, specifies the penalty for violating this soft constraint.

Limits the hours of overtime in a specified period for a whole schedule.

Also, specifies the penalty for violating this soft constraint.

Limits the travel time between activities for all employees, specific employees, or a specified service
role (for example, Installation or Preventive Maintenance).

This constraint can be a hard or soft constraint.
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Defining Constraints

You create constraints using the Constraint Wizard. This wizard guides you step-by-step through the process. You select
a constraint template and then either select or enter the appropriate values.

Do not define contradictory constraints. For example, the following constraints conflict with each other if both
constraints are hard constraints and if the duration of the activities is less than 2 hours:

- Afield service engineer must work a minimum of 4 hours in each day.
- Afield service engineer can work on no more than 2 activities in each day.

In this example, the Optimizer cannot find a solution and fails to schedule the activities.

Test new constraints before releasing the constraints into a production environment. Leaving the constraints as soft
constraints might help to avoid problems. However, too many soft constraints and not enough hard constraints can
hamper performance.

After you define constraints, you can define constraint sets that are associated with service regions. For more
information, see Defining Constraint Sets.

To define a constraint

1. Navigate to the Administration - Scheduling screen, then the Constraints view.
Create a new constraint record, and follow the Constraint Wizard steps.

For more information about the predefined constraints that you can select, see Creating Constraint Sets for
Schedules.
3. When you complete the constraint, click Save.

The Save a Constraint dialog box appears.
4. Enter a name for the constraint, and click Save.

The Constraints list reappears.

Defining Constraint Sets

Constraint sets provide the basic definition for a predefined set of constraints that a service region uses for running
the Optimizer. You associate a constraint with a service region in the Service Region List view of the Administration -
Scheduling screen. For more information, see Creating Service Regions.

To define a constraint set

Navigate to the Administration - Scheduling screen, then the Constraint Sets view.

Create a new constraint set record, and complete the field as appropriate.

Scroll down to the Constraints list.

Create a new constraint record, and select a predefined constraint from the Add Constraint dialog box that
appears.

Enter a start and end date for the constraint, if applicable.

To view the service regions that are associated with the constraint set, click the Service Regions tab.

PWN

o wm
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Creating Parameter Sets for Schedules

Parameter sets contain key information that determines how the ABS and Optimizer operate. Parameter sets are
associated with service regions in the Service Region List view of the Administration - Scheduling screen. Each service
region uses a parameter set. For more information, see Defining Service Regions.

If the scheduling server starts without Optimizer or ABS parameters, then the service region is not loaded for the
Optimizer or the ABS. The log files (Optimizer_xxx.log and ApptBook_xxx.log) in the log directory on the Siebel Server
specify the missing parameters.

Note: If a service region fails to load, then you must restart the ABS or Optimizer. You do not have to reboot the
computer.

The Parameter Sets view includes the basic definition of the parameters that the ABS and the Optimizer use. The
Parameters view includes each parameter in a parameter set.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

To create the parameter set for a schedule

1. Navigate to the Administration - Scheduling screen, then the Parameter Sets view.

2. Create a new parameter set record, and complete the fields as appropriate.
Enter a meaningful name for the parameter set (for example, East Coast Parameters).

3. Scroll down to the Parameters list, create a new parameter record, and complete the fields as appropriate.
Some fields are described in the following table.

Field Comments

Variable Code Select the appropriate parameter. For more information about the parameters that you can
select, see Parameters for Schedules.

Variable Value Type a value for the parameter.

4. To view the service regions that are associated with the parameter set, click the Service Regions view tab.

Parameters for Schedules

The following table lists the various parameters that you can use to specify a parameter set.

Parameter Required? Value Description

Month Start Date No Number, 1-28 Determines the day that the month starts. Use this parameter
for constraints that are defined in months. Most users set this
parameter to 1. The default value is 1.
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Use Assignment
Manager

Week Start Day

ABS - Activity
Category

ABS - Activity Status

ABS - Days to End

ABS - Days to Start

ORACLE

Required?

No

No

No

No

Yes

Yes

Value

Oor1

Number, 1-7

Order number
for the Activity
Category LOV.

Order number for
the Activity Status
LOV.

Number

Number
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Description

Indicates whether the activity is submitted to Assignment
Manager to receive a list of engineers capable of performing
this work. Set this parameter to 1to use the AM, unless all
employees in a service region have the same skills, or all
employees are eligible to perform all the activities. The default
valueis 1.

Determines the day that the week starts. Use this parameter
for constraints that are defined in weeks. Most users set this
parameter to 1 (Sunday) or 2 (Monday). The default value is 1.

Indicates only activities with the specified category are loaded
into the ABS. The default value is all categories. The value can
be comma-separated for multiple categories.

The order number for an activity category LOV appears in
the List of Values view of the Administration - Data screen.
For example, this view shows the order number for a Repair
Activity category (FS_ACTIVITY_CLASS type).

Indicates activities with the specified status are not loaded into
the ABS. The recommended default value is the order number
for the Cancelled status. The value can be comma separated for
multiple statuses.

The order number for an activity status LOV appears in the
List of Values view of the Administration - Data screen. For
example, this view shows the order number for a Cancelled
status (EVENT_STATUS type).

Specifies a number of days (not an absolute date) after the
current date. The ABS does not schedule activities for the
days that are after the date that this parameter indicates.
Consequently, the ABS does not load activities that are
scheduled after the date that this parameter indicates.

Specifies a number of days (not an absolute date) after the
current date. The ABS schedules activities for the days that are
on or after the date that this parameter indicates and that are
on or before the date that the ABS - Days to End parameter
indicates. Then, the ABS loads activities that are scheduled

on or after the first day of the month that contains the date
that this parameter indicates and that are scheduled on or
before the date that the ABS - Days to End parameter indicates.
(Because you can define ABS constraints in months, the ABS
must load activities that are scheduled on or after the first day
of the month.)

This parameter activates at 12:00 A.M. If this parameter is set to
1, then the ABS starts scheduling activities later than midnight
after the region is loaded (subject to the schedule used). A
value of O is not supported for this parameter.

Note: Activities that start in the past but that end after the
date that this parameter indicates are still loaded to the ABS.
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ABS - Default Number
of Slots

ABS - Logging Level

ABS - Range of
Heuristic

ABS - Selection
Heuristic

ABS - Timeout

Optimizer — Activity

Category

Optimizer — Activity
Status

Optimizer — Default
Priority

Optimizer — Glued

ORACLE

Required?

No

No

No

No

No

Yes

No

Yes

Yes

Value

Number

Number, 1-5

Number

Number

Number (Minutes)

Sequence number
for the Activity
Category LOV.

Sequence number
for the Activity
Status LOV.

Sequence number
for the Activity
Priority LOV.

Number (Hours)
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Description

Specifies how many choices (maximum number of
appointment slots) are returned to the user. A higher number
of slots gives more flexibility, but can slow the ABS because
searching for more slots takes longer. The default value is 5.

Controls the amount of information that is written to the ABS
log (ApptBook_xxx.log) stored on the server. The lowest level,
1, writes only basic information about the server activities, and
the highest level, 5, writes detailed logs that show all actions
that occurred.

Note: You must set the Appointment Booking and
Optimization Execution event for the ApptBook component
to 5 to generate log files when the ABS is loaded.

Determines the time range (in days) that the selection heuristic
uses. Values include:
1. Aday.
- 7. Aweek
Determines the method for finding time slots. For more

information about the methods, see About Heuristic Methods
for Schedules.

Values include:

- 1. Earliest First method.
2. Resource Loading method.

3. Resource Leveling method.

Sets how long time slots are locked (in minutes) after the user
requests but does not select the slots. After this time, the slots
are released and made available for booking by other users.

If the user closes the browser or loses a connection, then the
slots are again available. Do not set this parameter to zero.

Indicates only activities with the specified category are loaded
into the Optimizer. The default value is all categories.

Indicates activities with the specified status are not loaded into
the Optimizer. The recommended default value is Cancelled.

Indicates the priority for an activity that has no priority.

Indicates the period when the Optimizer does not change the
assigned employees (and schedules) for activities. This period
extends from the time when the optimization task begins
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Optimizer — Hard No
Latest Start

Optimizer — Logging No
Level

Optimizer — Optimize = No
Heuristic

Optimizer — Consider = No
Parts

Optimizer - Parts No
Period

ORACLE

Value

Oor1

Number, 1-5

Number, 1-8

Oor1

Integer (Hours)
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Description

until the time that this value designates. The optimization
task begins when you click the Optimize button in the Service
Region List view of the Administration - Scheduling screen.

For example, if you click the Optimize button at 10:00 A.M. and
if you set this value to 4 (4 hours), then the Optimizer does

not reassign employees for activities (and does not reschedule
activities) that are scheduled to occur between 10:00 A.M and
2:00 P.M.

Indicates whether the Latest Start field value is a hard or soft
constraint. Values include:
0. Soft constraint

- 1. Hard constrain
The default is O.

Controls the amount of information that is written to the
Optimizer log (Optimizer_xxx.log) stored on the server. The
lowest level, 1, writes only basic information about the server
activities, and the highest level, 5, writes detailed logs that
show all actions that occurred.

Indicates the heuristic used to improve the optimization
solution. For more information about the methods, see About
Heuristic Methods for Schedules.

Values include:

1. Greedy search
- 2. Steepest search
3. Greedy search followed by a Tabu search
4. Steepest search followed by a Tabu search
- 5. Greedy search followed by Fast GLS
6. Steepest search followed by Fast GL
7. Greedy search followed by GTS
- 8. Steepest search followed by GTS
where:

GLS is Guided Local Search.

GTS is Guided Tabu Search.

Indicates whether the Optimizer considers the parts in the
trunk inventory of an engineer when evaluating the engineer
for assignment to an activity. Values include:

- 0.No
1. Yes

Indicates how far in advance the Optimizer considers the parts
in the trunk inventory of an engineer.
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Optimizer — Save Yes
Interval

Optimizer — Tardiness = Yes
Cost

Optimizer — Task Excl = Yes
Cost

Optimizer — Timeout ~ Yes

Value

Integer (Minutes)

Number (Float)

Number

Integer (Minutes)
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Indicates the frequency with which the Optimizer saves results
during optimization.

Because of this parameter, if an application failure occurs
during optimization, then some optimized results are not

lost. For example, if the optimization time is 3 hours, and the
save interval is 1 hour, then the Optimizer saves results every
hour during the 3 hour run. If an application failure occurs 2.5
hours after the Optimizer starts, then the first 2 hours of the
optimization results are saved. When you restart optimization,
the Optimizer uses the 2 hours of results from the previous run.

The time the Optimizer uses to save the results at the save
interval is part of the optimization time. Saving the optimized
results at the save interval uses extra resources and time.
Consider both the importance of saving partially optimized
results and the efficiency of optimization time usage. If
losing partially optimized results because of an application
failure is not an important consideration, then set the save
interval parameter to a time that is the same as or longer
than the optimization time. Consequently, the Optimizer
saves results only when optimization is complete. If losing
partially optimized data because of an application failure

is an important consideration, then do not set the save
interval parameter to less than 1 hour. Consequently, the
Optimizer saves results infrequently and uses optimization
time efficiently.

Indicates the cash value, in dollars, for each hour of violating a
soft constraint in the Optimizer — Hard Latest Start parameter.

Indicates the penalty used to calculate the cost function if an
activity is unscheduled.

Indicates the maximum time in minutes for each optimization.

Defining Cost Functions for the Optimizer

The cost function is the sum of variables that drive the optimization of a schedule. For each activity in the schedule, the
Optimizer minimizes the value of the cost function while optimizing the schedule. The cost function indirectly calculates
the monetary cost of completing the activities in a schedule.

Each service region has only 1 cost function. However, many service regions can use the same cost function. You
associate cost functions with service regions in the Service Region List view of the Administration - Scheduling screen.

For more information, see Defining Service Regions.

The Cost Functions view includes the function that the Optimizer uses for assessing the success of each iteration of a
schedule. The Cost Function Details view includes each variable in a cost function.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.
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To define a cost function for the Optimizer

1. Navigate to the Administration - Scheduling screen, then the Cost Functions view.
2. Create a new cost function record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Function Type Select a function type. Values include Normal and Emergency. For Siebel Field Service
scheduling purposes, select Normal.

Function Area Select a function area. Values include Field Service, Workforce Management, and Professional
Services. For Siebel Field Service scheduling purposes, select Field Service.

3. Scroll down to the Details list.
4. Create a new detail record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Active Select this check box to indicate the variable is active.

Variable Select the variable to use for the cost function. For more information, see Variables for Cost
Functions.

Weight Type the weighting value to allocate to the cost function variable. For all weights in the cost

function, start with a value of 1. (This value approximates the real cost of scheduling an activity.)
Then change the values as needed.

5. To view the service regions that are associated with the cost function, click the Service Regions view tab.

Variables for Cost Functions

The following table describes the variables for the cost function.

Variable Calculation of the Variable

Constraint Violation ¥ RuleViolationCost * Weight

This calculation includes the sum of Rule Violation Costs for each violated soft constraint. A violation
is proportional to the degree of the violation. The units for the amount of the violation are the same as
the defined units for the constraint. Time units are in hours. All other cases use the activity.
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Variable Calculation of the Variable
FSE Overtime FSEOTCost * (EndtimeoflastactivityinOT - Endofnormalshift) * Weight
where:

FSEOTCost is (StdCost * StdOTpercent) + (StdCost * ExtOTpercent).
Tardiness TardinessCost * Amountofdelay * Weight

Task Exclusion Penalty TaskExclusionPenalty * (1/TaskPriority) * Weight

Task priority allows high priority tasks to take precedence over low priority tasks. Task priority is
important when there are not enough resources to schedule all activities.

The task priority term uses the numeric value from the Order field in the List of Values view of the
Administration - Data screen. This value also appears in the Priority field in the More Info view of the
Activities screen. For more information, see Siebel Applications Administration Guide .

Task Exclusion Penalty and Weight cannot be zero. If they are zero, then no activities are scheduled.

Travel Distance TravelDistance * TravelCost * Weight

Setting Up Server Key Mappings

Service regions are self-contained so that they can run on separate CPUs and even separate servers. You use server key
mappings to specify the location and routing of requests to these service regions. Server key mappings also assign the
service regions to different processes and determine whether the servers process them in parallel or serially. There are
server key mappings for the ABS and for the Optimizer.

