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37.2



Module Objectives „



After completing this module you will be able to: ` Describe how ROW_IDs support Siebel referential integrity ` Describe how Enterprise Integration Manager (EIM) is used to support Siebel referential integrity while importing external data ` Describe why direct SQL statements cannot be used to insert user data



„



Why you need to know ` Enables you to properly import external data into the Siebel database
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37.3



User Data „



User data is populated and managed by you ` Installation populates seed data and repository data, not user data



Database



User-supplied data such as account information
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37.4



Populating and Managing User Data Use the client application to enter, update, or delete small amounts of data directly in the base tables „ Use server tasks to: „



` Import large amounts of data from external sources through interface tables ` Delete large amounts of data



Database External data
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EIM deletes are useful for archiving old data and deleting obsolete data. During delete processing, deleted rows are written to interface tables, from which they can be archived in a format allowing easy re-import if necessary.
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37.5



Base Tables „



User data is stored in one or more base tables in the Siebel database ` Relationships between base tables (referential integrity) rely upon primary and foreign keys based on ROW_IDs „ „



ROW_ID is the system primary key for every base table ROW_ID is a system-generated value



PK



PK



S_BU



FK



S_ORG_EXT
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Introducing Enterprise Integration Manager



37.6



User Keys Primary and foreign keys based on ROW_ID are used for system-wide referential integrity „ Based on multiple columns, user keys are used to uniquely identify a row for EIM „



PK ROW_ID



User Key NAME



LOC



FK BU_ID



S_ORG_EXT Module 37: Introducing Enterprise Integration Manager
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37.7



Interface Tables „



Interface tables store external data inside the Siebel database ` Staging area for data to be imported, updated, or merged into base tables via EIM ` Staging area for data exported by EIM ` Staging area for data to be deleted in the base table using EIM’s DELETE EXACT clause S_ORG_EXT EIM_ACCOUNT



S_ADDR_ORG



Interface Table External data



Base Tables
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During imports, EIM attempts to import data from the interface table to the base tables. It is important to note that if the data loaded in the interface table is faulty, it will remain faulty in the base table(s). EIM does not perform data cleansing.
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37.8



Enterprise Integration Manager (EIM) „



Server task that manages exchange of data between external data in interface tables and user data in base tables S_ORG_EXT EIM_ACCOUNT



Siebel Server



EIM



S_ADDR_ORG
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37.9



EIM Processing „



EIM reads a configuration file to determine: ` Whether data should be imported, merged, deleted, or exported ` Which interface table(s) and base table(s) are used and affected Import, merge, delete, or export



Siebel Server



EIM Configuration file (.ifb)
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This course focuses on import (insert) and delete.
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37.10



Referential Integrity „



User key column mappings in interface tables are used to resolve ROW_IDs for base tables, maintaining referential integrity PK (ROW_ID) User key 1-8D Acme FK (ROW_ID)



Interface Table



1-8D



Base Tables
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37.11



SQL „



You cannot use SQL to populate user data in base tables



37



` Relationships between tables are complex ` Referential integrity is maintained programmatically through ROW_IDs, not using constraints on the database ` SQL statements cannot generate Siebel ROW_IDs



PK



SQL



S_ORG_EXT



S_ADDR_ORG
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37.12



Summary „



This module showed you how to: ` Describe how ROW_IDs support Siebel referential integrity ` Describe how Enterprise Integration Manager (EIM) is used to support Siebel referential integrity while importing external data ` Describe why direct SQL statements cannot be used to insert user data
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38.2



Module Objectives „



After completing this module you will be able to: ` Determine appropriate interface (EIM) tables and columns to use to perform imports into and deletes from Siebel base (destination) tables and columns ` Document how external data maps to EIM tables and base tables



„



Why you need to know ` Enables you to construct a strategy for successful imports into and deletes from the Siebel database
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38.3



Data Mapping „



Data mapping determines: ` Which Siebel base table columns will store external source data ` Which interface (EIM) table columns will be used to import from source to destination Where data ends up Source (external)



Destination (base)



How to get there Interface (EIM) Module 38: Data Mapping
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Data Mapping



38.4



Source Data „



Analyze external source data ` Which attributes need to be stored? ` Which entity does the collection of attributes represent? ` What relationship(s) does this entity have to other entities? Entity



Customer Name... Attribute



M:M 1:M



Sales Person Name...



Decision Maker Name...
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38.5



Siebel Destination „



Analyze Siebel destination tables and columns ` Use the sample application to determine business components (BCs), tables, and relationships ` Use Siebel Tools to view tables and columns, business components, and relationships ` Use the data model reference to inspect tables and columns



Account



Position



Contact
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Account, Position, and Contact entities are person- and organizationrelated. Therefore, their business components share the S_PARTY table.
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38.6



Map Source to Siebel Destination „



Determine how the source maps to the Siebel destination ` Which Siebel business component represents the external entity? ` Which Siebel base tables and columns will store the source attributes?



Account



Position Sales Person



Customer



Name...



Name... Contact Decision Maker Name... Module 38: Data Mapping



Siebel 7 Essentials



6 of 21



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Data Mapping



38.7



How to Get There „



After documenting the source-to-base mappings, determine EIM-to-base mappings using Bookshelf and/or Tools Source Entity Company Company Company Company Company



Source Attribute EIM Table EIM Column Base Table Name S_ORG_EXT Phone S_ORG_EXT Address S_ADDR_ORG S_ADDR_ORG S_ADDR_ORG



9 How to get there?



?



Base Column NAME MAIN_PH_NUM ADDR CITY ZIPCODE
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Siebel Tools Reference



Reference



Interface Tables Reference



Base Table



A base table is the destination table in the Siebel database for your data.
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Data Mapping



38.8



Table Relationships An interface table may populate more than one base table „ A base table may be populated by more than one interface table „



EIM_ACCOUNT



S_ORG_EXT



EIM_ADDR_ORG S_ADDR_ORG
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38.9



Locate EIM Tables in Tools „



Locate candidate EIM tables using Tools ` Example: Locate EIM tables that populate S_ORG_EXT



Flat tab



38



Query



EIM tables that populate S_ORG_EXT Result



Note: Use EIM_ tables not _IF tables Module 38: Data Mapping
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38.10



Select EIM Table „



Select the EIM table that best maps to the target base tables and columns ` Example: EIM_ACCOUNT may be a better choice than EIM_ADDR_ORG if you want to import into S_ORG_EXT and S_ADDR_ORG in the same batch EIM table



Populates



Main base table



Base column



Populates
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38.11



EIM to Base Mappings Determine EIM columns that populate target base columns „ Determine other EIM required columns to populate the target base table „



` Other columns may be required based on required fields in the base table



EIM table



Base table



EIM column
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Data Mapping



38.12



Determine EIM Columns in Bookshelf „



Determine which EIM column populates the target base column ` Example: MAIN_PH_NUM on EIM_ACCOUNT populates MAIN_PH_NUM on S_ORG_EXT



Base column
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Column names are often the same, but not always.
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38.13



Determine EIM Required Columns in Bookshelf „



Determine EIM required columns to populate the target base table ` Example: EIM columns NAME, ACCNT_BU, ACTIVE_FLG, DISA_CLEANSE_FLG, and EVT_LOC_FLG, among others, are required to populate a row in S_ORG_EXT from EIM_ACCOUNT Default Value



User key columns Y means required Module 38: Data Mapping
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38.14



Determine EIM Columns in Tools „



Query Attribute Mappings in Tools to determine which EIM column populates the base column ` Example: MAIN_PH_NUM on EIM_ACCOUNT populates MAIN_PH_NUM on S_ORG_EXT Base table and column



Use Flat tab to Query



Result



Module 38: Data Mapping



Siebel 7 Essentials



EIM table and column



14 of 21



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Data Mapping



38.15



Determine Base Required Columns in Tools „



Determine required base table columns that do not have defaults (EIM does not recognize non-system default values)



38 Query Table > Column



Result = required base columns Default not recognized by EIM Module 38: Data Mapping
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38.16



Determine EIM Required Columns in Tools „



An EIM column is required if there is a mapping from it to one of the required, non-system default columns on the base table



EIM Interface Table = EIM_ACCOUNT



Query within Attribute Mapping and Foreign Key Mapping
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Base Table



Query for all base, required, non-system default columns
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38.17



Verify Mappings „



Verify that the column mappings match the applet and business component mappings ` Make sure the control on the applet you intend to display maps to the same column you are populating with EIM Select field to verify column



Determine object name



Module 38: Data Mapping



Siebel 7 Essentials



Use Web Layout Editor to verify field



17 of 21



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



38



Data Mapping



38.18



Mapping Considerations „



Understand how to enter organization data ` Fill in _BU column with name of the organization ` Leave _BI column blank „



„



Populated with foreign key during import processing



Understand additional columns that must be populated for party business components ` Examples: „ „ „



PARTY_UID PARTY_TYPE_CD ROOT_PARTY_FLG
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38.19



Document Mappings „



Document mappings between source, EIM, and base so that everyone has a common understanding ` EIM and configuration tasks are often performed by different people ` Avoid re-doing tasks if team members leave the project Source Entity