When a user clicks the Book Appointment button, the request is sent to the enterprise server. The enterprise server
then reviews the mapping of the service regions and routes the request to the appropriate Siebel Server that stores that
service region.

In the Server Key Mappings view, you assign servers to processes and associated service regions.

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

To set up a server key mapping

1. Navigate to the Administration - Scheduling screen, then the Server Key Mappings view.
2. Create a new server key mapping record, and complete the fields as appropriate.

Some fields are described in the following table.

Field Comments

Server Type the name of a Siebel Server.
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Comments

Type the number of a process that runs on the server. This number groups service regions into
the same process.

CAUTION:

If you specify multiple processes on a server, then you must set the Maximum MT Servers
server component parameter to the same number of processes so that multiple processes
are spawned. If you do not, then only the first process is created and not all regions are
loaded. It is recommended that you set the Minimum MT Servers server component
parameter to the number of needed processes and the Maximum MT Servers parameter to
a value greater than or equal to the Minimum MT Servers parameter. For more information
about these parameters, see Siebel Performance Tuning Guide and Setting Parameters for
Server Component Tasks.

Select the name of a service region from the Pick Service Region dialog box.

Select the name of a component, either ABS or Optimizer, from the Pick Component dialog box.

Note: If the Server Key Mappings - Optimizer Component is not available for selection in the
Component field, then the server installation is incomplete. To correct this problem, use the
Synchronize button in the Synchronize view in the Enterprises view of the Administration -
Server Configuration screen. For more information about the complete procedure, see Siebel
System Administration Guide .

3. Restart the relevant server component (for example, the Appointment Booking Engine or Optimizer) for the

changes to take effect.

You must also restart the relevant server if you add or remove a key value.

Multiple Processor Support

If the underlying operating system can support multiple processors on 1 computer, then Siebel Scheduler can take
advantage of the processors by running different service regions for the ABS and Optimizer on different processors.
You must set different process numbers in a server key mapping. A server with a single processor can run multiple
processes, but this setup can adversely affect performance. Service regions in different processes are run in parallel,
while service regions in the same process are run serially.

Note: The number of processes running on a server computer is not related to the number of processors in that

computer.

Because the ABS and Optimizer are different modules, they are already running as separate processes, even though the
process number is the same. A module for 1 service region can run in only 1 process at a time.
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For example, consider a 4-processor computer with only 2 processors in use. The following table shows an example
of the key mapping when 1 service region runs with both the ABS and Optimizer. Process refers to the number of
processes for that component, not the processor number on the server.

Server Service Region Process Module
AppServerl West Coast Region 1 ABS
AppServerl West Coast Region 1 Optimizer

Note: You cannot run 1 module for a service region as 2 processes.

The following table shows an example of the key mapping when 2 service regions run on a 4-processor computer.
In this example, you can use all 4 processors. Process refers to the number of processes for that component, not the
processor number on the server.

Server Service Region Process Module
AppServer1 West Coast Region 1 ABS
AppServerl East Coast Region 2 ABS
AppServerl West Coast Region 1 Optimizer
AppServer1 East Coast Region 2 Optimizer

If there are more than 2 service regions on a 4-processor computer, then you can run the modules as different
processes. The following table shows an example of the key mapping for the best use of the processors on a server
when the West Coast Region is very large and the Central Region and East Coast Region are smaller. Process refers to
the number of processes for that component, not the processor number on the server.

Server Service Region Process Module
AppServerl West Coast Region 1 ABS
AppServerl East Coast Region 2 ABS
AppServerl Central Region 2 ABS
AppServerl West Coast Region 1 Optimizer
AppServerl East Coast Region 2 Optimizer
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Server Service Region Process Module
AppServerl Central Region 2 Optimizer

The West Coast Region requires more computation and uses 2 processors. The East Coast Region and Central Region
run in the same processes and on the same 2 processors.

Each server component is multithreaded and can load schedules for multiple service regions. Multiple threads can share
these schedules. Each request to the Optimizer runs on a new thread.

A request identifies the required schedule for 1 service region and locks the schedule. Requests for schedules for other
service regions can continue while requests for the same schedule are queued. Because the response time for the
ABS is fast, high latency for the returned booking times does not result because the processing time between ABS
transactions is usually several minutes.

Setting Parameters for Server Component Tasks

Set up the parameters that configure shell (process) startup for the Server Request Broker and the Appointment
Booking Engine server components in accordance with the number of service regions and the number of users. For
more information about changing these parameters for server components, see Siebel System Administration Guide .

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

Number of Tasks for Server Request Broker

Each service region used keeps a Server Request Broker (alias SRBroker) task permanently running. You might have

to increase the default MaxTasks parameter setting of 100 for the SBBroker server component when using more than
approximately 70 service regions. This precaution prevents errors such as the following from appearing in the SRBroker
log: The Multithreaded Server has reached the maximum number of concurrent tasks (100).

Number of Tasks for Appointment Booking System

The following table lists the recommended parameter settings for the Appointment Booking Engine (alias ApptBook)
server component.

Parameter Alias Recommended Value
Maximum Tasks MaxTasks 10-20% of the total number of users who access the ABS.
Minimum MT Servers MinMTServers The same as the number of entered servers in the Server

Key Mapping view of the Administration - Scheduling
screen.

Maximum MT Servers MaxMTServers The same as the value for the Minimum MT Servers
parameter.
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Parameter Alias Recommended Value

The ApptBook server component uses key-based routing. If you see an error message indicating that the maximum
number of keys is reached, then you can use the Maximum Routing Keys parameter for this server component to
increase the keys. For example, if you have 1,200 service regions, then you can increase the value of this parameter to
1,500.

Reloading the ABS and Optimizer Caches

Dispatchers and field service engineers can change the following specifications for service activities:

Planned start date for an activity
Planned end date for an activity
Engineer assigned to an activity (in the Employees field)

Note: Planned End field, Planned Completion field, and End field designate the same date. All these fields appear in
the user interface.

All changes require updating the in-memory cache of the activities. If a user changes an activity in the Siebel database,
then the activity is not the same as the activity in the in-memory cache. You can manually reload activity data into
memory by clicking the Load button in the Activities view in the Service Region List view of the Administration -
Scheduling screen. For more information, see Loading Activity Data for Service Regions.

Users can also lock the scheduled time or assignment for an activity. For more information, see Locking Assignments
and Schedules for Activities (End User).

CAUTION: Keep manual changes to a minimum because the Optimizer works on the principles of constraint
propagation and domain reduction. These principles are critical to solving complex schedules quickly. No activity

that violates a hard constraint, including implicit constraints such as using the employee work schedules or excluding
double-booking, can load into the memory cache. Therefore, the Optimizer might reject a manual change when it
loads the activity. Even if the activity loads successfully, the Optimizer might later change the schedule for the activity.

Reloading the ABS cache daily accomplishes the following tasks:

- Old activities are released from the cache.
Manual activity changes are loaded to the cache.
Days in the future are available for booking. Any existing appointments are loaded into these days.

To load employee and activity data for the service regions and reload the ABS and Optimizer caches, perform the
following procedures:

« Loading Employee Data for Service Regions

- Loading Activity Data for Service Regions

« Moving Activities Between Service Regions

» Reloading Data for Service Regions to the Appointment Booking System Cache
Overriding the Data Row Limit

13
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Coalescing the Appointment Booking System
« Reloading Data for Service Regions to the Optimizer Cache
Creating Workflows to Reload Data for Service Regions to the Appointment Booking System Cache

This task is a step in Process of Administering Schedules Using Siebel Scheduler.

Guidelines for Reloading Data for Service Regions

This topic provides guidelines for reloading service region data. For more information, see About Loading and Reloading
Data for Service Regions.

Use the following guidelines when reloading service region data:

Reload the caches daily, preferably after hours.

The ABS - Days to End parameter controls the length of time in the ABS horizon. If this parameter is 14, and you
do not reload the caches for 3 days, then you can book appointments for only 11 of the 14 days.

Reload the ABS before the Optimizer, so that there are no conflicts in scheduling between the ABS and the
Optimizer.

- Complete both reloads in the same day.

Loading Employee Data for Service Regions

A field service engineer can belong to only 1 service region. This rule applies because employee information is cached in
memory for performance reasons. Also, if each Siebel Scheduler process has its own cache, then employee information
cannot exist in more than 1 cache at a time. Otherwise, each instance of Siebel Scheduler produces conflicting schedules
for the employee. Attempting to keep 2 service regions synchronized around common employees consumes heavy
amounts of resources and is difficult to manage.

Employee data is loaded with service region data into the ABS or Optimizer cache. You can manually load data, or the
Workflow Manager can automatically load data. When activities are loaded, Assignment Manager retrieves the list of
eligible employees, and the ABS or Optimizer loads this data.

When you load the data for a new employee, the list of employees eligible for existing activities is not updated. The
result is that the new employee might not be eligible to complete any of the existing activities, but is eligible for new
activities. At the next reload of the service region and its employee data, the new employee is eligible for all activities.

You specify service regions for employees by using the Service Region field in the Service Details view in the Employees
view of the Administration - User screen. All the employees for a service region are then listed on the Employees view in
the Service Region List view of the Administration - Scheduling screen.

To manually load employee data for a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Drill down on the Name field for a selected service region, and click the Employees view tab.
3. Select the employees to load for the service region.
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4. Click Load ABS.

An asynchronous request is sent to the Optimizer to refresh the data for 1 or more selected employees in the
ABS cache. You must manually initiate this command, or the Workflow Manager can automatically initiate this
command. Do not use a repeating component job.

You can remove data for an employee from the Appointment Booking System cache.

To remove employee data from the ABS cache

Navigate to the Administration - Scheduling screen, then the Service Region List view.

Drill down on the Name field for a selected service region, and click the Employees view tab.
Select an employee record.

Click Unload ABS.

P UWNA

An asynchronous request is sent to the Optimizer to remove the data. You must manually initiate this
command. Do not use a repeating component job.

Loading Activity Data for Service Regions

Activity data for each service region must be loaded into the ABS or Optimizer cache. You can manually load data, or the
Workflow Manager can automatically load data.

You specify the service region for an activity in the Service Region field in the Schedule view in the Activity List view of
the Activities screen. All the activities for a service region are then listed in the Activities view in the Service Region List
view of the Administration - Scheduling screen.

Use the Load button on the Activities view in the Service Region List view of the Administration - Scheduling screen to
manually load activities for a selected service region. You can also use this button for Contract Scheduling. For more
information, see About Running Contract Scheduling.

Clicking the Load button sends an asynchronous request to the Siebel Server to load the selected activities into the
ABS or Optimizer cache. The data goes to either the ABS or Optimizer cache. The values of the Planned Start field and
Planned End field for an activity and the start and end times for the ABS and Optimizer horizons determine the cache.

Note: Normally, use the Workflow Manager instead of the Load button to load activities.

Before clicking the Load button, make sure that the following conditions apply:

- The activity is not repeating.

If the Lock Schedule check box is selected, then the Planned Start and Planned End fields have values. For more
information about the Lock Schedule check box, see Locking Assignments and Schedules for Activities (End
User).

If the Lock Assignment check box is selected, then an employee is assigned to the activity. For more
information about the Lock Assignment check box, see Locking Assignments and Schedules for Activities (End
User).

Administrators must also load employee data to the ABS or Optimizer cache. For more information, see Loading
Employee Data for Service Regions.
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To manually load activity data for a service region

Navigate to the Administration - Scheduling screen, then the Service Region List view.

Drill down on the Name field for a selected service region, and click the Activities view tab to view the activities.
Select the activities that you want to load for the service region.

Click Load.

P UWNa

Moving Activities Between Service Regions

An employee can belong to only 1service region. However, an employee can perform activities in other service regions.
For example, an engineer is based in the San Francisco service region. Today is a light day for the engineer, but the San
Jose service region is completely scheduled. You can handle this situation by manually scheduling activities for the
engineer using the Dispatch Board. However, the Optimizer can schedule the engineer in the San Jose service region,
but you must move the activity between service regions.

You can create a button or workflow that completes the following procedure. Alternatively, the Workflow Manager can
initiate this process when an activity from Service Region 1is rejected.

To move an activity between service regions

1. Cancel the activity from Service Region 1 (for example, San Francisco).
2. Set the activity to Service Region 2 (for example, San Jose).
3. Load the activity into Service Region 2.

Reloading Data for Service Regions to the Appointment
Booking System Cache

Perform the following procedure to reload the ABS cache with all the data for a selected service region. If a data row
limit is imposed, then all the data might not load into the ABS cache. For more information, see Overriding the Data Row
Limit.

To reload data for a service region to the ABS cache

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select a service region.
3. Click Load ABS.

All data is erased for a service region in the ABS cache and reloaded from the Siebel database. For each service
region, this process uses an asynchronous request to the Siebel Server.

16
ORACLE



Siebel Chapter 5
Field Service Guide Scheduling Using Siebel Scheduler

Overriding the Data Row Limit

When you restart the ApptBook component, or click the Load ABS button, all the data in the service region must load
into the ABS cache. If a limit of 10,000 rows is imposed, and the service region has more than 10,000 activity records,
then all the required activity data does not load. To resolve this issue, override the data row limit.

To override the data row limit

1. Create a new Named Subsystem for the ABS.
2. Set the DSMaxFetchArraySize parameter to -1.

You set the parameter to this value to impose no limits on the number of allowed records.

Coalescing the Appointment Booking System

You can improve appointment schedules by coalescing the ABS to remove time gaps from between scheduled
appointments. You complete this asynchronous request for 1service region at a time.

To coalesce the ABS

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select a service region.
3. Click Coalesce ABS.

Reloading Data for Service Regions to the Optimizer
Cache

You can reload the Optimizer cache with all data for a selected service region. For more information about running the
Optimizer on a service region schedule, see Optimizing Schedules (End User).

To reload data for a service region to the Optimizer cache

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select a service region.
3. Click Load Optimizer.

All data is erased for a service region in the Optimizer cache and reloaded from the Siebel database. For each
service region, this process uses an asynchronous request.

When an optimization is in progress, this request is not sent to the server. The user receives an error message.

17
ORACLE



Siebel Chapter 5
Field Service Guide Scheduling Using Siebel Scheduler

Creating Workflows to Reload Data for Service Regions to
the Appointment Booking System Cache

You can automatically reload service regions by using the predefined Server Requests business service to call the
Appointment Booking Engine server component (alias ApptBook). You can set up a workflow process to submit the
server job to ApptBook. For more information about setting up workflows, see Siebel Business Process Framework:
Workflow Guide . For more information about creating repeating component jobs, see Siebel System Administration
Guide . For more information about the various input arguments that the ABS methods use and about the values that
the ABS methods return, see Methods for the ABS and About Calling the ABS and Optimizer Methods.

You can also set up workflows to specifically handle the following situations:

Unscheduled activities. If the capacity in a service region changes (due to personnel changes or manual
changes), then some activities can be unscheduled during a reload. To handle these unscheduled activities, you
can create a workflow that sends an email to the service region manager about the unscheduled activities or
that creates an activity to perform rescheduling with a customer.

Note: You can also set up a predefined query to find those activities with a value of Unscheduled in the
Status field.

Manual changes. If the users make manual changes to activities, and these changes must appear in the cache
immediately (without waiting for the next reload), then you can create a workflow that calls the LoadActivities
method when the Owner, Planned Start, or Planned End field values change.

CAUTION: When loading the ABS, use either Siebel eScript or a workflow process. Do not use the Appointment
Booking Service business service for this purpose.

To create a workflow to automatically reload data for service regions

1. Create a workflow process with the following steps:

o Start
o Business Service
o End
2. To define the Business Service step, specify the Server Requests business service and SubmitRequests method.

CAUTION: You can use the Server Requests, Asynchronous Server Requests, or Synchronous Server
Requests business services to submit a request to the Appointment Booking Engine. However when using
any of these business services in Siebel eScript or in a workflow, you must provide an appropriate value for
the Request Key input argument in the SubmitRequests method. The value of this input argument is the
Service Region ID value of the activity. You can map each service region to a different process number. The
business service must use the Request Key value to identify the correct ABS process to which to send each
request. Without the Request Key input argument, the request might be sent to the wrong ABS process,
causing the Appointment Booking Engine to return an error message. For more information, see Setting Up
Server Key Mappings.

3. Define the input arguments in the following table.

18
ORACLE



Siebel Chapter 5

Field Service Guide Scheduling Using Siebel Scheduler
Input Argument Type Value
Appt.SvcRegnld Literal The required ROW_ID for the service region.
Request Key Literal The required ROW_ID for the service region.
Component Literal ApptBook.
Method Literal ReloadServiceRegion.
Mode Literal Sync or Async:

o Use Sync if you want the workflow process to wait for the ABS to finish.

o se Async if you want the workflow process to submit requests to the
ABS and then end the workflow without determining whether the ABS
successfully reloaded the service region.

Deploy and activate the workflow process.

Create a new repeating component job, and select Workflow Process Manager as the Component/Job field

value.

6. Create a new job parameter, and specify Workflow Process Name in the Name field and the name of the
workflow process (ReloadServiceRegion) in the Value field.

7. Start the job.

A new instance of the job is created with a Queued status. When the start date arrives, the queued instance is

executed.

L

Process of Managing Schedules Using Siebel Scheduler

The following list shows the tasks that end users typically perform to manage schedules. Your company might follow a
different process according to its business requirements.

To manage schedules, end users perform the following tasks:

- Add required schedule information to the activity record. For more information, see Adding Schedule
Information to Activities (End User).

Note: You must add the schedule information before booking appointments because the ABS and the
Optimizer use this information.

- Select the appropriate appointments for the activities. For more information, see Booking Appointments for
Activities Using Siebel Scheduler (End User).

- Cancel appointments. For more information, see Canceling Appointments for Activities (End User).

- Lock any assignments or schedules that do not change. For more information, see Locking Assignments and
Schedules for Activities (End User).
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- Make sure that schedules are optimized as required. For more information, see Optimizing Schedules (End
User).

Adding Schedule Information to Activities (End User)

You can add to activities the schedule information that the Optimizer and ABS require. For more information about
setting up and recording activities, see Service Activities.

This task is a step of Process of Managing Schedules Using Siebel Scheduler.

To add schedule information to an activity

Navigate to the Activities screen, then the Activity List view.
Drill down on the Type field for a selected activity.

Click the Schedule view tab.

Complete the form fields as appropriate.

PUWUNA

Some fields are described in the following table.

Field Comments
Service Region Select the service region for the activity.
Work Time Type the time needed to complete the activity, not including breaks and travel time.

To see the difference between the work time and duration, consider an example. A company
schedule is from 9:00 A.M. to 1:00 P.M. and from 2:00 P.M. to 6:00 P.M. The scheduled
activities last for 6 hours and can contain breaks. If a dispatcher starts an appointment at
4:00 P.M,, then the activity finishes at 1:00 P.M. the next day. The work time is 6 hours, but the
duration is 21 hours.

Duration Select the time required to complete the activity, including breaks and travel time.

The ABS or Optimizer sets the value in this field to the Planned End field less the Planned Start
field.

Earliest Start Select the earliest time and date the activity can begin. This field usually indicates contractual
commitments or deadlines. In some configuration settings, this field is described as NST (No
Sooner Than).

When you use the ABS to schedule the activity, this field is populated with the slot start time for
the record that you select from the time slots that the ABS provides.

Latest Start Select the latest time and date the activity can begin. This field usually indicates contractual
commitments or deadlines. In some configuration settings, this field is described as NLT (No
Later Than).
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Comments

When you use the ABS to schedule the activity, this field is populated with the slot end time for
the record that you select from the time slots that the ABS provides.

For reactive calls, Earliest Start field and Latest Start field represent the contractually
committed date and time for service. For proactive calls, these fields represent when a
customer is available for service.

Select the planned time for starting the activity. The service organization and the field service
engineer usually know this time. Depending on the service business model, employees might
communicate this time to the customer.

If you specify values for the Earliest Start or Latest Start fields, then the Planned Start field
must be later than the Earliest Start field and earlier than the Latest Start field.

When you use the ABS to schedule the activity, this field is populated with the planned start
time for the record that you select from the time slots that the ABS provides.

Select the planned time for completing the activity. This field also appears as Planned
Completion in the user interface.

When you use the ABS to schedule the activity, this field is populated with the value in the
Planned Start field plus the duration of the activity.

Select this check box to indicate the Optimizer cannot reassign the activity.

Note: If you do not select this check box, then specify the employee for an activity. For more
information, see Locking Assignments and Schedules for Activities (End User).

Select this check box to allow scheduling of the activity around breaks. For more information,
see Breaks.

Select this check box to prevent the ABS and the Optimizer from changing the values in the
Planned Start and Planned End fields.

Note: If you select this check box, then provide values in the Planned Start and Planned End
fields. In this case, no time slots are required, and the Book Appointment dialog box does not
appear. For more information, see Locking Assignments and Schedules for Activities (End
User).

5. (Optional) If you want to navigate to the MapQuest Web site, then click Account Address Map.

Siebel does not guarantee the availability or accuracy of any content or service that MapQuest provides.
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Booking Appointments for Activities Using Siebel Scheduler (End
User)

Customer service representatives can click a button to obtain a list of appointment choices for a selected activity.
Clicking this button runs the ABS.

Before booking an appointment, make sure that the activity is associated with a work time and service region and that
the activity is not repeating.

Note: Do not use the ABS to schedule appointments that are far in the future (for example, preventive maintenance
activities that are 6 months in the future). For more information about ABS horizons and long-range appointments,
see About Schedule Horizons and Time Zones.

Booking appointments and optimizing the schedule for activities requires the following data:
The following list displays data that is required for booking appointments and optimizing the schedule for activities.

- Service regions
Existing activities and appointments
- Service region parameters
- Service activities
Employees
- System parameters
Parts that are available to employees
- Constraints
- Schedules for service regions and employees
- Time windows
« Scheduling parameters
« A cost function
This topic contains the following information:
« Booking Appointments from the Activities Screen
« Booking Appointments from the Service Screen

This task is a step of Process of Managing Schedules Using Siebel Scheduler.

Booking Appointments from the Activities Screen
The Schedule view in the Activity List view of the Activities screen provides the Book Appointment and Cancel

Appointment buttons for interactively running the ABS and Optimizer. For more information about canceling a
scheduled appointment, see Canceling Appointments for Activities (End User).

To book an appointment from the Activities screen

1. Navigate to the Activities screen, then the Activity List view.

122
ORACLE



Siebel

Chapter 5

Field Service Guide Scheduling Using Siebel Scheduler

2,
3.
4.

Drill down on the Type field for a selected activity.
Click the Schedule view tab.
Click Book Appointment.

A synchronous request is sent to the ABS for time slots in which to book the selected activity. The available
appointments are returned in a dialog box.

Note: If you do not specify values in Earliest Start or Latest Start fields for the activity, then the ABS - Days

to Start and ABS - Days to End parameter values, and the schedule for the service region, are used for these
values. For example, if today is March 16th, the ABS - Days to End parameter is 1, and the start time for the
service region is 8:00 A.M,, then the earliest start is 8:00 A.M. on March 17th. Unless the service region is
extremely full, the value of the ABS - Days to End parameter does not apply. The activity does not have to end
before the time for Latest Start field, but it must start before that time.

In the dialog box, complete either of the following steps:
o To confirm an appointment, select an appropriate record, and click Confirm.

A server request is sent to confirm the selected appointment and release the lock on the remaining
appointment slots.
o If you do not want to select any of the available appointments, then click Cancel.

A server request is sent to reject all proposed appointment slots and to release the lock on these slots.

Tip: You do not have to cancel an activity before rebooking it for another time. Instead, you can click
the Book Appointment button. When you confirm a time slot, the old time slot is automatically released
in the ABS. You click the Cancel Appointment button when you want to cancel an appointment and not
rebook it.

Booking Appointments from the Service Screen

The Activities view in the Service Request List view of the Service screen provides the Book Appt and Cancel Appt
buttons for running the ABS. The Activities view displays the activities associated with service requests.

To book an appointment from the Service screen

A WNRA

Navigate to the Service screen, then the Service Request List view.

Drill down on the SR number (#) field for a selected service request.

In the Activities list, select an activity record.

Click Book Appt.

In the dialog box, select and confirm an appointment, or cancel if no appointments are appropriate.

For more information about using the Book Appointments dialog box, see Booking Appointments from the
Activities Screen in Booking Appointments from the Activities Screen.

Canceling Appointments for Activities (End User)

To cancel an appointment, set the service region, and make sure the activity is not repeating and that the range
indicated by the Planned Start and Planned End fields is not in the Glued period. If the Cancel Appt request is
successful, then the fields for the activity do not change except for the Status field. This field is set to Cancelled.
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The choice of sending the Cancel Appt request to the ABS or the Optimizer depends on the following conditions:

If the times for the Planned Start and Planned End fields are earlier than the start time for the ABS horizon,
then send a request to the Optimizer.

If the time for the Planned Start field is earlier than the start time for the ABS horizon, and the time for Planned
End field is later than the start time for the ABS horizon, then send a request to the Optimizer and the ABS.

If the time in the Planned Start field is later than or the same as the start time for the ABS horizon, and the time
for the Planned End field is earlier than the end time of the ABS horizon, then send a request to the ABS.

This topic contains the following related information:
« Canceling Appointments from the Activities screen
- Canceling Appointments from the Service Screen

This task is a step of Process of Managing Schedules Using Siebel Scheduler.

Canceling Appointments from the Activities screen

You can cancel an activity appointment from the Activities screen.

To cancel an activity appointment from the Activities screen

Navigate to the Activities screen, then the Activity List view.
Drill down on the Type field for a selected activity.

Click the Schedule view tab.

Click Cancel Appointment.

PUWNA

Canceling Appointments from the Service Screen

You can cancel an activity appointment from the Service screen.

To cancel an activity appointment from the Service screen

Navigate to the Service screen, then the Service Request List.

Drill down on the SR number (#) field for a selected service request.
In the Activities list, select an activity record.

Click Cancel Appt.

PUWUNA

A synchronous request is sent to the ABS or the Optimizer to cancel the appointment, release the appointment
for other schedules, and set the status of the selected activity to Cancelled.

The request is sent to the ABS or Optimizer, depending on the horizon that contains the activity. If the range
indicated by the Planned Start and Planned End fields overlaps the ABS and the Optimizer horizons, then the
request goes to both the ABS and Optimizer.

124
ORACLE



Siebel Chapter 5
Field Service Guide Scheduling Using Siebel Scheduler

Locking Assignments and Schedules for Activities (End
User)

Users can select the following check boxes for an activity to lock its assignment and scheduled time:

- Lock Assignment check box. When you select this check box, the Optimizer cannot change the assignment in
Employees field on the activity. However, you can manually change this value.

- Lock Schedule check box. When you select this check box, the ABS or the Optimizer cannot change the values
for Planned Start and Planned End fields on the activity. However, you can manually change these values.

Even if you select these check boxes, an activity can be rejected from the schedule if it violates a hard constraint. Oracle
Real-Time Scheduler automatically cancels the activity and sends the cancel status back to Siebel CRM. However, the
Optimizer does not attempt to change the Planned Start, Planned End, or Employees fields for the activity so that the
activity remains on the user calendar. Reducing the number of hard constraints used in the schedule can minimize the
possibility of rejecting an activity.

Note: It is recommended that you select the Lock Assignment and Lock Schedule check boxes for activities with a
status of Done.

When an activity violates a hard constraint, the Lock Assignment and Lock Schedule check boxes are both selected, and
the activity is not loaded into memory or updated.

The following table describes the general behavior of the ABS and the Optimizer for the Lock Assignment and Lock
Schedule check boxes.
Lock Assignment Lock Schedule Behavior

No No The ABS can change both the time and owner when loading. The
Optimizer can change both the time and owner when optimizing.

Yes No The ABS can change the time but not the owner when loading. The
Optimizer can change the time but not the owner when optimizing.

No Yes The ABS can change the owner but not the time when loading. The
Optimizer can change the owner but not the time when optimizing.

Yes Yes The ABS cannot change the time or owner when loading. The Optimizer
cannot change the time or owner when optimizing.

The following table describes the effects of the Lock Assignment and Lock Schedule check boxes on appointment
booking.
Lock Assignment Lock Schedule Behavior

No No The ABS returns multiple time slots for multiple employees.
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Behavior

The ABS checks only the calendar for the activity owner to return a list of
available time slots.