Source Attribute



EIM Table



EIM Column



Base Table



Base Column



Company



Name



EIM_ACCOUNT



NAME



S_ORG_EXT



NAME



Company



Phone



EIM_ACCOUNT



MAIN_PH_NUM



S_ORG_EXT



MAIN_PH_NUM



none



EIM_ACCOUNT



ACCNT_BU



S_ORG_EXT



BU_ID



none



EIM_ACCOUNT



DISA_CLEANSE_FLG



S_ORG_EXT



DISA_CLEANSE_FLG



none



EIM_ACCOUNT



PROSPECT_FLG



S_ORG_EXT



PROSPECT_FLG



none



EIM_ACCOUNT



PRTNR_FLG



S_ORG_EXT



PRTNR_FLG
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Data Mapping



38.20



Summary „



This module showed you how to: ` Determine appropriate interface (EIM) tables and columns to use to perform imports into and deletes from Siebel base (destination) tables and columns ` Document how external data maps to EIM tables and base tables
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38.21



Lab „



In the lab you will: ` Map external solutions data to EIM tables and base tables ` Map external product data to EIM tables and base tables



38
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Invoking Enterprise Integration Manager



39.2



Module Objectives „



After completing this module you will be able to: ` Populate interface (EIM) tables for inserts and deletes ` Modify configuration (.ifb) files for inserts and deletes ` Invoke an Enterprise Integration Manager (EIM) server task



„



Why you need to know: ` To successfully import external data into the Siebel database and perform batch deletes
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39.3



Interface Table Structure „



All interface tables have three columns which must be populated in addition to the data that was mapped ` IF_ROW_BATCH_NUM, ROW_ID, IF_ROW_STAT



Number to identify all records that should be processed in the batch IF_ROW_BATCH_NUM 100 100 200 200



Unique number to identify the record in the batch ROW_ID IF_ROW_STAT 1 FOR_IMPORT 2 FOR_IMPORT 1 FOR_DELETE 2 FOR_DELETE



Non-null character value which is reset during the run



39



NAME Photocopier Fax Machine Shredder Toner Cartridge



FOR_IMPORT specifies that the row is for import; FOR_DELETE specifies delete
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ROW_ID



ROW_ID here is not the generated ROW_ID used on base tables.



Reference



Siebel Enterprise Integration Manager Administration Guide
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39.4



EIM T_ Columns „



All interface tables have T_ columns used to hold temporary values and status used during processing step



Temporary values



Status of target table
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39.5



Load EIM Tables „



Load source data into EIM tables using non-Siebel process ` Use database vendor utilities such as DTS, bcp or SQL Loader to load data from flat files ` Use Select into to pull data from other SQL databases ` Write programs or stored procedures to cleanse or preprocess and insert rows ` Use direct SQL insert, update, or delete statements to update columns



External Data Non-Siebel process



EIM_PROD_INT
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Invoking Enterprise Integration Manager



39.6



Verify EIM Load Use SQL to verify the EIM tables loaded correctly „ If necessary, update values using SQL „
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39.7



Processing Order „



Determine the correct processing order for EIM tables ` When importing, tables referenced via foreign key must be loaded first ` Reference the default.ifb and Siebel Bookshelf for recommended processing order



39



Order
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39.8



Configuration (.ifb) file: Imports „



Direct execution of an EIM task using a configuration (.ifb) file ` Specifies the batch, order, and type of processing ` Use the default.ifb as a template



Section to process IF_ROW_BATCH_NUM value - rows to process



Destination table



EIM table



Default column values
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Configuration (.ifb) file: Deletes „



Set configuration (.ifb) file parameters to specify type of delete ` DELETE EXACT, DELETE MATCHES, or DELETE ALL ROWS



Section to process



EIM table
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39.10



Delete Exact „



Deletes rows in base table with user key values specified in the interface table ` Affects base table identified with ONLY BASE TABLES parameter ` Delete is cascaded, updating or deleting rows in other base tables that have foreign keys to the affected table



Ensure that any columns that are not part of the user key are NULL in the interface table „ Example: „
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Best Practice
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While the DELETE EXACT parameter can be used to delete rows from both target and non-target base tables, it should be used only to delete non-target. Rows in non-target tables that do not contain user keys will not be deleted.To delete rows from the target base table, use the DELETE MATCHES parameter.
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39.11



Delete Matches Deletes rows based on a WHERE clause „ Define interface table and filter expression to be used against target base table „ Example: „



39
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Delete All Rows „



Deletes all rows in named table ` Valid values are TRUE and FALSE



„



Example:
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The DELETE ALL ROWS parameter is set to TRUE by default for all tables mapped to the interface table. By setting it FALSE, you prevent rows being deleted from a table.
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Delete Rows „



Prevents deletion from specified tables ` Set to TRUE by default ` To prevent deletions, set DELETE ROWS to FALSE and specify the tables



„



Example:
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39.14



EIM Processing Running an EIM task creates an operating system (OS) process that writes log entries, reads the .ifb file, loads the dictionary, and executes EIM steps „ Example: „



Dictionary



Siebel Server



.ifb



EIM



log
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EIM and Transaction Logging „



Transactions will be logged during EIM to synchronize mobile users ` Before initial loads, turn off logging „



Navigate to Application AdministrationÆSystem Preferences



` After initial loads, turn on logging to support mobile users
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39.16



Invoke EIM Task „



Use Server Manager to run an EIM task ` Create an EIM task ` Set parameters ` Start the task Import



Siebel Server



Interface Table



EIM



Base Table



Configuration file
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Create EIM Task „



Navigate to Server AdministrationÆEnterprise OperationsÆComponent Requests to create an EIM task



39



Click New



Pick EIM component
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Set Parameters „



Set parameters for the EIM task



Click New



Set Values Configuration file



Password can be set here instead of in .ifb
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Start Task „



Start the EIM task from the menu button in the Component Requests form



39



Click to start the task
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39.20



Monitor EIM Task „



Use Server Manager to monitor the EIM task ` Navigate to Server AdministrationÆTasks ` Query to view progress
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39.21



Verify EIM Task „



Verify EIM task using ` Server Manager logs ` SQL against the EIM and base tables ` Client application to view data
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39.22



Verify Logs „



Verify log files Server\log directory Corresponds to Task Number



Success Inserts



No failures Module 39: Invoking Enterprise Integration Manager
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39.23



Verify Tables „



Run SQL Select statements to verify the table data



39
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Common IF_ROW_STAT Values For Imports „



IMPORTED ` Success for all target/destination tables



„



PICKLIST_VALUES ` Failed because required picklist value not found in S_LST_OF_VAL



„



REQUIRED_COLS ` Failed because required column has NULL value



„



DUP_RECORD_EXISTS ` Failed because target table has row with same values



„



FOREIGN_KEY ` Failed because a required foreign key could not be resolved



„



PARTIALLY_IMPORTED ` Success for target base table; failure for secondary table
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Verify Deletes Using Interface Table „



EIM uses the T_DELETED_ROW_ID column on the interface table to record the ROW_ID of deleted rows



39
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Verify Data „



Verify data in the application using appropriate views ` Example: Product Administration
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Remove Data from EIM Tables You are responsible for removing records from the EIM tables „ Use SQL to delete EIM table records once they have been successfully processed „
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39.28



Summary „



This module showed you how to: ` Populate interface (EIM) tables for inserts and deletes ` Modify configuration (.ifb) files for inserts and deletes ` Invoke an Enterprise Integration Manager (EIM) server task
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39.29



Lab „



In the lab you will: ` Load solutions data into the interface table ` Import solutions data from the interface table to base table ` Load company data into the interface table and import it to the base table
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40.2



Module Objectives „



After completing this module you will be able to: ` Use configuration file parameters to enhance performance ` Set troubleshooting flags ` Extend interface (EIM) tables to support base table column extensions ` Use Enterprise Integration Manager (EIM) to set explicit primaries



„



Why you need to know ` To reduce time spent importing data ` To troubleshoot import problems successfully ` To leverage the full capabilities of EIM
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40.3



Configuration (.ifb) Parameters „



Use enhanced configuration parameters to speed EIM processing and reduce elapsed time ` Process options ` Import options



40



3 of 15



Module 40: Setting Enterprise Integration Manager Options



Reference



Siebel 7 Essentials



Siebel Enterprise Integration Manager Administration Guide



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Setting Enterprise Integration Manager Options



40.4



Process Options „



Explicitly include or exclude tables and columns to avoid unnecessary processing ` Use ONLY BASE TABLES, ONLY BASE COLUMNS OR ` Use IGNORE BASE TABLES, IGNORE BASE COLUMNS



„



Example:



Directs task to process only these target tables
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When using Only Base Columns, must specify all required user key columns.
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40.5



Process Options Continued „



Set options to control processing and enhance performance ` Set USING SYNONYMS to FALSE to avoid unnecessary processing ` Use SHELL to process multiple EIM tables/sections in a single run



„



Example:



40



Directs task to ignore account synonyms
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40.6



Import Options „



Set options to preprocess EIM rows and columns ` Use FILTER QUERY to select a subset of EIM rows for processing ` Use DEFAULT COLUMN or FIXED COLUMN to set values for EIM columns



„



Example:



EIM column, operator, and value



Module 40: Setting Enterprise Integration Manager Options



Siebel 7 Essentials



6 of 15



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Setting Enterprise Integration Manager Options
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Set Troubleshooting Flags „



Task parameters can override component-level event logging to create additional information in the log ` Trace Flags = 1 „



Records processing steps



` Error Flags = 1 „



Records details regarding failed rows



` SQL Trace Flags = 8 „ „ „



Records summary SQL Should only be done in test environment Dramatically impedes EIM performance and generates large log file
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Deletes Run deletes to eliminate records produced by incorrect runs or to delete unneeded data „ Example: „



Deletes rows from S_PROD_INT that match rows on EIM_PROD_INT that match the criteria
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Populate Extension Columns „



To populate base table extension columns through EIM ` Add an extension column to the EIM table ` Map the EIM column to the base column ` Test the mapping by running EIM on the server



„



Use the Interface Table Mapping wizard



EIM table



Base table
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Create Mappings for Extension Columns and Tables Update EIM table mappings to include any columns or tables you have added using the Interface Table Mapping wizard „ Select the table in Tools, right-click, select EIM Table Mapping… and complete the wizard „



Specify base table



Specify a unique prefix for interface table columns created for mapping extension columns Select the interface table you want to map to the extension table or column



Module 40: Setting Enterprise Integration Manager Options



Interface Table Mapping Wizard Restrictions



Siebel 7 Essentials



10 of 15



ƒ Does not support mapping to custom stand-alone tables ƒ Does not support foreign key relationships to other tables without user key attributes ƒ Customers cannot create their own EIM tables or user key attributes ƒ Does not support automatic Primary mapping



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Setting Enterprise Integration Manager Options
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Primaries „



A primary foreign key points from a parent record to one child record ` Provides for enhanced runtime performance (reduces subqueries) ` May also convey business meaning (primary address) S_ORG_EXT



Parent



Child



S_ADDR_ORG



ROW_ID NAME PR_ADDR_ID



OU_ID ROW_ID ADDR



AAA



AAA



11



100 Main Street



AAA



33



2200 York Street



IBM 33



Primary Foreign Key (PFK)
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Explicit Primaries „



Use the primary flag to set explicit primaries through EIM ` Use when the external system knows which child should be primary EIM table



EIM_ACCOUNT NAME



ADDR_ADDR



ADDR_CITY



Acme



Elm Street



Boston



Acme



Main Street



San Mateo



ACC_PR_ADDR Y



Set the PFK to point to this child data



S_ORG_EXT



S_ADDR_ORG



ROW_ID NAME PR_ADDR_ID



OU_ID ROW_ID ADDR



CITY



A



A



1111



Elm Street



Boston



A



3333



Main Street



San Mateo



Acme 3333 Base tables
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Implicit Primaries „



Allow EIM to implicitly set primaries ` Use when the external system does not know the primary ` Sets the primary to be the child with the lowest ROW_ID ` Mimics auto primary in the application EIM table



EIM_ACCOUNT NAME



ADDR_ADDR



ADDR_CITY



Acme



Elm Street



Boston



Acme



Main Street



San Mateo



40



S_ORG_EXT



S_ADDR_ORG



ROW_ID NAME PR_ADDR_ID



OU_ID ROW_ID ADDR



CITY



A



A



1111



Elm Street



Boston



A



3333



Main Street



San Mateo



Acme 1111 Base tables
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Summary „



This module showed you how to: ` Use configuration file parameters to enhance performance ` Set troubleshooting flags ` Extend interface (EIM) tables to support base table column extensions ` Use Enterprise Integration Manager (EIM) to set explicit primaries
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40.15



Lab „



In the lab you will: ` Load product data into the interface table ` Import product data from the interface table to base tables using enhanced configuration parameters and troubleshooting flags ` Delete product data from the interface table
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41.2



Module Objectives „



After completing this module you will be able to: ` Identify how master data is organized into catalogs and categories ` Identify how users are organized into access groups ` Control access to master data by associating access groups to categories



„



Why you need to know ` You need to understand how you can use Siebel eBusiness Applications to organize and control access to large amounts of static, referential data
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Business Problem „



Companies have large amounts of data that must be: ` Classified, so it is easy to organize, administer, navigate, and search ` Controlled, so users only have access to appropriate data



„



Example: Companies want different sales divisions to have access to different product lists
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41.4



Siebel eBusiness Solution „



Provides mechanisms for: ` Organizing and classifying large amounts of static, referential data ` Organizing users into groups for appropriate access to data
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Master Data „



Includes static, authored, referential data, such as: ` ` ` ` ` ` ` ` `



„



Products Solutions Literature Resolution items Auction items Events Decision issues Competitors Training courses



Is organized into catalogs made up of hierarchical categories
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Catalogs and Categories „



Catalog: ` Is a hierarchy of categories ` Does not itself contain any data



„



Categories: ` Are nodes in a catalog that contain master data and can contain many subcategories Catalog Categories



Product Lists Product Lists – U.S.



Product Lists - Europe



U.S. Product List - East



Europe Product List - North



U.S. Product List - West



Europe Product List - South



Master Data
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Benefits of a Catalog Structure „



Ease of navigation ` Categorized data are easier to navigate and search



„



Ease of access control administration ` Allows access to be granted at a group level rather than the individual record level
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Declare Catalogs or Categories Private „



Catalogs and categories can be: ` Public „



Everyone can see the data



` Private „



Only associated groups of users can see the data



Set Private flag
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Access Groups Are collections of users „ Can contain any combination of positions, organizations, divisions, accounts, and user lists „



` A user list is an ad hoc group of people containing contacts, users, employees, or partners as members



Cannot contain individual people such as employees and contacts „ Are used to grant access to categorized master data „ Can be assigned at the catalog or category level „
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Access Groups Continued „



Can be organized into a hierarchical structure ` An access group can have only one parent access group ` Child access groups inherit all of the access granted to their ancestor groups



Parent Access Group



Child Access Groups
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Access to Categorized Master Data „



Is controlled by associating one or more access groups to a catalog or category of master data ` The associated access group has access to that catalog or category of master data and all of its child categories, unless access to a child category is disallowed



„



Cannot be controlled at the individual record level
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41.12



Defining Access Control for Access Groups 1. 1.Define Definecatalogs catalogs



2. 2.Add Addcategories categoriesto tocatalogs catalogs



3. 3.Associate Associatedata datawith withcategories categories



4. 4.Declare Declarecatalogs catalogsor orcategories categoriesprivate private



5. 5.Associate Associateaccess accessgroups groupswith withcatalogs catalogs or categories or categories Module 41: Access Control and Access Groups
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1. Define Catalogs Navigate to Catalog Administration „ Create a new catalog „



Create a new catalog
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2. Add Categories to Catalogs Drill down on catalog name in Catalog view to navigate to Categories view „ Add categories to catalog „



Categories can have subcategories
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3. Associate Data with Categories „



Select the appropriate tab in the Categories view to add data to a category



In this example, products are added to categories
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4. Declare Catalogs or Categories Private „



Set Private flag at catalog or category level to restrict data access to associated access groups



Set Private Flag



Module 41: Access Control and Access Groups



Siebel 7 Essentials



16 of 18



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Access Control and Access Groups



41.17



5. Associate Access Groups „



Associate access groups at the catalog or category level



41 Associate Access Groups Module 41: Access Control and Access Groups
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Summary „



This module showed you how to: ` Identify how master data is organized into catalogs and categories ` Identify how users are organized into access groups ` Control access to master data by associating access groups to categories
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Module Objectives „



After completing this module you will be able to: ` Describe the different steps of a workflow process ` Create and test a workflow process



„



Why you need to know ` You need to understand Siebel Workflow to automate your business rules
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Challenge „



Companies establish business rules and procedures to ensure: ` Operational efficiency ` Service quality ` Adherence to contractual agreements



„



Business rules and procedures are not consistently enforced ` Manual enforcement is inefficient and ineffective ` Rules can be numerous, complex, and dynamic ` Time-based rules are difficult to enforce
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Solution „



Siebel Workflow provides: ` A set of tools to graphically define the processes and steps ` An engine to automate these processes
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Workflow Process „



Is an ordered set of steps executed in response to a defined set of conditions Workflow Process



Workflow Step
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Sample Workflows Are provided in the standard Siebel application „ Use them as a point of reference „



Sample Workflow Process: New Service Request
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Workflow Steps „



There are a variety of steps to use in a workflow process
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Start, Stop, and End Steps „



Use Start to trigger workflow process ` Example: Start workflow when service request (SR) is created or modified



Use Stop to notify user of error and stop workflow process instance „ Use End to finish the process „
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Decision Point „



Use to branch to various steps based on conditions ` Use a value comparison to determine which path to take If Severity is High, branch to Priority High step
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Business Service Use to perform a Siebel-supplied or custom function „ Example: Use business service to send email „
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Is an object type that implements global routines or methods. It runs within the Object Manager and is written in Siebel eScript or Siebel VB.
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42.11



Business Service Continued „



Use Tools ` To view Siebel-supplied business services ` To create custom business services



Some Siebel-supplied business services
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42.12



Sub Process „



Use it to invoke another process within an existing workflow process ` Reuse previously-defined workflow processes



„



Requires input arguments and may produce output arguments, for example: ` Pass in relevant object ID for sub-process step as an input argument ` Retrieve expected results as output arguments



„



Use to span multiple business objects



Invokes another workflow process Module 42: Introducing Siebel Workflow
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42.13



Operation Step Use it to perform insert, update, or query „ Example: Update SR priority to High „



„



Example: Update SR priority to Very High
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42.14



Wait Step Use it to define a period of time before executing a subsequent process „ Example: If SR not assigned within one day, send email to manager „
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42.15



Wait Step Continued „



Specify which schedule to use in the Wait step



Define schedule in Application AdministrationÆ Schedules



Select the schedule
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42.16



User Interact Navigates user to a view and waits for a response „ Example: Navigates user to a view to enter credit card number before purchasing items in shopping cart „
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42.17



Connector and Exception „



Connector ` Use it to define the direction of flow between two workflow steps ` Example: If SR status = Open, next step is Assign Service Request



„



Exception ` A type of connector ` Use it to handle system and user-defined errors ` Example: If email error, update error report
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42.18