Clicking the Book Appointment button does not return a list of time
slots. Instead, the Insert Activity method (for Contract Scheduling) is
called internally to insert the activity at its originally scheduled planned
start and end. If the activity cannot be scheduled at that time, then a No
Appointment message is returned to the user.

Clicking the Book Appointment button does not return a list of time
slots. Instead, the Insert Activity method (for Contract Scheduling) is
called internally to insert the activity at its originally scheduled planned
start and end. If the activity cannot be scheduled at that time, then a No
Appointment message is returned to the user.

The ABS performs validation before scheduling an activity. If the Lock Assignment check box is selected for an activity
without an owner, then the ABS generates a validation error, and the activity is not loaded into the cache. The user must
correct the error and rebook the appointment. Similarly, if the Lock Schedule check box is selected, then the Planned
Start field and Planned End field must have a value before the user clicks the Book Appointment button. Otherwise, the

ABS cannot find an appointment.

Note: Duringloading or when the Insert Activity method is called, if an activity with both check boxes selected
cannot be scheduled, then the ABS does not reset the activity status to Unscheduled. The activity status remains
unchanged. However, the activity is not present in the ABS cache. It appears as scheduled only in Siebel Field Service.
The Insert Activity method is the same as the GetConfirmedAppointment method. For more information, see

GetConfirmedAppointment Method.

This task is a step of Process of Managing Schedules Using Siebel Scheduler.

To lock assignments and schedules for an activity

VAR UWND

Navigate to the Activities screen, then the Activity List view.
Drill down on the Type field for a selected activity.

Click the Schedule view tab.

To lock assignments, select the Lock Assignment check box.
To lock schedules, select the Lock Schedule check box.

Optimizing Schedules (End User)

You optimize schedules to efficiently use labor in your service organization. For more information about optimizing
schedules, see About the Schedule Optimizer.

You can optimize the schedule for a service region by using either of the following methods:

- Using the Workflow Manager to launch the Optimizer. For more information, see Using the Workflow

Manager to Optimize Schedules.
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- Manually launching the Optimizer. For more information, see Optimizing Schedules for Service Regions.

Note: You can manually stop the optimization of a service region. For more information, see Stopping
Optimization of Schedules for Service Regions.

This task is a step of Process of Managing Schedules Using Siebel Scheduler.

Using the Workflow Manager to Optimize Schedules

Scheduling is a business process. To use the Optimizer, you must fully integrate it into the normal process of delivering
service. The Workflow Manager is the primary vehicle for this integration. For more information about the input
arguments that the Optimizer methods use and about the values that the Optimizer methods return, see Business
Service Methods for Fulfillment and About Calling the ABS and Optimizer Methods.

Most customers using the Optimizer use the Workflow Manager to accomplish the following tasks:

Manually update a schedule.
Lock in manual changes.

- Synchronize a schedule with manual changes.

- Update a schedule for contractual commitments.
Notify a manager by email of rejected activities.
Move activities to a secondary service region.

- Verify a declined assignment through mobile means and then reassign.

Optimizing Schedules for Service Regions

You can optimize a service region schedule.

To optimize a schedule for a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select a service region.
3. Click Optimize.

A request is sent to the Optimizer to run optimization on the selected service region. The Workflow Manager or
repeating component jobs can start an optimization.

Stopping Optimization of Schedules for Service Regions

You can stop an ongoing optimization of a selected service region. Stopping an optimization might not happen
immediately because the Optimizer completes the solution that is in process and saves the solution in the Siebel

database.

Note: You must manually stop an optimization. The Workflow Manager or repeating component jobs cannot send
this command.
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To stop the optimization of a schedule for a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select a service region.
3. Click the menu button, and select Stop Optimization.

About Availability of Parts

Part availability is a constraint only for the Optimizer, not the ABS. Data loaded into the Optimizer cache includes all
trunk inventories for all field service engineers in a service region.

The Optimizer - Consider Parts parameter uses the part availability in the trunk inventory for an engineer when
considering the engineer for assignment to an activity. The Optimizer - Parts Period parameter determines the number
of hours that the loaded part list is valid for an optimization. For more information, see Defining Cost Functions for the
Optimizer and Parameters for Schedules.

If the Optimizer considers part availability, and if the activity includes a part with an order line item number, then you
can drop-ship the part for the service call. The Optimizer does not consider the part as a constraint in scheduling.

Note: To use parts in a trunk inventory for a service call, the parts must have a Status field of Good and an Availability
field of On Hand.

About Optimization and Activity Statuses

The Optimizer can change the status of activities to obtain the best scheduling.

When you click the Load Optimizer button in the Service Region List view of the Administration - Scheduling screen, the
Optimizer loads activities (with associated statuses) from the Siebel database. Likewise, when you click the Load button
in the Activities view in the Service Region List view of the Administration - Scheduling screen, the Optimizer loads the
activity (with the associated status) from the Siebel database.

If you change the status of an activity, immediately click the Load Optimizer button or the Load button, and click the
Optimize button in the Service Region List view of the Administration - Scheduling screen, then the changed activity
status is in effect after the Optimizer runs.

However, the Optimizer can change the status of activities. So if you change the status of an activity and do not click
the Load Optimizer button or the Load button, then the changed activity status can revert to the status value in the
Optimizer cache if the Optimizer runs again.
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6 Scheduling Using Oracle Real-Time
Scheduler Version 1.0

Scheduling Using Oracle Real-Time Scheduler Version 1.0

This chapter provides information about how to configure, administer, and use Siebel Field Service Integration to Oracle
Real-Time Scheduler Version 1.0. It includes the following topics:

- About Using Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0

« About Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0

- About Documentation for Oracle Real-Time Scheduler 1.0

- About User Profiles for Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0

- About Service Regions

« About Employee Administration

« About Performing Schedule-Related Tasks in Oracle Real-Time Scheduler 1.0

- About Appointment Booking for Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0
« About Activity Skills

- About Dispatch Management

« About Mobile Data Management

« About Fault Handling

« Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0

« Process of Administering Schedules Using Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0

- Booking Appointments Using Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0

About Using Siebel Field Service Integration to Oracle
Real-Time Scheduler 1.0

Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0 is available as an alternative to Siebel Scheduler. Siebel
Scheduler is available only to new customers in controlled availability. For more information, contact your Oracle sales
representative. For more information about Siebel Scheduler, see Scheduling Using Siebel Scheduler.

You can specify the scheduling method to use for each service region. For more information about migrating service
regions, see Administering Service Regions.
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About Siebel Field Service Integration to Oracle Real-
Time Scheduler 1.0

Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0 extends or replaces the existing Siebel Scheduler
capabilities to provide Siebel Field Service customers with support for real-time scheduling, street-level routing, and
other features available through Oracle Real-Time Scheduler 1.0. For more information about the technical aspects of
this integration, see Siebel Field Service Integration to Oracle Real-Time Scheduler Implementation Guide .

Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0 supports languages that both Siebel Business
Applications and Oracle Real-Time Scheduler 1.0 support. Supported languages include, for example, French but not
Hebrew.

You can implement language deployments for this integration in one language or in multiple languages. A multilingual
deployment must use language-specific system regions in Oracle Real-Time Scheduler 1.0. For more information, see
About Service Regions. For language support for Oracle Real-Time Scheduler 1.0, see the documentation for Oracle-
Real-Time Scheduler in About Documentation for Oracle Real-Time Scheduler 1.0. For language support for Siebel
Business Applications, see Siebel Global Deployment Guide and Siebel System Requirements and Supported Platforms
on Oracle Technology Network.

Note: For Siebel CRM product releases 8.1.1.9 and later and for 8.2.2.2 and later, the system requirements and
supported platform certifications, and information about certifications are available from the Certification tab on My
Oracle Support.

You can programmatically access some of the functionality for Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0 through Siebel business services. For example, business service methods can be invoked from a workflow
process. For more information about these business services and methods, see Business Service Methods for Siebel
Field Service Integration to Oracle Real-Time Scheduler.

For more information about method arguments, review the business services and associated data in Siebel Tools. For
more information, see Using Siebel Tools , Configuring Siebel Business Applications , and related documentation.

About Documentation for Oracle Real-Time Scheduler
1.0

For more information about tasks that you perform in Oracle Real-Time Scheduler 1.0, see the documentation for Oracle
Real-Time Scheduler 1.0. Go to Oracle Software Delivery Cloud, and click the Oracle Utilities Applications product pack.

Related Books
Quick Install Guide

Installation Guide (Windows)

Installation Guide (UNIX)
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Resource Manager User Guide

Resource Manager Web Service Interface Manual

Planner User Guide

Planner Host Interface Manual

Planner System Manual

See also the readme files and release notes for Oracle Real-Time Scheduler 1.0 products.

About User Profiles for Siebel Field Service Integration to
Oracle Real-Time Scheduler 1.0

User profiles apply to the business functions of the integration that do not include technical functions, such as
installation or system administration. For more information about the integration flows for these activities, see Siebel
Field Service Integration to Oracle Real-Time Scheduler Implementation Guide . For more information about field service
tasks that you perform using Siebel Business Applications, see other chapters of this guide.

The major user profiles for this integration follow:

Business administrator. Responsible for performing business administration tasks in the Siebel Business
Applications (Siebel Service, with Siebel Field Service) and in Oracle Real-Time Scheduler 1.0.

Tasks for the Siebel application include employee administration, schedule administration, and address
administration. Tasks for Oracle Real-Time Scheduler 1.0 include shift template administration, speed time
window settings, enhancement of employee data, and so on.

Most deployments have from one to ten business administrators.

Dispatcher. Responsible for dispatch management, shift management, and user map management. The
dispatcher performs tasks in the Planner client of Oracle Real-Time Scheduler 1.0.

Typically, each service region has one or two dispatchers.

- Call center agent or customer service representative. Responsible for handling calls in the call center or
other customer communications. Agents determine whether they must deploy a field service engineer to the
customer location, and can book a suitable appointment for a field service engineer to visit the customer.

The number of agents varies widely by deployment and commonly includes from ten to ten thousand agents. A
typical number of agents is several hundred.

Field service engineer. Responsible for performing assigned service activities at customer sites or other
locations. These people create and manage data on remote devices using Siebel Mobile applications.

The number of field service engineers varies widely by deployment and commonly includes from a few
hundred to a few thousand engineers.
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About Service Regions

Service regions in the Siebel Business Applications map to system regions in Oracle Real-Time Scheduler 1.0. For
information about defining and mapping service regions, see Administering Service Regions.

You use language-specific system regions when you deploy this integration with multiple languages. In a multilingual
deployment, each system region applies to only one language. You must create one or more system regions for each
language. For more information, see About Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

Oracle Real-Time Scheduler 1.0 error messages appear in only the language you specify when configuring the Resource
Manager Web Service instance.

Customers who require error messages to appear in multiple languages can custom-develop such a solution. This
solution involves using multiple language-specific system regions. The language in which an Oracle Real-Time
Scheduler 1.0 error message appears depends on the system region for a request, and not on the language code in
effect for the Siebel application user. (However, the Get Geocode and Address Transfer features do not depend on
system regions, and error messages generated when invoking these features are always in the language of the default
system region.) For an example of a custom-developed solution, see Siebel Field Service Integration to Oracle Real-Time
Scheduler Implementation Guide .

About Employee Administration

Siebel documentation provides information about creating and administering employees in the Siebel application.
However, some fields apply to Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0, and some
requirements related to how such data is used in Oracle Real-Time Scheduler 1.0 apply. For more information about
creating and administering employees in the Siebel application, see Siebel Security Guide and Siebel Applications
Administration Guide .

Integration Changes for Employee Administration

For this integration, some of the changes and requirements for administering employees follow:

- You must populate Start Home Address and End Home Address data for employees with corresponding
latitude and longitude values. For more information about associating geocodes with addresses, see
Administering Addresses.

- Start Home Address and End Home Address data in the Siebel application correspond to employee logon and
logoff addresses in Oracle Real-Time Scheduler 1.0. This Oracle Real-Time Scheduler 1.0 data is mandatory.

- Start Date and End Date fields are included for each employee. (For a terminated employee, set the End Date
field to the last date of employment, and update Oracle Real-Time Scheduler 1.0 accordingly.)

- The following fields do not apply to this integration and are not synchronized with Oracle Real-Time Scheduler
1.0:

o Start Depot Address
o End Depot Address
o Service Role
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o Cost Per Hour

o Overtime

o Start Shift From
o End Shift At

Sending Employee Data to Oracle Real-Time Scheduler 1.0

Employee data is sent to Oracle Real-Time Scheduler 1.0 in the following cases:

- When the employee is associated with a service region that Oracle Real-Time Scheduler 1.0 configured for
scheduling, and

- When the employee has Start Home Address and End Home Address data that is populated with addresses
that are associated with geocodes.

Note: When employee data is sent to Oracle Real-Time Scheduler 1.0, the employee’s Can Work and
Preferred zones are the same as the employee’s service region. The employee is associated with an Oracle
Real-Time Scheduler 1.0 view that has the same name as the service region.

If you change an employee’s name in the Siebel application, then a new employee (driver) record is created in Oracle
Real-Time Scheduler 1.0. The unique key for an employee record in Oracle Real-Time Scheduler 1.0 contains the
employee name. The unique key has the following format: SiebelEmpRowID~FirstNameLastName (the Siebel employee’s
row ID concatenated with the employee’s last name and first name, with the tilde (~) symbol between them). The
business administrator must manually end-date the earlier employee record in Oracle Real-Time Scheduler 1.0 to avoid
confusion stemming from multiple records for the same employee.

Maintaining Employee Skills

A business administrator maintains employee skills and skill items in the Assignment Skills view in the Employee view of
the Administration - User screen. If an employee is associated with a service region configured for scheduling by Oracle
Real-Time Scheduler 1.0, then any updates to employee skills must be synchronized with Oracle Real-Time Scheduler
1.0.

A limitation of Oracle Real-Time Scheduler 1.0 is that changes to employee values and attributes such as skills,
exception hours, zones, cost profile, and so on, do not affect schedules within the schedule horizon. The Oracle Real-
Time Scheduler 1.0 engine uses such changes only for schedules beyond the schedule horizon. To make changes
effective within the schedule horizon, a business administrator uses the shift management views in the Planner client of
Oracle Real-Time Scheduler 1.0.