Workflow Step Summary „



Input and output arguments are common to many workflow steps, for example: ` Business service ` Siebel operation



„



Process properties apply to the entire workflow process ` Use these variables for input and output arguments ` Decide which variables you want to capture in the workflow process
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42.19



Creating a Workflow Process 1. 1.Define Definerule ruleto tobe beautomated automated 2. 2.Create Createworkflow workflowprocess process 3. 3.Define Definestep stepdetails details 4. 4.Test Testthe theprocess process 5. 5.Activate Activatethe theprocess process
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42.20



1. Define Rule to Be Automated „



Decide how workflow will be invoked, for example: ` Assign new service requests based on area (software, network, installation, upgrade, and so forth) ` Send email to customer upon order confirmation ` Generate activity plan when opportunity lead quality becomes high ` Vice president approval required for sales discount > 25%
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2. Create Workflow Process „



Create new workflow process ` Navigate to Siebel Workflow AdministrationÆWorkflow Processes



„



Use Process Designer to create steps by selecting in palette and dragging over to drawing area



Drag step
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2. Create Workflow Process Continued „



Use Connector or Exception to sequence steps ` Select from palette and drag it to drawing area between steps



Drag connector
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Right-click on the drawing area or the step to zoom in or zoom out
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An end point on a connector is white if it is not successfully connected to a step. Be sure that both ends of a connector are red, indicating that it successfully connects two steps.
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3. Define Step Details „



Define input and output arguments for the step



Double-click on step to drill down to step details view



Specify input arguments
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Depending on the type of step you are working with, the step details will differ. A step typically has one or more inputs and/or outputs.
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4. Test the Process „



Set values for process properties to test your workflow ` Process properties are used as inputs and outputs of steps in a process ` Properties from an output argument in one step can be used as input arguments to a following step



Test record row_id
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A process property stores values that the process retrieves from the database or derives before or during processing. You can base decision branches on the values of a process property and pass properties as step arguments. When a business process completes, the final results of the process properties are available as output arguments.
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4. Test the Process Continued „



Use Process Simulator to test the workflow Executes all steps



Begins simulation



Stops simulation



Executes next step



Blue border indicates next step
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4. Test the Process Continued „



Inspect results and process properties



Inspect results of simulation Continued



View process properties
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42.27



5. Activate the Process „



Workflow process is effective immediately upon activation 1. Click to activate



2. Changes status to Active
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42.28



Summary „



This module showed you how to: ` Describe the different steps of a workflow process ` Create and test a workflow process
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Lab „



In the lab you will: ` Create and test some workflow processes
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Invoking Workflow Processes



43.2



Module Objectives „



After completing this module you will be able to: ` Invoke workflow processes ` Identify different mechanisms for invoking a workflow process



„



Why you need to know ` There are different ways to invoke workflow, so you need to understand the available mechanisms in order to optimize its full features
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43.3



Requirements for Workflow „



Enable the Workflow Management component group ` Navigate to Server AdministrationÆEnterprise ConfigurationÆ Component Groups
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If the Workflow Management component group is not enabled as part of installation, it can be enabled via the user interface. Once you enable a component group via the UI, you will need to stop and start the Siebel Server and Gateway Server services on your operating system.
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Workflow Management Component Group „



Consists of five server components
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Creates insert, update, and delete triggers on base tables based on defined workflow policies.



Workflow Action Agent Optional component with email consolidation. Executes actions associated to a workflow policy. Workflow Monitor Agent



Monitors workflow policies to invoke workflow processes.



Workflow Process Batch Manager



Enables workflow processes to be run in batch mode, allowing actions to be executed for multiple records.



Workflow Process Manager



This is the workflow engine for workflow processes and is used for realtime process automation.
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Invoking Workflow „



A workflow process can be invoked by: ` Workflow policies ` Runtime events ` Scripting language
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Workflow processes may be invoked from a script within the Siebel application or from an external application using the EAI transport adaptors or object interfaces. For more information, reference the Siebel Workflow Guide and the Siebel eBusiness Application Integration (EAI) Guide.
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Invoking via Workflow Policies „



A workflow policy is a defined set of conditions and actions ` Actions are executed when conditions are met



„



Example: When a service request priority = Critical ` Send urgent message to service request owner ` Update service request priority to Very High
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43.7



Steps for Defining a Workflow Policy 1. 1.Create CreateaaWorkflow WorkflowGroup Group



2. 2.Create CreateaaWorkflow WorkflowPolicy PolicyAction Action 3. 3.Create CreateaaWorkflow WorkflowPolicy Policy



4. 4.Generate GenerateDatabase DatabaseTriggers Triggers



5. 5.Start StartWorkflow WorkflowMonitor MonitorAgent Agent Module 43: Invoking Workflow Processes
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43.8



1. Create a Workflow Group A Workflow Group is a collection of workflow policies that are monitored concurrently „ To create a workflow group, navigate to Siebel Workflow AdministrationÆWorkflow Policy Groups „



Monitor high frequency policies Monitor low frequency policies
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43.9



2. Create a Workflow Policy Action Actions initiate a workflow process „ To create an action, navigate to Siebel Workflow Administration ÆWorkflow Policy Actions „



Specify Run Workflow Process program



Specify workflow process to invoke Module 43: Invoking Workflow Processes
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3. Create a Workflow Policy „



To create a workflow policy, navigate to Siebel Workflow AdministrationÆWorkflow Policies



Create policy



Multiple conditions may exist for each policy



Associate action to invoke workflow process



Action arguments Module 43: Invoking Workflow Processes
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A workflow policy is a defined set of conditions and actions. Actions are executed when conditions are met.
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Triggering Policy Actions „



All conditions must be met and the policy duration must be satisfied to trigger the workflow policy actions



How long conditions must be true for workflow policy to be executed
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43.12



4. Generate Database Triggers Workflow policies use database triggers to identify which records will satisfy policy conditions „ A trigger is process or a stored procedure attached to a table and will be run when a specified data modification event occurs, for example: INSERT, UPDATE, or DELETE „



` The event triggers a certain action „



Generate database triggers after creating or modifying policies ` Create INSERT, UPDATE, and DELETE triggers on base tables based on the defined policies
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43.13



4. Generate Database Triggers Continued „



To generate triggers, navigate to Server AdministrationÆ Enterprise OperationsÆComponent Requests



1. Create new request and select Generate Triggers



3. Submit request 2. Specify parameters Module 43: Invoking Workflow Processes



EXEC parameter
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The Generate Triggers task creates a trigger.sql file. Setting EXEC = True applies the triggers in trigger.sql directly to the database. By default, the EXEC parameter is set to False.
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5. Start Workflow Monitor Agent Monitors all policies within a single workflow group „ Start a Workflow Monitor Agent task from the command-line interface „



Sleep time between intervals



Define policy group to monitor



Module 43: Invoking Workflow Processes



Syntax



14 of 20



To start workflow monitor agent from the command line, the syntax is: Start task for component WorkMon server with parameter=value For more information, reference the Siebel Server Administration Guide.



Component Definition
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You can also create a component definition to run a specific Workflow Monitor Agent task in the UI. For more information, reference the Siebel Server Administration Guide.
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Invoking via Runtime Events A runtime event responds to an action or occurrence „ Can be specified in Start, Wait, or Interact steps to invoke or resume a workflow process „ There are three types of events „



` Applet events ` Business component events ` Application events
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43.16



Examples of Runtime Events New Record



Event Object Type: Buscomp Event: WriteRecordNew Event Object: 



Button Click



Event Object Type: Applet Event: InvokeMethod Event Object: SubEvent: “Method_Name”



Hyperlink



Event Object Type: Applet Event: DisplayApplet Event Object: 



Field Change Event Object Type: Buscomp Event: SetFieldValue Event Object: SubEvent: “Field_Name” Module 43: Invoking Workflow Processes
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43.17



Using Runtime Events in Workflow „



Example: This workflow process changes the SR priority to High when Area = Network



Runtime event defined here



„



The process is invoked when a new service request is created ` The runtime event is specified in the Start step
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43.18



Using Runtime Events in Workflow Continued „



The runtime event details are defined in the Next Steps applet for the Start step In this example, the runtime event is defined in the Start step



Define the event to invoke the workflow process
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43.19



Summary „



This module showed you how to: ` Invoke workflow processes ` Identify different mechanisms for invoking a workflow process



Module 43: Invoking Workflow Processes



19 of 20



43



Siebel 7 Essentials



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Invoking Workflow Processes



43.20



Lab „



In the lab you will: ` Invoke a workflow process via a workflow policy and runtime event
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44.2



Module Objectives „



After completing this module you will be able to: ` Describe some additional workflow features



„



Why you need to know ` Additional features help make Siebel Workflow a powerful automation tool
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44.3



Additional Workflow Features „



Additional workflow features include: ` ` ` ` `



Import and Export Versioning Workflow Persistence Process Monitoring State Model
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44.4



Import and Export „



Use Import and Export to transfer workflows between developers and environments ` Import from a file or export to a file



Click
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Export Workflow will export a particular process definition or will export all process definitions associated with a query, for example, all Service Request workflow processes with a Status = Active.
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44.5



Versioning Allows real-time modification of workflow processes „ Revising an existing process creates new process with incremented (+1) version number „ There may only be one active version of a workflow process „



Version 0 Version 1 Activating Version 1 makes Version 0 inactive Module 44: Additional Workflow Topics



Workflow Process Activation
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If a workflow process is running prior to becoming outdated, it will finish processing on the Siebel Server. Any workflow triggered after new version activation will use the active version.
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44.6



Workflow Persistence Specify persistence to troubleshoot or monitor workflow processes „ Persistence stores state information on server „ Example: Call center agent reports that a service request was not escalated properly „



` If persistence was defined for workflow process, administrator can use Process Log view to locate process instance that corresponds to service request and troubleshoot
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44.7



Defining Workflow Persistence „



Define the Persistence Frequency and Persistence Level



Indicate how often to store state information



Indicate how much state information to store
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Persistence Frequency On Pause means that information is stored any time the process status changes. For example, if the status changes from In Progress to Waiting, state information is stored. Every Step means that information is stored after every process step.



Persistence Level



Current State means that the current step and process property information is stored. All Steps means that process property information for all steps is stored.
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44.8



Process Monitoring „



Use Process Log view to monitor workflow processes with persistence defined ` Navigate to Siebel Workflow AdministrationÆWorkflow Process Log



„



Administrator may use this view to monitor and troubleshoot workflow instances on Siebel Server Stop and resume process instance



Drilldown to graphical view



Row ID
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State Models Provide a data-driven method for extending workflow control based on the status or state of an object „ Describe acceptable states and state transitions „



` State transition is the allowable migration of an object from one state to the next „



Examples of status or state ` Product defect status ` Service request status
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44.10



Creating a State Model „



Navigate to Siebel Workflow AdministrationÆState Models



Define the effective date Define the business component



The field controlled by the state model
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Defining Valid States „



Define all state values for the field to be controlled



Field to control
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11 of 15



44



Siebel 7 Essentials



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Additional Workflow Topics



44.12



Restricting Transition „



Example: Restrict product defect status from changing from Closed to Open ` Only allow the transition from Closed to Verified



The product defect status can only change from Closed to Verified Field to control
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44.13



Restricting Transition Continued „



Restrict transition based on user positions ` Example: Allow the service manager to change the priority of a service request from Very High to Low



Define transition for Priority field



Field to control
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13 of 15



44



Siebel 7 Essentials



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Additional Workflow Topics



44.14



Summary „



This module showed you how to: ` Describe some additional workflow features
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44.15



Lab „



In the lab you will: ` Create and test a state model ` Activate user registration workflow processes



Module 44: Additional Workflow Topics



15 of 15



44



Siebel 7 Essentials



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Additional Workflow Topics



Siebel 7 Essentials



44.16



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Introducing Assignment Manager



45.1



Module 45: Introducing Assignment Manager



45



Siebel 7 Essentials



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Introducing Assignment Manager



45.2



Module Objectives „



After completing this module you will be able to: ` Describe Siebel Assignment Manager ` Describe elements used by Assignment Manager to assign tasks appropriately



„



Why you need to know ` In production environments, large quantities of tasks need to be assigned ` Assignment Manager can automatically assign these tasks to the appropriate people
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Introducing Assignment Manager



45.3



Business Challenge How do large volumes of sales and service tasks get assigned accurately and automatically? „ Sales assignments are typically position-based „



` Positions are assigned to opportunities, campaigns, and accounts ` Assignments may be based on „ „



„



Geographic criteria Product criteria



Service assignments are typically person-based ` Employees are assigned to service requests and product defects ` Assignments may be based on „ „



Product expertise Current workload
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Territory refers to the way a sales company divides its sales teams. Territories can be geography-based or product based or both.
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45.4



Business Solution „



Siebel Assignment Manager allows companies to define rules that automatically assign data ownership to the appropriate people Data



Assign data



Rules



Accounts Campaigns Service Requests Product Defects Opportunities Activities



Skills Expertise Availability Product Workload Sales Territory



Evaluate rules



People Employees Positions Organizations Module 45: Introducing Assignment Manager
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MidMarket Technical Difference



Siebel MidMarket uses Territory Assignment Manager to assign data ownership to people.



Reference



Siebel Territory Assignment Manager Guide, MidMarket Edition
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Introducing Assignment Manager



45.5



Elements of Assignment Manager „



Assignment Manager uses these elements to assign work appropriately Assignment Objects



Accounts Campaigns Service Requests Product Defects Opportunities Activities



Employees Positions Organizations Module 45: Introducing Assignment Manager



Assignment Rules



Skills Expertise Availability Product Workload Sales Territory



Candidates
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45.6



Assignment Objects „



The work or task to which candidates will be assigned Assignment Objects



Accounts Campaigns Service Requests Product Defects Opportunities Activities



Employees Positions Organizations Module 45: Introducing Assignment Manager



Pre-Defined Assignment Objects



Assignment Rules



Skills Expertise Availability Product Workload Sales Territory



Candidates
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Siebel delivers several pre-defined Assignment Objects, including: Account Opportunity Contact Campaign Service Request Product Defect Activity You can modify or create additional assignment objects using Siebel Tools.
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45.7



Candidates „



The people, or resources, to be assigned Assignment Objects



Accounts Campaigns Service Requests Product Defects Opportunities Activities



Employees Positions Organizations Module 45: Introducing Assignment Manager



Assignment Rules



Skills Expertise Availability Product Workload Sales Territory



Candidates
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45.8



Assignment Rules „



Are user-defined business rules that determine what to evaluate when matching candidates to an assignment object Assignment Objects



Accounts Campaigns Service Requests Product Defects Opportunities Activities Employees Positions Organizations Module 45: Introducing Assignment Manager



Technical Difference



Siebel 7 Essentials



Assignment Rules



Skills Expertise Availability Product Workload Sales Territory



Candidates
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Siebel MidMarket uses Territory Rules instead of Assignment Rules.
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Assignment Rules Continued „



Assignment rules evaluate ` ` ` `



Assignment criteria Skills Workload criteria Scores



Module 45: Introducing Assignment Manager



Technical Difference
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Siebel MidMarket uses Territory Rules instead of Assignment Rules.
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45.10



Assignment Criteria Are conditions in an assignment rule that compare related properties of assignment objects and candidates „ Example using sales data „



Business Rule: If account is Japanese, assign to Japanese sales positions Assignment Object



Account Japan sales positions



Candidate Assignment Rule Assignment Criteria Criteria Value



Account Country Japan



Module 45: Introducing Assignment Manager
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Assignment Criteria and Values Continued „



Example using service data Business Rule: If service request is installation, assign to best employee



Assignment Object



Service Request Employee with installation expertise



Candidate Assignment Rule Assignment Criteria



Area



Criteria Value



Module 45: Introducing Assignment Manager



Installation
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45.12



Skills „



Are properties that reflect the candidate’s abilities, for example: ` Installation and upgrade skills ` Language expertise ` Product skills



„



Assignment Manager can match assignment object attributes to: ` Employee skills ` Position skills ` Organization skills
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45.13



Workload Criteria Types of criteria used to balance workload between candidates „ Apply a workload score to candidates based on current workload „



` Candidates with a lighter workload receive a higher score than candidates with a heavier workload ` Candidates with workloads greater than maximum workload will be eliminated from the assignment rule „



Are generally used with service assignments Low Work = High Score



High Score = Assignment



Module 45: Introducing Assignment Manager
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Siebel MidMarket does not support the use of workload criteria.
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45.14



Scores Scores are a ranking mechanism used to determine the best choice from a list of qualified candidates „ Candidate with the highest score is considered the best choice „ Fundamental for service assignments „



` If multiple candidates match assignment criteria, highest scoring candidate is assigned Candidate assigned



Ellen



Jack



Steven



Mary



Score = 10



Score = 15



Score = 20



Score = 35



Module 45: Introducing Assignment Manager



Scores
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Scores are fundamental to service assignments because if multiple candidates meet the assignment criteria for the assignment rule, the highest score determines the best candidate.
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Recap: Assignment Manager Elements Assignment Manager uses assignment rules, assignment objects, and candidates to assign work appropriately „ Assignment rules evaluate: „



` ` ` ` „



Assignment criteria Skills Workload criteria Scores



Let’s look at a sales and service business scenario to see how these elements are used in Assignment Manager



Module 45: Introducing Assignment Manager
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45.16



Sales Companies Typically do not allow all employees to sell everything to everyone „ Sales teams are typically defined by „



` Geographic territory ` Product territory ` Or both „



Territories allow sales work to be divided among teams



Module 45: Introducing Assignment Manager



Sales Teams
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Sales teams are comprised of positions.
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45.17



Sales Scenario „



A company divides its sales force based on geographic location and product skills



Cell Phone Opportunities – France



Laptop Opportunities – US



Laptop Opportunities – Australia
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45.18



Sales Scenario Continued Business Rule: Assign one sales position per opportunity based on geography and skill Assign the position meeting the criteria…



Sales Rep 1



…to the work



Laptop opportunities in United States



Skill: Laptops Location: United States Assign the position meeting the criteria…



Sales Rep 2



…to the work



Cell phone opportunities in France



Skill: Cell Phones Location: France



Module 45: Introducing Assignment Manager



Who will be assigned?
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Sales Rep 1 meets the geographic and product skill criteria for the laptop opportunity in San Francisco, so this position will be assigned to the opportunity. Sales Rep 2 meets the geographic and product skill criteria for the cell phone opportunity in Paris, so this position will be assigned to the opportunity.
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Service Companies Do not randomly assign people to service requests „ Service requests are typically assigned to people with: „



` Appropriate skills „



Such as product or language expertise



` Appropriate workload „



Current workload does not exceed maximum workload
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45.20



Service Scenario Business Rule: Assign network service request (SR) to best candidate based on skill and current workload Assignment criteria



Skill = Network Current workload < 20 SRs



Craig scores highest, so he is assigned



Employee: Craig Skill: Network Workload: 18 SRs



Ellen and Jack score lower due to skills and workload



Employee: Ellen Skill: CPU Workload: 10 SRs



Module 45: Introducing Assignment Manager



Who will be assigned?