Employee-Related Tasks Performed in Oracle Real-Time Scheduler 1.0

Additional employee-related tasks that a business administrator performs in Oracle Real-Time Scheduler 1.0 by using
the Resource Manager client include the following tasks:

Maintaining employee exceptions
Maintaining employee zones

Maintaining employee cost profiles
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About Performing Schedule-Related Tasks in Oracle
Real-Time Scheduler 1.0

Some tasks related to scheduling are specific to Oracle Real-Time Scheduler 1.0. Such tasks include defining and
administering periods of unavailability (POUs), slots and slot groups, cost profiles, system regions, zones, and other
entities. Observe all applicable dependencies. For more information about the tasks that you perform in Oracle Real-
Time Scheduler 1.0, see the documentation for Oracle Real-Time Scheduler 1.0 in About Documentation for Oracle Real-
Time Scheduler 1.0.

The following tasks are specific to Oracle Real-Time Scheduler 1.0:

- You define POUs in Oracle Real-Time Scheduler 1.0. However, every POU must be associated with start and
end addresses. You define start and end addresses in the Siebel application. If a POU address does not exist in
Oracle Real-Time Scheduler 1.0, then you must create it in the Siebel application and transfer it to Oracle Real-
Time Scheduler 1.0 so that it is available for association with a POU. The Addresses view of the Administration -
Data screen includes a button for transferring an address to Oracle Real-Time Scheduler 1.0.

- You define slots and slot groups in Oracle Real-Time Scheduler 1.0. However, the display value of the Slot Group
LOV (LOV type SLOT_GROUP_CD) in the Siebel application must be the same as the slot group name in Oracle
Real-Time Scheduler 1.0.

- Other entities that you can administer in Oracle Real-Time Scheduler 1.0 include:

o System regions

o Archive settings

o Sequence locking parameter settings
o Auto direct settings

o Employee daily limits

o Cost control and cost profile settings
o Speed time windows settings

o View definitions

About Appointment Booking for Siebel Field Service
Integration to Oracle Real-Time Scheduler 1.0

In a typical scenario for appointment booking, a customer contacts your company and requests service of some kind.
Commonly, the customer contacts your company on the telephone. Alternatively, the customer might send email, use
chat, or visit a sales or service counter in a store.

A customer service representative uses the Siebel application to create a service request to capture information
about the customer issue. If the representative cannot resolve the issue by consulting a knowledge base or a product
specialist, then a customer visit (on-site service call) from a field service engineer might be necessary.

134
ORACLE



Siebel Chapter 6
Field Service Guide Scheduling Using Oracle Real-Time Scheduler Version 1.0

The customer service representative enters additional information in an activity for the service request, then books

a specific appointment time or appointment window (slot) for the customer, and confirms the appointment with the
customer. For more information, see Booking Appointments Using Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0.

You book appointments for the particular service region that matches the zip code or equivalent postal code for the
customer. Appointment booking uses the scheduling product associated with the service region. This scheduling
product is Oracle Real-Time Scheduler 1.0 or Siebel Scheduler. For more information about appointment booking using
Siebel Scheduler, see About Appointment Booking for Siebel Scheduler.

Using Oracle Real-Time Scheduler 1.0, a customer service representative can book an appointment for a service region
if the service region was successfully migrated to Oracle Real-Time Scheduler 1.0, and if the Engine field on the service
region is Oracle Real-Time Scheduler 1.0.

The Engine field value determines whether the slot request is routed to Oracle Real-Time Scheduler 1.0 or Siebel
Scheduler as follows:

If the Engine value is ORS, then the request is routed to Oracle Real-Time Scheduler 1.0.
If the Engine value is iLog, then the request is routed to Siebel Scheduler.

You book appointments for activities from the Service screen or the Activities screen. For more information about
working with service regions, see Administering Service Regions.

Manually Updating Booked Activities

You can click Update Activity to synchronize manual updates for a booked activity with Oracle Real-Time Scheduler
1.0. However, updating the activity status automatically triggers an update in Oracle Real-Time Scheduler 1.0. For
information about updating the activity status, see Service Activities. For information about working with activities in
Siebel Mobile applications, see Siebel Mobile Guides on Siebel Bookshelf.

You maintain status mapping between the activity status in the Siebel application and the stop status in Oracle Real-
Time Scheduler 1.0 in Oracle Fusion Middleware as a domain value mapping. For more information about this mapping,
see Siebel Field Service Integration to Oracle Real-Time Scheduler Implementation Guide .

Note: You cannot delete an activity after it is scheduled in Oracle Real-Time Scheduler 1.0.

A customer service representative can also update employee skills and related attributes for an activity.

When assignment attributes change for any entity related to the job, such as a service request, activity, order, order line
item, and so on, a representative must send the update to Oracle Real-Time Scheduler 1.0 so it can consider the changes
for reassignment. For example, a repair job has an incorrect value of Installation for the activity type. The customer
service representative updates the activity type to a value of Repair. Also for example, a product is obsolete, and all
customers who ordered the product automatically receive a new upgraded product.

To send these updates, the representative can click Update Activity for the activity. Choosing this command triggers
an update for the stop in Oracle Real-Time Scheduler 1.0. If no resource is available for the appropriate slot, then Oracle
Real-Time Scheduler 1.0 might not schedule the activity.
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User Interface Elements for Activity Schedule Detail View

Some fields and other user interface features for this integration are included in the Activity Schedule Detail view, or
developers can add these interface elements to this view and other views. Some of these fields are available only in
business components. When these fields apply to your company’s requirements, developers can display the fields in the
application user interface and populate field values.

The user interface elements for this integration include the following items:

- Zone. An MVG (multivalue group) with a default value that is the name of the service region. (This field is only
available in the business component.)

- Time Zone. The time zone of the service region. This time zone must also be the time zone of the specified
account address. Values sent to Oracle Real-Time Scheduler 1.0 must represent UTC (Universal Time
Coordinated) offsets, such as UTC - 8 for Pacific Standard Time. (This field is only available in the business
component.)

- Slot Group. The group of slots. For more information about slots, see the documentation for Oracle Real-Time
Scheduler 1.0 in About Documentation for Oracle Real-Time Scheduler 1.0.

- Account Address Pick Applet. A MVG applet that includes the Latitude and Longitude fields. Oracle Real-Time
Scheduler 1.0 has geocode requirements. For more information about addresses, see Administering Addresses.

Late Cost. The relative cost of arriving late. The default value is 1. (This field is only available in the business
component.)

- Capacity Type. An LOV (List of Values) that defines the type of capacity a stop consumes. If you specify None,
then the capacity type does not match that of any other stop or shift. The default value is Null. (This field is only
available in the business component.)

- Shift Promotion Multiplier. The multiplier by which the shift-promotion cost for the stop can increase or
decrease. The default value is 1. (This field is only available in the business component.)

- Job Value. The value of the job. The default value is 1. (This field is only available in the business component.)

Error Reason. The reason for the error. If a job is disabled in Oracle Real-Time Scheduler 1.0, then the error
reason is populated in this field. This field maps to the Warn Text field for a stop in Oracle Real-Time Scheduler
1.0.

Latitude and Longitude. The geocode coordinates. Oracle Real-Time Scheduler 1.0 has geocode requirements.
For more information about addresses, see Administering Addresses.

Appointment Booking Beyond the Schedule Horizon

Every system region in Oracle Real-Time Scheduler 1.0 has a defined schedule horizon. This horizon represents the
interval within which you can normally schedule appointments. However, sometimes a customer might request that you
schedule appointments beyond that window.

For example, a system region has a schedule horizon of one week. However, customer wants the appointment to occur
no sooner than ten days from when the customer contacts the service center. Also, the customer cannot wait to make
the appointment later. In this scenario, the slots that Oracle Real-Time Scheduler 1.0 returns do not have planned start
and end values. When the activity moves within the horizon, the scheduler populates these values. After consulting with
the customer, the customer service representative selects and confirms a slot.
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Similarly, when a customer requests a range of start times, and some times are within the horizon and some times are
beyond it, Oracle Real-Time Scheduler 1.0 can return slots that straddle the end of the schedule horizon.

Booking Emergency and Contract-Based Appointments

Sometimes you might want to request and fulfill immediate or urgent appointments. For example, you might schedule
some appointments because of an emergency or because of contractual obligations involving service-level agreements.

Oracle Real-Time Scheduler 1.0 can evaluate such considerations and book an appointment for the customer. The
customer service representative requests the appointment by clicking the Insert Activity button for the activity. (This
button is available in the Schedule view in the Activity List view of the Activities screen.)

In this type of scheduling, no slots are returned to the customer service representative. The appointment is booked
automatically by using the activity settings that the representative designates. An activity is inserted into the Oracle
Real-Time Scheduler 1.0 database. After clicking the Insert Activity button, the representative clicks Refresh Activity to
get the latest details about the inserted activity.

For example, a service-level agreement for a customer stipulates that a booked appointment start within an hour after
calling. The customer service representative can use the contract scheduling functionality to create an appointment that
might not otherwise be easily fulfilled. Contract scheduling might affect other existing appointments, but Oracle Real-
Time Scheduler 1.0 attempts to minimize schedule disruption.

Refreshing Activities

The Refresh Activity menu option is available in the lower applet of the Activity Schedule view.

When you book an appointment in the Siebel application, a corresponding stop entity is created in Oracle Real-Time
Scheduler 1.0. This stop maps one-to-one to the activity in the Siebel application. The stop is continually optimized, and
the planned start, planned end, owner, and status values of the stop keep changing until the stop is dispatched to a field
service engineer.

The Refresh Activity menu option allows the customer service representative to get the latest activity details from
Oracle Real-Time Scheduler 1.0 because the Siebel activity and the Oracle Real-Time Scheduler 1.0 stop are not
synchronized at all times. Oracle Real-Time Scheduler 1.0 stop data is automatically synchronized with the Siebel
application only when the stop status is Dispatched or Inactive.

Canceling Appointments for Activities

To comply with customer requests, you can cancel scheduled appointments. The customer service representative can
display the relevant activity, then click Refresh Activity to view the latest activity data from Oracle Real-Time Scheduler
1.0. As appropriate, the representative then clicks Cancel Appointment. Oracle Real-Time Scheduler 1.0 frees up the
appointment slot, and changes the job status to Cancel.

Note: The Cancel Appointment button is not available for an activity with the status of Completed.
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Rescheduling Appointments

To comply with customer requests, you can reschedule scheduled appointments. The customer service representative
can display the relevant activity, then click Refresh Activity to view the latest activity data from Oracle Real-Time
Scheduler 1.0. As appropriate, the representative then updates the earliest and latest start times, and clicks Book
Appointment. Oracle Real-Time Scheduler 1.0 returns new appointment slots that the representative can select.

About Activity Skills

In a typical Siebel Field Service scenario, a field service engineer arrives at a customer location to perform a job such
as installation, upgrade, or repair. For Oracle Real-Time Scheduler 1.0 to schedule the correct person to perform a job,
it must determine the necessary skills to perform the job, and it must schedule a person with the required skill set

to complete the work. To facilitate this outcome, the Siebel application passes the required skills to Oracle Real-Time
Scheduler 1.0. For more information, see Managing Activity Skills for Skills-Based Assignments.

For example, a customer needs a plumber to fix a leak in a kitchen sink between 10:00 A.M. and 2:00 P.M. on November
15, 20™11. Oracle Real-Time Scheduler 1.0 must schedule a field service engineer with a skill value of Plumbing to visit

the customer location during this time. As part of appointment booking, the request to Oracle Real-Time Scheduler 1.0
includes the time and date range as well as the skill value of Plumbing. Consequently, a person with the required skill is
scheduled at the appropriate time.

Evaluation of Activity Skill Rules

As part of the appointment booking process, activity skill rules are evaluated as follows:

1. The customer service representative navigates to the Activities screen, then the Schedule view.

2. The customer service representative creates an activity record, populates the necessary fields, and then clicks
the Book Appointment, Insert Activity, or Update Activity button.

3. All active skill rules are evaluated.

4. For the rules with met criteria, the skills and category are sent to Oracle Real-Time Scheduler 1.0.

Categories include Must Have, Must Not Have, Pref Have, and Pref Not Have. For more information about these
categories, see the documentation for Oracle Real-Time Scheduler 1.0 in About Documentation for Oracle Real-
Time Scheduler 1.0.

5. The lowest-ranked rules are evaluated before evaluating the next higher-ranked rule. If the criteria for the
lower-ranked rule is met, then the higher-ranked rule is not evaluated.

6. Any skills that you manually enter in the Activity Assignment Skills view are appended to the skills obtained
from the rules evaluation and sent to Oracle Real-Time Scheduler 1.0.

About Dispatch Management

Dispatch management includes tasks for viewing and managing shifts and associated entities, such as activities and
breaks. The dispatcher might also view and manage maps showing locations of activities and field service engineers.
You perform dispatch management tasks in the Planner client of Oracle Real-Time Scheduler 1.0. For more information

138
ORACLE



Siebel Chapter 6
Field Service Guide Scheduling Using Oracle Real-Time Scheduler Version 1.0

about tasks that you perform in Oracle Real-Time Scheduler 1.0, see the documentation for Oracle Real-Time Scheduler
1.0 in About Documentation for Oracle Real-Time Scheduler 1.0.

Managing Disabled Stops

Stops (or activities in the Siebel application) can convert to a disabled state in Oracle Real-Time Scheduler 1.0 when the
scheduler cannot incorporate them into the schedule because of data inconsistencies. This result can occur for one of
the following reasons:

- The time window on the stop is in the past.
- There are no field service engineers with the skills required to perform the job.

The dispatcher must monitor disabled stops and try to fix data inconsistencies so that such stops can be scheduled. If
the dispatcher cannot fix a disabled stop, then the dispatcher must update the status to Inactive, and update the Warn
Text field in Oracle Real-Time Scheduler 1.0 with suitable comments.

Inactive stops are automatically synchronized with the Siebel application. The corresponding Siebel activity is updated
to Unscheduled, and the Error Reason field is populated with comments in the Warn Text field.

About Mobile Data Management

Field service engineers receive and send activity updates from mobile devices using Siebel Mobile applications.