Employee: Jack Skill: Network Workload: 20 SRs
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In this example, the highest scoring (or ‘best’) candidate is assigned. Craig scores the highest because he has the appropriate skill and workload. Ellen scores lower than Craig because she does not meet the skill criteria (network). Jack scores lower than Craig because his workload does not meet the workload criteria (less than 20 SRs). You will learn how workload scores are calculated in a later module.
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45.21



Summary „



This module showed you how to: ` Describe Siebel Assignment Manager ` Describe elements used by Assignment Manager to assign tasks appropriately



Module 45: Introducing Assignment Manager
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46.1



Module 46: Creating Sales Assignment Rules



46
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Creating Sales Assignment Rules



46.2



Module Objectives „



After completing this module you will be able to: ` Create sales assignment rules



„



Why you need to know ` You must create assignment rules to enable Assignment Manager to automatically assign tasks



Module 46: Creating Sales Assignment Rules



Reference



Siebel 7 Essentials
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46.3



Sales Scenario Business Rule: Assign accounts to sales representatives based on their geographic territory and language expertise Business Rule: If account is French, assign to French sales positions Assignment Object



Account French sales positions



Candidate Assignment Rule Assignment Criteria



Account Country



Criteria Value



France



Module 46: Creating Sales Assignment Rules



Territory
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Territory refers to the way a sales company divides its sales teams. Territories can be geography-based or product based or both.



46



Siebel 7 Essentials



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED
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46.4



Define the Assignment Rule „



Navigate to Assignment AdministrationÆAssignment Rules and create a new rule



Identifies incoming data that requires assignee Uniquely identifies the rule



Minimum score required for candidates to qualify for this rule Module 46: Creating Sales Assignment Rules



Determine range in which rule is active
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Activation and Expiration Dates



A null value in either of these fields means the rule will never be activated or will never expire.



Score



Specifying a rule score will add the score to the candidate’s final score.



MidMarket Technical Difference



To create assignment rules in Siebel MidMarket, select Assignment AdministrationÆTerritory List. Siebel MidMarket does not support the use of Assignees from Rule in Territory Assignment Manager.



Reference



Siebel Territory Assignment Manager Guide, MidMarket Edition.
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Define the Assignment Rule Continued „



Assignees from Rule ` Determines how candidates will be evaluated as potential assignees to the object



„



In this scenario, we choose All, Above Minimum ` To assign all candidates with a score > = rule minimum score



Module 46: Creating Sales Assignment Rules
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All, Above Minimum



In this scenario, we want the rule to assign all positions that meet the rule criteria and have a score greater than or equal to the rule minimum score.



MidMarket Technical Difference



Siebel MidMarket does not support the use of Assignees from Rule.
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Creating Sales Assignment Rules



46.6



Using Other Options: Assignees from Rule „



All, Must Assign ` If minimum score is used, highest scoring candidate is assigned (even if candidate’s score < minimum)



„



One, Best Fit ` The best (highest scoring) candidate from this rule will be assigned



„



One, Random ` Assign one random person ` If minimum score is used, random assignee with score > = minimum score is candidate for assignment



„



A rule may only have one Assignees from Rule
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Siebel MidMarket does not support the use of Assignees from Rule.
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46.7



Define the Assignment Criteria Assignment criteria are the conditions in the rule that compare related properties of assignment objects and candidates „ Define criteria for the rule by selecting Criteria „



Business Rule: Assign accounts to sales representatives based on their geographic territory and language expertise



Define criteria to compare account country and language skills



Give more important criteria a higher score



Identifies when to apply criteria 7 of 16



Module 46: Creating Sales Assignment Rules



Required



Define whether the criteria is always required, required when available, or never required.



Inclusion Method



Include: At least one value needs to match object/candidate attribute Include All: All object/candidate attributes must match values Exclude: No values should match object/candidate attributes



MidMarket Technical Difference



Use Territory Detail to create Assignment Criteria in Siebel MidMarket.
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46.8



Define the Assignment Criteria Values „



Identify incoming fields and what values they must have to qualify



Compare incoming account’s country to Italy and France



Module 46: Creating Sales Assignment Rules



Values
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In our scenario, we want to compare specific countries for the account in the assignment rule. The countries are defined in criteria values.
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46.9



Comparison Method – Compare to Object Compares criteria values to object attributes „ Objects that possess the required criteria values qualify for this rule „



Is the account in either of these countries?



Module 46: Creating Sales Assignment Rules
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Siebel MidMarket does not support the use of comparison methods.
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46.10



Comparison Method – Compare to Person Compares criteria values to candidate attributes „ Candidates that possess the attributes required by the criteria qualify for this rule „



Does the candidate speak any of these languages?
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Siebel MidMarket does not support the use of comparison methods.
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46.11



Define the Assignment Candidates „



Navigate to Assignment RuleÆPositions to define candidate positions to the rule ` People associated to this position become candidates Business Rule: Assign accounts to sales representatives based on their geographic territory and language expertise



Module 46: Creating Sales Assignment Rules
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46.12



Defining Assignment Candidates You may also define employees and organizations to the rule „ Assignment employees „



` Specific employees are candidates for assignment „



Assignment organizations ` Specific organizations are candidates for assignment
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46.13



Defining Assignment Candidates Continued „



Select the assignment rule, then select Employees or Organizations



Module 46: Creating Sales Assignment Rules
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Creating Sales Assignment Rules



46.14



Release Assignment Rule „



Release the rules once they are defined ` Select the Assignment Rule and click the Release button



„



Assignment Manager acts on activated released rules ` If you modify the rule, you must release it again Release rules



Enter the activation date



Module 46: Creating Sales Assignment Rules
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Releasing Rules



Releasing assignment rules loads the latest, active version of the rule into memory and keeps it there until a later version of the rule is released.



Rule Activation



You may activate your assignment rules now or for some time in the future. The default for this field is null. When the field is null, it means that the assignment rule is not active.



Rule Expiration



To make an assignment rule expire, specify an expiration date. The default for this field is null. When the field is null, it means that the rule will never expire.
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46.15



Summary „



This module showed you how to: ` Create sales assignment rules



Module 46: Creating Sales Assignment Rules
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46.16



Lab „



In the lab you will: ` Create an assignment rule to assign data imported previously via EIM
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47.1



Module 47: Creating Service Assignment Rules
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Module Objectives „



After completing this module you will be able to: ` Create service assignment rules



„



Why you need to know ` You must create assignment rules to enable Assignment Manager to automatically assign tasks
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Siebel 7 Essentials
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Siebel Assignment Manager Administration Guide



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Creating Service Assignment Rules



47.3



Service Assignment Rules vs. Sales Assignment Rules Service assignment rules differ slightly from sales assignment rules „ In addition to using assignment criteria, service assignment rules typically use „



` Skills, scores, and workload criteria to assign tasks to individual employees „



We will examine these differences in this module



Module 47: Creating Service Assignment Rules
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47.4



Service Scenario Business Rule: Assign service requests to agents based on product skill and current workload Assign incoming service requests…



… to best candidate Employee: Craig Skill: Network Workload: 18 SRs Employee: Ellen Skill: CPU Workload: 19 SRs Employee: Jack Skill: Network Workload: 20 SRs



Module 47: Creating Service Assignment Rules



Who will be assigned?



Siebel 7 Essentials
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This scenario uses workload criteria to determine who is the least utilized service representative. Use workload criteria to distribute work evenly among candidates.
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47.5



Define the Assignment Rule „



Navigate to Assignment AdministrationÆAssignment Rules and create a new rule



Identifies incoming data that requires assignee Uniquely identifies the rule



Determine range in which rule is active Module 47: Creating Service Assignment Rules
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Assignment Object



For this example business rule, the assignment object is Service Request.



MidMarket Technical Difference



To create assignment rules in Siebel MidMarket, select Assignment AdministrationÆTerritory List. Siebel MidMarket does not support the use of Assignees from Rule in Territory Assignment Manager. Siebel Territory Assignment Manager Guide, MidMarket Edition
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Define the Assignment Rule Continued „



Assignees from Rule ` Determines how candidates will be evaluated as potential assignees to the object



„



In this scenario, we choose One, Best Fit ` The best (highest scoring) candidate from this rule will be assigned
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Siebel MidMarket does not support the use of Assignees from Rule.
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Define the Assignment Criteria „



Define criteria for the rule by selecting Criteria Business Rule: Assign service requests to agents based on product skill and current workload



Define criteria to compare service request product to candidate product skills



Define score to rank criteria



Identifies when to apply criteria
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Module 47: Creating Service Assignment Rules



Required



Define whether the criteria is always required, required when available, or never required.