Siebel administrators manage status data for field service engineers, who access functionality for Siebel Business
Applications on mobile devices using a Siebel Mobile application, such as Siebel Mobile Application for Siebel Service.
After communicating offline with a field service engineer, a dispatcher might also make updates from Oracle Real-Time
Scheduler 1.0. For more information about using and administering Siebel Mobile applications, see Mobile Guides on
Siebel Bookshelf.

Status Data Sent to Field Service Engineers

Status data that is sent to field service engineers includes the following data:
Dispatched activities

Note: The Siebel Mobile application shows all activities assigned to the field service engineer irrespective of
status value. Customers must set appropriate filters to display only activities with the needed status values.

Dispatched periods of unavailability (POUs)

Each POU reserves specific amounts of time from a shift for a specific reason. You define POUs in Oracle Real-
Time Scheduler 1.0.

Note: After a POU is dispatched in Oracle Real-Time Scheduler 1.0, any updates to the POU (for example,
rescheduling) are not synchronized with the Siebel application. If you must reschedule an appointment after
a POU is dispatched, then the Siebel administrator can cancel the POU, and create a new POU in Oracle Real-
Time Scheduler 1.0 so that the POU information can flow into the Siebel application.

Dispatched breaks
- Created or updated shifts
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Status Data Sent from Field Service Engineers

Status data that is sent from field service engineers (or that dispatchers who communicate with field service engineers
manually update) includes the following data:

- Status for dispatched activities

For example, the status is updated when the field service engineer accepts or declines a job, starts a job, or
completes the job.

You map activity statuses in the Siebel application to stop statuses in Oracle Real-Time Scheduler 1.0 using
domain value mapping in Oracle Fusion Middleware. For more information, see Siebel Field Service Integration
to Oracle Real-Time Scheduler Implementation Guide .

- Additional updates that field service engineers send include:

o Shift Started (when a field service engineer starts work for the day)

o Shift Completed (when a field service engineer completes work for the day)
o Break Started (when a field service engineer starts a break)

o Break Completed (when a field service engineer finishes a break)

o POU Started

o POU Completed

About Fault Handling

The following situations for fault handling apply to Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0:
- Oracle Real-Time Scheduler 1.0 is unavailable, and the Siebel application sends messages to it.

An issue is passed back to the Siebel application and presented to the user as an error message. An
administrator can access a monitoring screen to track errors.

For synchronous processes, changes in the Siebel application are not recognized until the changes are
synchronized with Oracle Real-Time Scheduler 1.0. For example, if Oracle Real-Time Scheduler 1.0 or Oracle
Fusion Middleware is unavailable when a user updates the status of an activity, then the Siebel application
displays an error message and does not recognize the update.

For asynchronous processes, a table in the Siebel database contains Sync status flags. If an error occurs, then
the table is updated with a value of N for the Sync status flag and an error description for the Sync Failure
Description.

- The Siebel application is unavailable, and Oracle Real-Time Scheduler 1.0 sends messages to it through Oracle
Fusion Middleware.

According to the fault policy configured in Oracle Fusion Middleware, Oracle Fusion Middleware attempts
multiple times to access the Siebel application and then terminates if the Siebel application is unavailable. You
can set the number of attempts to any number, and you can also configure an interval if the Siebel application
might be unavailable for a long time.

140
ORACLE



Siebel Chapter 6
Field Service Guide Scheduling Using Oracle Real-Time Scheduler Version 1.0

The error message is stored in Oracle Fusion Middleware, and an administrator for Oracle Service-Oriented
Architecture can view the error console in Oracle Fusion Middleware.

- Oracle Real-Time Scheduler 1.0 is unavailable, but its database is available. Oracle Fusion Middleware picks
records from the DESPATCHES and INVALID tables of the database for Oracle Real-Time Scheduler 1.0, and
Oracle Fusion Middleware returns to Oracle Real-Time Scheduler 1.0 for additional information.

The fault policy configured in Oracle Fusion Middleware applies to this situation. After Oracle Fusion
Middleware picks records from the database for Oracle Real-Time Scheduler 1.0, it attempts multiple times to
get information from Oracle Real-Time Scheduler 1.0. It stops these attempts when Oracle Real-Time Scheduler

1.0 is available.

Process of Configuring Siebel Field Service Integration to
Oracle Real-Time Scheduler 1.0

The following list shows the tasks that Siebel administrators typically perform to configure Siebel Field Service
Integration to Oracle Real-Time Scheduler 1.0. Your company might follow a different process according to its business
requirements.

To configure Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0, Siebel administrators perform the
following tasks:

« Enabling Oracle Real-Time Scheduler 1.0 in the Siebel Application

« Configuring the Endpoint URLs for Web Services

- Assigning Responsibilities to Siebel Views

« Enabling Component Groups

« Setting Up and Configuring Workflow Processes and Policies

Enabling Oracle Real-Time Scheduler 1.0 in the Siebel Application

Siebel administrators use the procedure in this topic to enable Oracle Real-Time Scheduler 1.0 in the Siebel application.
Oracle Real-Time Scheduler 1.0 is an alternative to Siebel Scheduler.

This task is a step in Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

To enable Oracle Real-Time Scheduler 1.0 in the Siebel application

1. Login to Siebel Tools or Web Tools as a Siebel administrator (see Using Siebel Tools ).

2. Create a workspace.
3. Inthe Object Explorer, navigate to Business Component, query for the Action business component, and then

complete the following steps:
a. Lock the object.
b. Navigate to Business Component, then Business Component User Prop, and query for the Advanced
Scheduler Enabled user property.
c. Change the Value field to TRUE.
4. Inthe Object Explorer, navigate to Business Component, query for the Service Region business component, and
then complete the following steps:
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a. Lock the object.

b. Navigate to Business Component, then Business Component User Prop, and query for the Advanced
Scheduler Enabled user property.

c. Change the Value field to TRUE.
5. Deliver the changes to the Integration Branch.

Configuring the Endpoint URLs for Web Services

Siebel administrators configure the endpoint URLs for Web services to allow the Siebel application to communicate with
Oracle Real-Time Scheduler 1.0. An endpoint URL defines the address for or connection point to a Web service.

Later, they specify these endpoint URLs when configuring Oracle Fusion Middleware components to support this
integration. For more information about endpoint URLs, see Siebel Field Service Integration to Oracle Real-Time
Scheduler Implementation Guide and Integration Platform Technologies: Siebel Enterprise Application Integration .

This task is a step in Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

Configuring the Endpoint URL for Outbound Web Services

Siebel administrators use the following procedure to configure the endpoint URL for outbound Web services.

To configure the endpoint URL for outbound Web services

1. Navigate to the Administration - Web Services screen, then the Outbound Web Services view.
2. Query for the following Web services for Oracle Real-Time Scheduler 1.0:
o ABSWebService
o ActivityStateRetrievalService
o adminDataMgmtWebService
o BatchGeoService
o RealTimeService
o serviceregionmigrationorchestrator_client_ep
o ServiceRegionRollback_ep
o ServiceRegionSystemRegionMappingWebServiceSoap
o StatusUpdatesWebServiceSoap
3. For each of these Web services, navigate to the Service Ports applet, and update the Address field with a value
such as hostname:portnumber, where:
o hostname is the name of the computer on which Oracle Fusion Middleware is installed
o portnumber is the SOA port number for this Oracle Fusion Middleware installation

4. Save the record.

Configuring the Endpoint URL for Inbound Web Services

Siebel administrators use the following procedure to configure the endpoint URL for inbound Web services.
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To configure the endpoint URL for inbound Web services

1.
2.
3.

ocuk

Navigate to the Administration - Web Services screen, then the Inbound Web Services view.

Query for Web Services with a name of *ORS*.

For each of these Web services, navigate to the Service Ports applet, and update the Address field with a value
such as hostname:portnumber, where:

o hostname is the name of the computer for the Siebel Application Interface that the Siebel Business
Applications use.
o portnumber is the listening port number for this Siebel Application Interface.

Save the record.
Activate all of the Web services.
Click Generate WSDL to confirm that you can use the Web services.

Assigning Responsibilities to Siebel Views

Siebel administrators use the procedure in this topic to assign suitable responsibilities to the Siebel views for Siebel Field
Service Integration to Oracle Real-Time Scheduler 1.0. For more information about setting up Siebel responsibilities and
associating views with responsibilities, see Siebel Security Guide .

The following Siebel views are included in this integration:

- Administration Scheduling Rule Objects View
- Administration Skill Matching Rules - Skills View
- Administration Skill Matching Rules View

- Administration Skill Rule Criteria

Monitoring Scheduler Admin View

- Service Region Activities Admin View - Monitoring

- Service Region Employees Admin View Monitoring

- Service Region Mapping View

The following views for Siebel Mobile applications are included in this integration.

- SWLS Service Scheduler Shift Detail View. In this view, users enter details about shifts, including shift start

and end times, for Oracle Real-Time Scheduler 1.0.

- SWLS Service Scheduler Shift Display View. In this view, users view and enter shift information for Oracle

Real-Time Scheduler 1.0.

- SWLS Technician Breaks Detail View. In this view, users enter details about breaks, including break start and

end times, for Oracle Real-Time Scheduler 1.0.

- SWLS Technician Breaks View. In this view, users view and enter break information for Oracle Real-Time

Scheduler 1.0. For more information about transmitting break information from Oracle Real-Time Scheduler 1.0
to the Siebel application, see Planner User Guide in the documentation for Oracle Real-Time Scheduler 1.0.

- SWLS Technician POU Detail View. In this view, users enter details about periods of unavailability (POUs),

including POU start and end times, for Oracle Real-Time Scheduler 1.0.

- SWLS Technician POU View. In this view, users view and enter POU information for Oracle Real-Time

Scheduler 1.0. For more information about transmitting POU information from Oracle Real-Time Scheduler 1.0
to the Siebel application, see Planner User Guide in the documentation for Oracle Real-Time Scheduler 1.0.
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This task is a step in Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

To assign responsibilities to Siebel views
1. Login to the Siebel application using one of the following clients:

o Siebel Web Client
o Siebel Developer Web Client, with the /editseeddata coOmmand-line option

2. Inthe Responsibilities applet, query for the Siebel Administrator responsibility you want to assign to the
administration views for this integration. (For all other views, query for the appropriate responsibility as
required for your deployment.)

3. Inthe Views applet, click Add, select the first administration view you want to associate with the responsibility,
and then click OK.

4. Repeat Step 3 for all other views for this integration.

5. After associating the views with the responsibilities, restart the component definition or the Siebel Server.

Enabling Component Groups

Siebel administrators use the procedure in this topic to enable component groups on the Siebel Server.

The following table describes the component groups that you must enable for Siebel Field Service Integration to Oracle
Real-Time Scheduler 1.0. These component groups supplement any other component groups that you need for your
applications. For more information about enabling component groups, see Siebel System Administration Guide .

Component Group Purpose

Workflow Management Provides the workflow processes to run some of the asynchronous workflows.
EAI Provides inbound Web services into the Siebel Business Applications.
HandheldSync Enables Siebel Mobile clients.

This task is a step in Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

To enable a component group

1. Navigate to the Administration - Server Configuration screen, Enterprises, and then the Component Groups
view.

2. Inthe Component Groups view, query for Workflow Management, and then click Enable.

3. Navigate to the Administration - Server Configuration screen, Enterprises, and then the Component Definitions
view.

4. Inthe Component Groups field, query for Workflow Management.

5. Select all of the records, and then click Synchronize.

6. Restart the Siebel Server.
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Setting Up and Configuring Workflow Processes and Policies

You must perform the procedures in this topic to be able to use real-time synchronization of address and employee data
from the Siebel application to Oracle Real-Time Scheduler 1.0.

This topic contains the following related information:
« Activating Workflow Processes
« Enabling Workflow Policies
« Shutting Down Workflow Monitor Agent
- Dropping Database Triggers
- Generating Database Triggers
- Configuring Workflow Monitor Agent

This task is a step in Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

Activating Workflow Processes
Siebel administrators use the following procedure to activate workflow processes.

For the ORS and Advanced Scheduler Skill Persistence Process Workflow Processes, activate them using the procedure
defined in the Siebel Business Process Framework: Workflow Guide

Enabling Workflow Policies
Siebel administrators use the following procedure to enable workflow policies.

To enable workflow policies

1. Navigate to the Administration - Business Processes screen, then the Workflow Policies view.
2. Make sure that Expiration Date is properly set for all the workflow policies that are not in use.
3. Query for *ORS*.

4. Verify that the Expiration Date is not set for these workflow policies.

Shutting Down Workflow Monitor Agent

Siebel administrators use the following procedure to shut down Workflow Monitor Agent.

To shut down Workflow Monitor Agent

1. Navigate to the Administration - Server Management screen, Servers, then Component Groups view.
2. Query for Workflow Management.

3. In the lower Components applet, query for Workflow Monitor Agent.

4. Click Shut Down.

Dropping Database Triggers

Siebel administrators use the following procedure to drop database triggers.

To drop database triggers

1. Navigate to the Administration - Server Management screen, then the Jobs view.
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2. Create a job for the Generate Triggers component.
3. Inthe Job Parameters list, define the job parameter with the values in the following table.

Name Value

EXEC True
Privileged User MS22116
Privileged User Password (No example)
Remove True

Trigger File Name Droptrigger.sql

Note: The values for Privileged User and Privileged User Password must be the database user name and
password that have the privileges to drop and generate triggers. The user name value in this table is an
example.

4. Start thejob.

Generating Database Triggers
Siebel administrators use the following procedure to generate database triggers.

To generate database triggers

1. Navigate to the Administration - Server Management screen, then the Jobs view.
2. Create a job for the Generate Triggers component.
3. Inthe Job Parameters list, define a job with the values in the following table.

Name Value

EXEC True
Privileged User MS22116
Privileged User Password (no example)
Trigger File Name Gentrigger.sql
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Name Value

Note: The values for Privileged User and Privileged User Password must be the database user name and
password that have the privileges to drop and generate triggers. The user name value in this table is an
example.

4. Start thejob.

Configuring Workflow Monitor Agent

Siebel administrators use the following procedure to configure Workflow Monitor Agent.

To configure Workflow Monitor Agent

1. Navigate to the Administration - Server Configuration screen, Enterprises, and then the Component Definitions
view.
2. Query for Workflow Monitor Agent, and perform the following steps:
a. Change the Group Name to ORS Group.
b. Change the Action Interval to 5.
3. Click Advanced, and perform the following steps:
a. Change the Sleep Time value to 5.
b. Change the Default Task value to 1.
Click Enable to change the status of the new component to Active.
Restart the Siebel Server.