Inclusion Method



Include: At least one value needs to match object/candidate attribute Include All: All object/candidate attributes must match values Exclude: No values should match object/candidate attributes



MidMarket Technical Difference



Use Territory Detail to create Assignment Criteria in Siebel MidMarket.
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47.8



Comparison Method – Compare Object to Person Compares object attributes to candidate attributes „ Candidates that possess the attributes required by the object qualify for this rule „



„



Example ` If the service request product matches the candidate skills, the candidate will be a potential assignee
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Other Comparison Methods „



Compare to Organization ` Compares criteria values to organization attributes ` Organizations that possess the required criteria values qualify for this rule „



„



Example: Compare list of languages to organization language skill



Compare Object to Organization ` Compares object attributes to organization attributes ` Organizations that possess the attributes required by the object qualify for this rule „



Example: Compare opportunity product to organization product expertise
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Summarizing Comparison Methods
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Assignment criteria require a comparison method. If the criteria are to compare candidate skills, then candidate skills must be defined. To summarize, here is a list of the five comparison methods: • Compare to Object • Compare to Person • Compare Object to Person • Compare to Organization • Compare Object to Organization
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Define the Assignment Candidates „



Make everyone candidates for the rule by selecting ` All People or All Organizations Business Rule: Assign service requests to agents based on product skill and current workload



Module 47: Creating Service Assignment Rules
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All Organizations



Check the All Organizations box to make all organizations candidates. By doing this, all people within all organizations would be candidates for assignment.



MidMarket Technical Difference



Siebel MidMarket does not support the use of All People and All Organizations.
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47.11



Define the Assignment Candidates Continued If you do not want to select All People, you may define specific employees to the rule „ Select Employees „



` Typically, service requests are assigned to one person



Module 47: Creating Service Assignment Rules
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Candidate Skills „



Define candidate skills for comparing to assignment criteria ` Use Group Administration to define skills for positions and organizations ` Use User AdministrationÆEmployeesÆEmployee Skills to define employee skills



Product skill



CPU skill Module 47: Creating Service Assignment Rules
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Using Workload Criteria „



Workload criteria prevent employee overload by the specifying maximum work load ` In the scenario, the maximum work load is 20 service requests



„



Business Rule: Assign service requests to agents based on product skill and current workload ` In the scenario, we want to assign open service requests to agents with the appropriate workload



Module 47: Creating Service Assignment Rules
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Siebel MidMarket does not support the use of workload criteria.
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Defining Workload Criteria „



Navigate to Assignment AdministrationÆAssignment RuleÆ Workload Criteria



Do not assign to employee with more than 20 SRs



Rule checks for open service requests Module 47: Creating Service Assignment Rules



Workload Rule
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Assignment workload uses workload rules to enforce the criteria. In this example, the workload rule checks for service requests with a status of Open. The rule will evaluate open service requests for each candidate and determine if their current workload has met the maximum workload of 20 SRs. Create workload rules by navigating to Assignment AdministrationÆWorkload Rules.
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Using Scores „



Assignment rules use scores to rank candidates and select potential assignees ` Assign higher scores to more important criteria and lower scores to less important criteria



„



Business Rule: Assign service requests to agents based on product skill and current workload ` In the scenario, we want to assign the “best” candidate to the service request ` The best candidate is determined by the highest score



Module 47: Creating Service Assignment Rules
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Defining Scores „



Define scores for ` Criteria: To rank criteria from the most important to the least important ` Criteria values: To rank criteria values from the most important to the least important ` Candidate: To rank best candidate from a group of qualified candidates ` Workload: To rank candidate’s current workload ` Assignment rule: To apply score to candidate’s total score when candidate meets the rule criteria



Module 47: Creating Service Assignment Rules
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Defining Scores Continued „



In the scenario, current workload is more important than product expertise Business Rule: Assign service requests to agents based on product skill and current workload



Workload is more important
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Calculating Scores „



Each time there is a match, Assignment Manager adds the contribution to the total score for each position/employee Employee



Assignment Rule 5



Criteria



10



15



Workload



45



Add Matching Attributes



5 15 + 20 10 50



+ 2.5 52.5



Value



20



Module 47: Creating Service Assignment Rules



Workload Score
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You may wonder how a value of 2.5 is derived from the workload score of 45. A special calculation is used for workload score and is explained on the next slide.
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Calculating Scores for the Scenario Assign incoming service request… Service Request Product = Network



…to candidate Employee: Craig Skill: Network Workload: 18 SRs



Rule scores



Employee: Ellen Skill: CPU Workload: 10 SRs Employee: Jack Skill: Network Workload: 20 SRs



Employee Craig Ellen Jack



Product Score 20 0 20



Employee Workload Score Score * [1- (Current Workload / Max Load)] 45 * [1 – (18 / 20)] = 4.5 Craig is 45 * [1 – (10 / 20)] = 22.5 assigned 0 * [1 – 20 / 20)] = 0
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Who is assigned?



Total Score 24.5 22.5 20 19 of 26



Craig is the highest scoring employee, so he is assigned the service request. He has the highest score due to his product expertise (Network) and his workload of 18 SRs (below the maximum of 20 SRs.) Even though Ellen’s workload is smaller than Craig’s, she does not have the product expertise, so her score is lower than Craig’s. Jack’s workload score is 0 because he has the maximum workload of 20 SRs.
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Recap: Creating the Assignment Rule Business Rule: Assign service request to most available agent based on workload Assignment Object



Service Request



Candidate



All People



Assignment Rule Assignment Criteria



Product



Max load = 20 SRs



Criteria Value Score



20
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Workload rule



45
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Territory refers to the way a sales company divides its sales teams. Territories can be geography-based or product based or both.
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Additional Topics Availability-based assignment „ Exclusive rule „ Conflicts „
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Assigning Based On Availability „



Candidates may be assigned based on calendar availability ` Appointment Booking Engine (ABE) checks employee’s availability



„



If employee is available, ABE creates activity on employee’s service calendar



Check box for assignment rule
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Availability assignment This feature is meant to be used on employee-based assignment objects that have an associated time duration, such as activities and service requests.



Reference
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Exclusive Rule Multiple assignment rules may exist for the same assignment object „ Use the exclusive rule to determine primary assignees from a list of candidates generated from multiple assignment rules „



` Candidates matching exclusive rule criteria supersede candidates matching criteria of all other non-exclusive assignment rules



Make a rule exclusive
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Conflicts „



These conflict scenarios are handled as follows ` Conflict between two rules with same score „ „



Assigns candidates for both rules and assigns the System Administrator to the team Makes System Administrator the primary on the team



` Conflict between two exclusive rules with the same score „



Assigns System Administrator to the team as primary



` Rules do not identify any candidates to assign „



„



Assigns System Administrator to the team as primary



Set default parameters in Assignment Object to determine who has access to data that cannot be assigned ` Default Employee, Group, Position, Organization
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Summary „



This module showed you how to: ` Create service assignment rules
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Lab „



In the lab you will: ` Define employee skills and create an assignment rule to assign service requests to a service representative with the smallest workload
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Module Objectives „



After completing this module you will be able to: ` Invoke Assignment Manager ` Describe other factors that influence Assignment Manager behavior



„



Why you need to know ` There are different ways to invoke Assignment Manager, so you need to understand the available options ` Using the Siebel client or Siebel Tools, you can specify how Assignment Manager makes assignments
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Requirements for Assignment Manager „



Enable the Assignment Manager component group ` Navigate to Server AdministrationÆEnterprise Component Groups
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Enable Component Group
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If the Assignment Manager component group is not enabled as part of installation, it can be enabled via the user interface. Once you enable a component group via the UI, you will need to stop and start the Siebel Server and Gateway Server services on your operating system.
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Three Ways to Invoke Assignment Manager Batch Assignment „ Dynamic Assignment „ Interactive Assignment „
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MidMarket Technical Difference



Siebel MidMarket does not support Interactive Assignment.



Reference



Siebel Assignment Manager Administration Guide
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Batch Assignment



48



Use to submit batches of objects for one-time assignment or reassignment „ Implemented via server task „ Business scenarios „



` Change assignment rules and modify existing objects that are already assigned ` Change Assignment Manager configuration using Siebel Tools ` Territory re-alignment ` Existing assignments are inaccurate
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Batch Assignment Processing Flow 1. Invoke task Released Assignment Rules



BATCH ASSIGNMENT



2. Evaluate rules for assignment object



3. Assign candidate(s) to assignment object



Siebel Database
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1. Start the Batch Assignment task on the server, specifying which assignment object to process. 2. The released assignment rules are evaluated for the assignment object. 3. Candidate(s) are assigned to the assignment object.
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Invoking Batch Assignment „



48



Navigate to Server Component RequestsÆMy Component Requests



1. Create new request and select Batch Assignment



2. Specify assignment object Module 48: Invoking Assignment Manager



Run multiple tasks concurrently
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You can run multiple batch assignment tasks concurrently to increase throughput.
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Requirements for Batch Assignment „



Verify that the Batch Assignment server component is online



Component may be invoked on Siebel Server
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This component should be enabled as a result of the the Assignment Manager component group being enabled on the server. It is a good idea to check the component state before invoking Batch Assignment.
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Dynamic Assignment Automatically invokes Assignment Manager to assign new or changed objects in real time „ Implemented via assignment policies and workflow „ Business scenarios „



` Sales representative creates new opportunity with potential revenue of $100,000 „



Assign positions to team where Opportunity Revenue >= $100K



` Call center agent creates a service request (SR) to fix the CPU on Joe Smith’s XYZ computer „



Assign employee to SR where Product = CPU and Employee Skill = XYZ computers
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Dynamic Assignment Process Flow 1. Create account Triggers created



S_ESCL_REQ Siebel Database



GENERATE TRIGGERS



2. Trigger writes record 5. Make assignment Released Assignment Rules



WORKFLOW MONITOR AGENT



4. Process rules



3. Workflow Monitor Agent monitors table for changes and when detected, invokes Assignment Manager
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1. An assignment object is inserted or updated on the database. 2. Database trigger writes a record to the S_ESCL_REQ table. 3. Workflow Monitor Agent monitors S_ESCL_REQ for changes, and when detected, invokes Assignment Manager internally. 4. Released assignment rules are processed. 5. If criteria matches, Assignment Manager assigns appropriate candidate(s) and updates the object on database.
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Invoking Dynamic Assignment „



48



Create or modify assignment object data, such as: ` ` ` ` ` `



Account Opportunity Service Request Campaign Product Defect Activity
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Requirements for Dynamic Assignment Dynamic Assignment „



Verify server components ` Generate Triggers, Workflow Monitor Agent, and Assignment Manager are online



Generate triggers on database to identify data which can be assigned „ Review assignment policies „



` Assignment policies monitor data which can be assigned



Module 48: Invoking Assignment Manager



Generate Triggers
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When assignment object data is created or changed on the database, triggers write records to the table monitored by Workflow Monitor Agent. You need to generate triggers when assignment policies have been created or modified.