L

Process of Administering Schedules Using Siebel Field
Service Integration to Oracle Real-Time Scheduler 1.0

The following list shows the tasks that business administrators typically perform to administer Siebel Field Service
Integration to Oracle Real-Time Scheduler 1.0. Your company might follow a different process according to its business
requirements.

Business administration tasks for this integration are divided between the Siebel application and Oracle Real-Time
Scheduler 1.0. You manage the minimum data that the Siebel application requires for a successful integration (such

as basic employee information, address information, and basic schedule information) from the Siebel application. You
manage all business administration processes that are specific to Oracle Real-Time Scheduler 1.0 from Oracle Real-Time
Scheduler 1.0 clients.

To administer Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0, business administrators perform the
following tasks:

- Creating Schedules and Related Entities

- Administering Service Regions

« Administering Addresses

« Managing Activity Skills for Skills-Based Assignments
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Creating Schedules and Related Entities

Business administrators can create schedules and related entities in the Siebel application and Oracle Real-Time
Scheduler 1.0.

The relationship between schedules, shift template profiles, and shift templates follows:

- A schedule in the Siebel application maps to a shift template profile in Oracle Real-Time Scheduler 1.0. The
business administrator creates the schedule record with the same name as the shift template profile in Oracle
Real-Time Scheduler 1.0.

- A shift template profile is a collection of shift templates.

- A shift template represents the shift work for a given day. A shift template profile for a seven-day week has
seven shift templates.

You create the schedule record in the Siebel application and a shift template profile with the same name in Oracle Real-
Time Scheduler 1.0. You then enhance the shift template profile with data specific to Oracle Real-Time Scheduler 1.0,
such as shift templates, breaks, limits, and so on.

Schedule exceptions represent nonworking days. Global Holiday is an example of a schedule exception. You create

a schedule and maintain schedule exceptions in the Resource Manager client of Oracle Real-Time Scheduler 1.0.
Exception synchronization between the Siebel application and Oracle Real-Time Scheduler 1.0 is not supported.

For more information, see About Performing Schedule-Related Tasks in Oracle Real-Time Scheduler 1.0. For more
information about tasks that you perform in Oracle Real-Time Scheduler 1.0, see the documentation for Oracle Real-
Time Scheduler 1.0 in About Documentation for Oracle Real-Time Scheduler 1.0.

This task is a step in Process of Administering Schedules Using Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0.

To create a schedule and related entities
1. Create the schedule record in the Siebel application by completing the following steps:

a. Login to the Siebel application as a business administrator.
Navigate to the Administration - Service screen, then the Schedules view.
c. Create a new record, and complete the fields as appropriate.

Only the schedule name is required for this integration. Do not define schedule hours for the schedule
because this information is included in Oracle Real-Time Scheduler 1.0 as part of the shift template
profile.

2. Create the shift template profile and related entities in Oracle Real-Time Scheduler 1.0 by completing the
following steps:

a. Login to the Resource Manager client of Oracle Real-Time Scheduler 1.0.

b. Create the shift template profile with the same name as the schedule you create in Creating Schedules
and Related Entities.

Note: Make sure that the schedule (shift template profile) names match in the Siebel application and in
Oracle Real-Time Scheduler 1.0.

c. Create the shift templates that are associated with the shift template profile.
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Administering Service Regions

Business administrators can define and manage service regions and related data for Siebel Field Service Integration to
Oracle Real-Time Scheduler 1.0. For more information, see About Service Regions.

This topic contains the following related information:

- Defining Service Regions Using Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0
« Mapping Service Regions

« Mapping Time Zones

« Migrating Service Regions to Oracle Real-Time Scheduler 1.0

« Checking for Failed Migration of Employee and Activity Data to Oracle Real-Time Scheduler 1.0

« Rolling Back Service Regions from Oracle Real-Time Scheduler 1.0

This task is a step in Process of Administering Schedules Using Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0.

Defining Service Regions Using Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0

Business administrators define service regions in the Siebel application using the Service Regions List view of the
Administration - Scheduling screen. They must map service regions to system regions in Oracle Real-Time Scheduler
1.0 using the Service Region Mapping view of the Administration - Scheduling screen. For more information about
defining service regions, see Defining Service Regions.

The following fields for service region administration apply to scheduling using Siebel Scheduler, but do not apply to the
integration to Oracle Real-Time Scheduler 1.0:

- Cost Variables (Cost List, Currency, Travel Cost, and Cost Function)

- Configuration Parameters (Parameter Set, Constraint Set, Time Windows, Min Travel Time, Avg Travel Time, Avg
Travel Speed, and Unit Of Measure)

Mapping Service Regions

Business administrators use the following procedure to map service regions to Oracle Real-Time Scheduler 1.0 system
regions.

To map a service region

1. Navigate to the Administration - Scheduling screen, then the Service Region Mapping view.

The existing mappings between service regions and Oracle Real-Time Scheduler 1.0 system regions appear.
2. Click New to map a service region that is not yet mapped to an Oracle Real-Time Scheduler 1.0 system region.
3. Inthe new record, select the service region.

4. Enter the Oracle Real-Time Scheduler 1.0 system region to which you want to map the service region, and save
the record.

Mapping Time Zones

Business administrators use the following procedure to the map the time zones to use as part of the integration.
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To map time zones

1
2.

3.
4.

6.
7.

Navigate to the Administration - Data screen, then the Time Zone Administration view.

For the service region time zones that are required for the integration, note the Row Id and Standard
Abbreviation details.

Log in to the Resource Manager client for Oracle Real-Time Scheduler 1.0.

Navigate to Options, Setup, and then Time Zones.

Create a new time zone.

For each time zone that you create, enter the label as SiebelRowID~StandardAbbrev (the Siebel row ID
concatenated with the standard abbreviation, with the tilde (~) symbol between them). Select the time zone for
the corresponding time zone in the Siebel application.

Note: The Oracle Real-Time Scheduler 1.0 Web service server caches time zones, so you must restart the
server each time you add a time zone.

Open the Web service console window, and press CTRL+C to shut down the server.
Navigate to Start, Programs, ORS, and then Resource Manager Web Service to restart the server.

Migrating Service Regions to Oracle Real-Time Scheduler 1.0

When it is appropriate to do so according to business requirements, business administrators migrate existing service
regions to Oracle Real-Time Scheduler 1.0. They migrate service regions one at a time.

Before migrating a service region, note the following requirements:

- The service region in the Siebel application was mapped to a system region of Oracle Real-Time Scheduler 1.0.

- Time zones were mapped between Siebel Business Applications and Oracle Real-Time Scheduler 1.0.
- Schedules were created in the Siebel application, and shift templates with the schedule names were created in

Oracle Real-Time Scheduler 1.0. For more information, see Creating Schedules and Related Entities.

- Associating geocodes with address in bulk was performed in the Addresses view of the Administration - Data

screen on all addresses for the service region that you migrate. For more information, see Administering
Addresses.

- Skills transfer rules were defined in the Skills Transfer - Rules Administration view of the Administration -

Scheduling screen. For more information, see Managing Activity Skills for Skills-Based Assignments.

As part of the migration, the following events occur:

- A zone and a view are created in Oracle Real-Time Scheduler 1.0.

Employees, associated addresses, and skills are transferred to Oracle Real-Time Scheduler 1.0.

- Applicable activities that are based on defined criteria are transferred along with the associated skills. The

associated skills are obtained when you click the Persist Activity Skills button.

To migrate a service region to Oracle Real-Time Scheduler 1.0

1.

Navigate to the Administration - Scheduling screen, then the Service Region List view.

2. Select the record for the service region that you want to migrate.

3.

Click Persist Activity Skills.

The applicable activities are associated with skills by using the skills transfer rules in the Skills Transfer Rules -
Administration view of the Administration - Scheduling screen.

Activity filtration for the current service region is based on the following criteria:
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o The value of the Status field for the activity must not be Done, Completed or Cancelled.

o The value of the Latest Start field for the activity must be NULL or later than today, or the value of the
Planned End field must be NULL or later than today.
4. C(lick Transfer to ORS.
When the transfer is complete, the Sync Success Description field for the service region indicates a status of

Successfully Migrated to ORS, and the Engine field value changes from iLog (for Siebel Scheduler) to ORS (for
Oracle Real-Time Scheduler 1.0). Also, the Transfer Complete field (if it appears) is checked.

The service region is now ready for scheduling using Oracle Real-Time Scheduler 1.0. All subsequent
appointments for this service region are scheduled using Oracle Real-Time Scheduler 1.0.
Checking for Failed Migration of Employee and Activity Data to Oracle Real-Time
Scheduler 1.0

After business administrators migrate a service region to Oracle Real-Time Scheduler 1.0, they can check whether all
applicable employees and activities migrated successfully.

To check for failed migration of employee or activity data to Oracle Real-Time Scheduler 1.0

1. Navigate to the Administration - Scheduling screen, then the Cutover Monitoring view.
2. Select the record for the service region that you migrated.
3. Click the Employees view tab to see all employees that were not migrated.

The reason for the failure appears in the Sync Success Description field.
4. Click the Activities view tab to see all activities that were not migrated.

The reason for the failure appears in the Sync Success Description field.

Rolling Back Service Regions from Oracle Real-Time Scheduler 1.0

When it is necessary for a deployment, business administrators can roll back a migrated service region so that it again
uses Siebel Scheduler instead of Oracle Real-Time Scheduler 1.0. They roll back service regions one at a time.

After the rollback is complete, the business administrator must make sure that the requirements for scheduling the
service region using Siebel Scheduler are satisfied. For information about scheduling appointments using Siebel
Scheduler, see Scheduling Using Siebel Scheduler.

Note: The schedule that is generated using Siebel Scheduler is different from the schedule that is generated using
the Oracle Real-Time Scheduler 1.0 engine because the optimization algorithms for the two engines are different.

To roll back a service region from Oracle Real-Time Scheduler 1.0

1. Navigate to the Administration - Scheduling screen, then the Service Region List view.
2. Select the record for the service region that you want to roll back.

The value of the Engine field must be ORS (for Oracle Real-Time Scheduler 1.0).
3. Click Menu, and select Rollback Service Region.

When the rollback is complete, the Sync Success Description field for the service region indicates a status of
Rollback Complete, and the Engine field value changes from ORS (for Oracle Real-Time Scheduler 1.0) to iLog
(for Siebel Scheduler). Also, the Transfer Complete field (if it appears) is unchecked.
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The mapping between the service region and system region is removed. In Oracle Real-Time Scheduler 1.0, the
applicable employees are end-dated, and the appointments in Oracle Real-Time Scheduler 1.0 are cancelled.
These appointments continue to exist in the Siebel application, and can be loaded into Siebel Scheduler for
scheduling.

All subsequent activities for this service region are sent to Siebel Scheduler for scheduling.

Administering Addresses

Business administrators can administer addresses and related data for Siebel Field Service Integration to Oracle Real-
Time Scheduler 1.0.

You can populate the Latitude and Longitude fields for addresses that are synchronized with Oracle Real-Time
Scheduler 1.0. Oracle Real-Time Scheduler 1.0 must have addresses that are associated with geocodes to successfully
schedule and optimize appointments. Although you create and maintain address data in the Siebel application, you
associate geocodes with addresses by using Oracle Real-Time Scheduler 1.0.

This topic contains the following related information:

- Associating Geocodes with Addresses in Bulk
- Associating Geocodes with Addresses for Service Regions
« Associating Geocodes with New Addresses

Transferring Addresses to Oracle Real-Time Scheduler 1.0

This task is a step in Process of Administering Schedules Using Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0.

Associating Geocodes with Addresses in Bulk
Business administrators use the following procedure to associate geocodes with a large number of address records.

To associate geocodes a large number of addresses

1. Navigate to the Administration - Data screen, then the Addresses view.
2. Specify criteria to query for the appropriate addresses.

For example, you can query for addresses in a particular zip code or equivalent postal code.
3. Select the appropriate records.
4. Click Bulk GeoCode.

A batch operation is performed to obtain the latitude and longitude data for these addresses. The following
message appears: Batch Geocode Request is submitted successfully.

The value in the Geocoding Fail Description field changes to Geocoding InProgress for selected records in
which the Geocode Valid field is set to N.

Successful responses update the Latitude and Longitude fields for applicable addresses. In these cases, the
Geocoding Fail Description field is cleared and the Geocode Valid field is set to Y. When multiple geocodes or
no geocodes are returned for an address, the Geocoding Fail Description field is updated with the appropriate
error message.

5. If necessary, refresh the view by requerying.
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Associating Geocodes with Addresses for Service Regions

Business administrators use the following procedure to associate geocodes with addresses for a service region that they
migrate to Oracle Real-Time Scheduler 1.0.

To associate geocodes with addresses for a service region

Navigate to the Administration - Scheduling screen, then the Service Regions List view.
Select the service region for which you want to associate geocodes.

Click the Zip Codes view tab.

Click Bulk GeoCode.

P UWNa

A batch operation is performed to update the Latitude and Longitude fields for all addresses with a zip code
or equivalent postal code value that corresponds to a zip code or equivalent postal code value for the service
region in the Zip Codes view.

Associating Geocodes with New Addresses
Business administrators use the following procedure to associate geocodes with new address records.

To associate geocodes with a new address

1. Navigate to the Administration - Data screen, then the Addresses view.
2. Create a new address record.

3. When the Latitude and Longitude fields for a new (or existing) address record are not populated with valid data,
click Get GeoCode.

The Get GeoCode button also appears in the following Siebel views that display address data:

o Service Details view in the Employees view of the Administration - User screen
o Schedules view in the Activity List view of the Activities screen

4. Select the appropriate latitude and longitude from the GeoCode dialog box.

o Select Update Geocode to update only the latitude and longitude data.
o Select Update Geocode and Address to update the latitude and longitude data and the address data.

Note: Any manual updates to the address record update the Geocode Valid field to N, and show that the address was
edited. Associate geocodes with this address record again. Both the Bulk Geocode and Real Time Geocode functions
process only records in which Geocode Valid field is set to N.

Transferring Addresses to Oracle Real-Time Scheduler 1.0

Business administrators use the procedure in this topic to transfer addresses to Oracle Real-Time Scheduler 1.0. They
use this procedure to transfer period-of-unavailability (POU) addresses.

To transfer an address to Oracle Real-Time Scheduler 1.0

1. Navigate to the Administration - Data screen, then the Addresses view.
2. Select an address record containing valid latitude and longitude data.
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3. Click Transfer.

The address record is transferred to Oracle Real-Time Scheduler 1.0. If problems are encountered, and the
address cannot be transferred, then an error message appears.

Managing Activity Skills for Skills-Based Assignments

You can use Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0 to manage activity skill rules during
appointment booking to support skills-based assignment. For more information, see About Activity Skills.

This topic contains the following related information:
- Defining Activity Skill Rules
« Defining Rule Objects

This task is a step in Process of Administering Schedules Using Siebel Field Service Integration to Oracle Real-Time
Scheduler 1.0.

Defining Activity Skill Rules

Business administrators define the required skills to work on an activity as rules in the Skills Transfer - Rules
Administration view.

They can define a skill item as an exact value or as a selectable value, as follows:

For example, the business administrator can define a skill item to include the exact value of a product or
product model. The business administrator defines an activity skill rule and an associated skill item in which the
value in the Product field represents a specific product or product model that the field service engineer must be
skilled with, such as Model 3567.

For example, the business administrator can define the skill to require that the field service engineer is skilled
with the product model that is associated with the service request. The business administrator sets the Pick
From Object field for the skill item to Y, and uses the Rule Object and Object Attribute fields to specify the field
from which the user selects the model name.

To define an activity skill rule

Navigate to the Administration - Scheduling screen, then the Skills Transfer - Rules Administration view.
Create a new record to define a rule.

Drill down on the rule name to navigate to the Criteria view.

Define the criteria for the rule.

Navigate to the Skills view to define the skills and skill items for the rule.

i UN

Defining Rule Objects

A rule object defines the link between the Action entity (for activities) and any other entity, such as Service Request,
Order, Order Line Item, and so on. Siebel administrators define rule objects. They must define rule objects before a
business administrator can specify rule criteria.

If a business administrator must define a rule criteria that is based on an attribute, such as Order Type, then a Siebel
administrator must establish a link between the Action business component and the Order Entry business component.
When a Siebel administrator creates this link in the form of the necessary rule object, the fields of the Order Entry
business component (including the Order Type field) are available in the Criteria view. A Siebel administrator establishes
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this link by creating a rule object between these two entities. After the rule object creation, the business administrator
can pick the rule object in the Criteria field.

The Activity Rule Object and Activity Service Request rule objects are predefined in the seed data.

To define a rule object

1. Navigate to the Administration - Scheduling screen, then the Rule Objects Administration view.
2. Create a new record to define a rule object.
Some fields are described in the following table.

Field Comments

Rule Object Type the name of the rule object. For example, if you want to establish a link between the
Activity and Order Entry business components, then the name might be Activity - Order.

Business Object Select the business object that you want to link to both the linked business components. For
example, if you want to link the Action and Order Entry business components, then the Source
Business Object is Order Entry.

Source BC Select the source business component. In this example, the source is the Action business
component.
Target BC Select the target business component with fields to make available in the Criteria view. In this

example, the target is the Order Entry business component.

Source Field Select the field in the source business component that you want to join to the target field.
Target Field Select the field in the target business component that you want join to the source field.
Comments Type comments to describe this rule object.

Booking Appointments Using Siebel Field Service
Integration to Oracle Real-Time Scheduler 1.0

Customer service representatives can use the procedure in this topic to book appointments. For more information, see
About Appointment Booking for Siebel Field Service Integration to Oracle Real-Time Scheduler 1.0.

The procedure in this topic assumes that a customer service representative books the appointment from the Service
screen. The representative creates the service request, and then must schedule an activity. The representative books
the appointment as part of resolving the customer issue.
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You can work with activities in many ways. Your process for working with activities depends on your company’s
deployment and business requirements and on the nature of the customer communication. For more information about
working with activities, see Service Activities.

The functionality relating to the fields in the Schedule view of the procedure in this topic works as expected only if the
appropriate data for these fields was previously defined in the appropriate environment and synchronized as necessary
between the Siebel application and Oracle Real-Time Scheduler 1.0.

To book an appointment using Siebel Field Service Integration to Oracle
Real-Time Scheduler 1.0

1. Navigate to the Service screen, then the Service Request List view.
Create a new service request record for the customer issue, and then drill down on the value in the SR #
(number) field.

3. Inthe Activities view tab, create a new activity record for the service request, and then drill down on the value in
the Type field.

4. Click the Schedule view tab.

5. Complete the form fields as appropriate.

Some fields are described in the following table.

Field Comments

Service Region Select the service region for the activity. The default service region is based on the zip code or
equivalent postal code of the account address.

Work Time Type the time needed to complete the activity. Work time data is transmitted to Oracle Real-
Time Scheduler 1.0 when you click the Insert Activity button or Update Activity button in this
view, or when you click the Confirm button in the dialog box that appears when you click Book
Appointment.

Duration Select the time needed to complete the activity.

For activities scheduled using Oracle Real-Time Scheduler 1.0, Duration equals Planned End
minus Planned Start, and includes only Work Time. Oracle Real-Time Scheduler 1.0 does not
support activity breaks. The Allow Breaks field does not apply to any activities scheduled using
Oracle Real-Time Scheduler 1.0.

Earliest Start Select the earliest time and date the activity can begin. This field usually indicates contractual
commitments or deadlines. If you do not populate this field, then the current date and time are
used for the appointment request.

Latest Start Select the latest time and date the activity can begin. This field usually indicates contractual
commitments or deadlines. If you do not populate this field, then the current date and time,
plus seven days, are used for the appointment request.

Slot Group Type the slot group for the customer.
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Comments

Select this check box as appropriate. This field affects how appointments are returned. In
general, the functionality for this field is the same as the functionality for this field in Siebel
Scheduler. For more information, see Locking Assignments and Schedules for Activities (End
User).

Select this check box as appropriate. This field affects how appointments are returned. In
general, the functionality for this field is the same as the functionality for this field in Siebel
Scheduler. Locking Assignments and Schedules for Activities (End User).

For Oracle Real-Time Scheduler 1.0, selecting this field locks the activity within a 20-minute
window of the planned start. For example, if Planned Start is at 10:00 A.M., then the activity can
start any time between 9:50 A.M. and 10:10 A.M,, and is not fixed at 10:00 A.M.

Select the appropriate account for the customer.

Select the appropriate account address for the customer. If you try to book an appointment
when the address does not have latitude and longitude data, then the following error message
appears: The Account Address is not Geocoded. Make sure it is geocoded before proceeding.

You can obtain the latitude and longitude data by clicking the Get GeoCode button in this view.
For more information, see Administering Addresses.

6. Click Book Appointment to request available appointment slots from Oracle Real-Time Scheduler 1.0.

This button is available in the Schedule view in the Activity List view of the Activities screen or in the Activities
view in the Service Request List view of the Service screen.

The scheduling engine is associated with the service region processes the request. If this integration is
implemented and a service region was migrated, then the scheduling engine is set to ORS, and the request is
sent to Oracle Real-Time Scheduler 1.0. For more information, see Administering Service Regions.

Unlike Siebel Scheduler, Oracle Real-Time Scheduler 1.0 does not lock these slots. Consequently, multiple
customer service representatives can see the same slot. The first representative to confirm a slot successfully
completes the confirmation, and a list of available appointment slots appears. The slot confirmation fails for

other representatives.

7. If none of the appointments are acceptable to the customer, then complete the following steps:

a. Click Cancel.

b. Adjust the appointment range as needed.
c. Click Book Appointment again.
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8. Select an appointment the customer agrees to, and click Confirm.

Oracle Real-Time Scheduler 1.0 verifies that the cost of the appointment did not change and exceed the
maximum cost, and then confirms the appointment. For information about how the maximum cost is defined,
see Siebel Field Service Integration to Oracle Real-Time Scheduler Implementation Guide .

The activity status is updated to Scheduled, and the planned start and end dates are populated. When the
activity is dispatched in Oracle Real-Time Scheduler 1.0, the activity status updates again to Dispatched. (This
update might occur much closer to the appointment time.)
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7 Scheduling Using Oracle Real-Time
Scheduler Version 2.x

Scheduling Using Oracle Real-Time Scheduler Version
2.X

This chapter provides information about how to configure, administer, and use Siebel Field Service Integration to Oracle
Real-Time Scheduler Version 2.x. It includes the following topics:

| Note: The Oracle Real-Time Scheduler Version 2.x is applicable to the current version 2.1 and 2.3.

- About Using Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x

« About Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x

- About Documentation for Oracle Real-Time Scheduler 2.x

« About User Profiles for Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x

- About Service Regions

« About Employee Administration

« About Performing Schedule-Related Tasks in Oracle Real-Time Scheduler 2.x

- About Appointment Booking for Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x
- About Activity Skills

« About Dispatch Management

- About Mobile Data Management

« About Fault Handling

« Process of Configuring Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x

« Process of Administering Schedules Using Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x

« Booking Appointments Using Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x

About Using Siebel Field Service Integration to Oracle
Real-Time Scheduler 2.x

Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x is available as an alternative to Siebel Scheduler. Siebel
Scheduler is available only to new customers in controlled availability. For more information, contact your Oracle sales
representative. For more information about Siebel Scheduler, see Scheduling Using Siebel Scheduler.

You can specify the scheduling method to use for each service region. For more information about migrating service
regions, see Administering Service Regions.
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About Siebel Field Service Integration to Oracle Real-
Time Scheduler 2.x

Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x extends or replaces the existing Siebel Scheduler
capabilities to provide Siebel Field Service customers with support for real-time scheduling, street-level routing, and
other features available through Oracle Real-Time Scheduler 2.x. For more information about the technical aspects of
this integration, see Siebel Field Service Integration to Oracle Real-Time Scheduler Implementation Guide .

Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x supports languages that both Siebel Business
Applications and Oracle Real-Time Scheduler 2.x support. Supported languages include, for example, French but not
Hebrew.

You can implement language deployments for this integration in one language or in multiple languages. Siebel Field
Service sends the logged in user's language to Oracle Real-Time Scheduler 2.x. For more information, see About
Service Regions. For language support for Oracle Real-Time Scheduler 2.x, see the documentation for Oracle-Real-
Time Scheduler in About Documentation for Oracle Real-Time Scheduler 2.x. For language support for Siebel Business
Applications, see Siebel Global Deployment Guide and Siebel System Requirements and Supported Platforms on Oracle
Technology Network.

Note: For Siebel CRM product releases 8.1.1.9 and later and for 8.2.2.2 and later, the system requirements and
supported platform certifications, and information about certifications are available from the Certification tab on My
Oracle Support.

Oracle Real-Time Scheduler 2.x error messages appear only in the language of the logged in Siebel Field Service user.

You can programmatically access some of the functionality for Siebel Field Service Integration to Oracle Real-Time
Scheduler 2.1 through Siebel business services. For example, business service methods can be invoked from a workflow
process. For more information about these business services and methods, see Business Service Methods for Siebel
Field Service Integration to Oracle Real-Time Scheduler.

For more information about method arguments, review the business services and associated data in Siebel Tools. For
more information, see Using Siebel Tools , Configuring Siebel Business Applications , and related documentation.

About Documentation for Oracle Real-Time Scheduler
2.X

For more information about tasks that you perform in Oracle Real-Time Scheduler 2.3, see the documentation for Oracle
Real-Time Scheduler 2.3. Go to Oracle Software Delivery Cloud, and click the Oracle Utilities Applications product pack.

Related Books

- Oracle Real-Time Scheduler V2.3.0 Release Notes
- Oracle Real-Time Scheduler V2.3.0 Quick Install Guide
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- Oracle Real-Time Scheduler V2.3.0 Install Documentation
- Oracle Real-Time Scheduler V2.3.0 User Documentation

- See also the readme files and release notes for Oracle Real-Time Scheduler 2.3 products.

About User Profiles for Siebel Field Service Integration to
Oracle Real-Time Scheduler 2.x

User profiles apply to the business functions of the integration that do not include technical functions, such as
installation or system administration. For more information about the integration flows for these activities, see Siebel
Field Service Integration to Oracle Real-Time Scheduler Implementation Guide . For more information about field service
tasks that you perform using Siebel Business Applications, see other chapters of this guide.

The major user profiles for this integration follow:

Business administrator. Responsible for performing business administration tasks in the Siebel Business
Applications (Siebel Service, with Siebel Field Service) and in Oracle Real-Time Scheduler 2.x.

Tasks for the Siebel application include employee administration, schedule administration, and address
administration. Tasks for Oracle Real-Time Scheduler 2.x include shift template administration, speed time
window settings, enhancement of employee data, and so on.

Most deployments have from one to ten business administrators.

Dispatcher. Responsible for dispatch management, shift management, and user map management. The
dispatcher performs tasks in Oracle Real-Time Scheduler 2.x application.

Typically, each service region has one or two dispatchers.

- Call center agent or customer service representative. Responsible for handling calls in the call center or

other customer communications. Agents determine whether they must deploy a field service engineer to the
customer location, and can book a suitable appointment for a field service engineer to visit the customer.

The number of agents varies widely by deployment and commonly includes from ten to ten thousand agents. A
typical number of agents is several hundred.

Field service engineer. Responsible for performing assigned service activities at customer sites or other
locations. These people create and manage data on remote devices, using Siebel Mobile or Siebel Mobile
Application for Siebel Service.

The number of field service engineers varies widely by deployment and commonly includes from a few
hundred to a few thousand engineers.

About Service Regions

Service regions in the Siebel Business Applications map to service areas in Oracle Real-Time Scheduler 2.x. For
information about defining and mapping service regions, see Administering Service Regions.
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About Employee Administration

Siebel documentation provides information about creating and administering employees in the Siebel application.
However, some fields apply to Siebel Field Service Integration to Oracle Real-Time Scheduler 2.x, and some
requirements related to how such data is used in Oracle Real-Time Scheduler 2.x apply. For more information about
creating and administering employees in the Siebel application, see Siebel Security Guide and Siebel Applications
Administration Guide .

Integration Changes for Employee Administration

For this integration, some of the changes and requirements for administering employees are as follows:

- Select appropriate values in the Start Shift From and End Shift At fields to reflect the employee logon and logoff
points of the shift for the employee. LOVs- Home (Travel Incl.) and Home (Travel Not Incl.)