Assignment Policies
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Assignment policies are provided as Siebel seed data and monitor the data that Assignment Manager is interested in.
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Requirements for Dynamic Assignment Continued Dynamic Assignment „



Use command-line to start a Workflow Monitor Agent task ` To monitor the database for changes that might cause objects to be assigned or reassigned



Component alias
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Parameters
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Interactive Assignment „



Use to assign candidates in real time ` Enabled for Service Request and Activity assignment objects



„



Implemented via user interaction and tasks on server ` User makes assignment from a generated list of candidates



„



Business scenarios ` A customer service representative takes a call and creates a new service request (SR), then the service manager assigns the SR to a skilled service agent ` A call center supervisor wants to verify that service requests are assigned to the right people „



If they are not, he can reassign them by selecting different candidates for assignment
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Interactive Assignment You must use Siebel Tools to enable interactive assignment for assignment objects other than Service Request and Activity.



MidMarket Technical Difference
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Siebel MidMarket does not support interactive assignment.
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Interactive Assignment Process Flow 1. Request assignment



Click Assign button on Service Request



2. Start Assignment Manager thread ASSIGNMENT MANAGER



SERVER REQUEST BROKER 3. Send ranked list of candidates to user 4. User selects candidate for assignment



List of candidates for assignment



SERVER REQUEST BROKER



SERVER REQUEST BROKER



5. Send selected candidate



ASSIGNMENT MANAGER



Siebel Database



6. Assign candidate
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1. The user clicks the Assign button to request interactive assignment. 2. Server Request Broker starts an Assignment Manager thread on the server. 3. Assignment Manager evaluates the released rules and sends a ranked list of candidates back to the user for assignment. 4. The user selects a candidate from the ranked list. 5. Server Request Broker sends the selected candidate back to Assignment Manager. 6. Assignment Manager assigns the selected candidate and updates the database.
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Invoking Interactive Assignment „



Make the assignment by selecting from a list of qualified candidates



1. Select the work to be assigned



2. Click menu button and select Assign Module 48: Invoking Assignment Manager



Qualified candidates
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3. Select employee and click Assign
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The candidate with the highest score indicates that this is best candidate to assign, based on criteria such as current workload and skills.
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Requirements for Interactive Assignment „



48



Verify that Assignment Manager is online and Server Request Broker is running



Tracks clients making requests Module 48: Invoking Assignment Manager



Verify Request Server parameter



Siebel 7 Essentials



17 of 29



It is also recommended that the system administrator verify the RequestServer parameter in the ServerDataSrc section of the application configuration file on the server. This parameter can be set during software installation. If you do not use load balancing, set the RequestServer parameter to the machine name of the request server. If this parameter is set incorrectly, interactive assignment will fail.
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Implementation Tips „



Review assignment objects, rules, and attributes ` Verify rules meet your business requirements



„



Do not define rules that are too generic ` Will result in a large number of matches, degrading performance



„



Test the system thoroughly ` Test functionality and validity, as well as performance



„



Identify an assignment administrator ` To administer assignment objects and assignment rules



Module 48: Invoking Assignment Manager



Siebel 7 Essentials



18 of 29



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Invoking Assignment Manager



48.19



48



Troubleshooting Tips „



Configure event logs to view results ` Assignment Manager and Batch Assignment components are configured to use events ` Navigate to Server AdministrationÆComponentsÆComponent Event Configuration



„



Monitor size of S_ESCL_REQ ` If too large, it is possible that: „ „



Number of assignment policies being monitored is too large, so start another Workflow Monitor Agent task Assignment policies were deactivated and rows are not being deleted
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Refer to the Siebel Assignment Manager Guide for Siebel Server Administration Guide for more information on how to configure event logs.
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Modifying Assignment Manager Behavior „



Use client application to ` Create and modify assignment rules ` Lock assignment



„



Use Siebel Tools to ` Modify assignment object properties ` Create new assignment object definitions „ „ „



Assignment attributes Assignment objects Assignment criteria
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Lock Assignment „



Set Lock Assignment field on a record to prevent it from being considered for assignment by Assignment Manager ` Allows selected records from being assigned or reassigned



Set Lock Assignment Module 48: Invoking Assignment Manager
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Example of Lock Assignment



Your company requires certain opportunities be reviewed before they can be assigned. You can set lock assignment when these opportunities are created. After they are reviewed, lock assignment can be cleared and the opportunity will then be assigned.



Lock Assignment



Accounts, contacts, activities, and opportunities have Lock Assignment fields.
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Assignment Object Properties „



Each Assignment Object has its own set of properties



Define who will be assigned when assignment candidates do not meet rule criteria



Module 48: Invoking Assignment Manager



Assignment Object Properties



Siebel 7 Essentials



22 of 29



Use Siebel Tools to examine all of properties for an assignment object.
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Assignment Object Properties Continued „



Modify default values to meet your business needs, for example: ` Define whether or not to keep the creator of the account on the team upon assignment or reassignment



Assign positions/employees Assign to data positions/employees to data



Keep creator on team
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Assignment Object Properties Continued „



Another example ` Enable multi-tier assignment by modifying Assignment Mode property ` Value is Null by default Assign positions/employees Assign to data positions/employees to data



Assignment Mode property
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Multi-Tier Assignment „



Filters how people and organizations are assigned, based on the relationships between them ` Controls the degree of dependency between people and organizations during assignment ` Sets precedence on the type of assignment made



„



Assignment modes ` ` ` `



Independent Organization-Oriented Person-Oriented Organization and Person-Oriented
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Independent



Use this mode to assign unrelated people and organizations to the same object.



Organization-Oriented



When the organization meets the criteria, the organization is assigned and then each person within the organization is evaluated. If the person within the organization matches the rule criteria, the person is assigned to the object.



Person-Oriented



When the person meets the criteria, the person is assigned and then the person’s organization is evaluated. If the organization matches the rule criteria, the organization is assigned to the object.



Organization and Person-Oriented



Siebel 7 Essentials



The organization and person are each evaluated. When both meet the criteria, then the person and organization are assigned to the object.
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Modify or Create Object Definitions Modify existing object definitions to meet your business needs „ Create new object definitions when standard assignment object definitions do not meet your business needs „ Use Siebel Tools to modify or create new: „



` Assignment objects ` Attributes ` Criteria „



Creating new object definitions may require the addition of new tables and columns ` Enlist Siebel Expert Services for assistance
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Requirements After Configuration



Process Configure - Assignment Objects - Assignment Attribute Columns Add, inactivate or delete - Assignment Objects Add, configure, inactivate, or delete - Assignment Attributes - Assignment Criteria - Assignment Criteria Attributes



Compile SRF File



Regenerate Triggers



No



Restart Assignment Manager Yes



Yes



Restart Workflow Monitor Yes



Yes



Yes



Yes



Yes



Yes



Yes



Yes



Yes
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Summary „



This module showed you how to: ` Invoke Assignment Manager ` Describe other factors that influence Assignment Manager behavior
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Lab „



In the lab you will: ` Invoke assignment manager to assign data imported via EIM and to assign service requests
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Module Objectives „



After completing this module you will be able to: ` Describe the business requirement met by personalization ` Use the Expression Designer to create personalization expressions ` Provide access to views and applets based on user profile attributes



„



Why you need to know ` Implementing personalization allows you to meet the specific, individual needs of customers, partners, and employees „ „



Increased prospect conversion rate and customer loyalty Reduced cost and increased effectiveness of communication



` Personalization provides users with customized experience
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Business Requirement „



How can a company deliver relevant content to a wide variety of users? ` Large numbers of users, huge amounts of data



„



One Web site design does not meet all needs ` Different users of a Web site are after different things Documen Document Documen t t Document Internet or Intranet



Documen Document Documen t t Document Documen Document Documen t t Document
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Business Requirement Continued „



How can the system give each user personally tailored information? ` Referred to as “mass customization” ` Gives the user a sense of personal attention



„



Web site needs to be attractive, engaging, and relevant to each user ` If users cannot get what they want quickly and easily at your Web site, they will go elsewhere “Welcome back, Terry Torrance!”



“Recommendations for Pat Penguin”



“Sandy Snead, we have resolved…”
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Business Solution: Personalization „



Business rules determine which views, applets, and records a given user will see ` Based on user characteristics ` Example: News applet which shows only articles that match the user’s stated interests



„



Events and actions enable the system to recognize users and react to their behavior at run time ` No need to recompile to change system behavior ` Example: When users adds printers to shopping cart, system adds cables and ink cartridges to the Recommended Products lists
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Business Solution: Personalization Continued Siebel Personalization delivers the right content „ User profiling: information about users „



` User characteristics stored in User Profile business components as persistent attributes „



System tracks user behavior during a session ` Uses dynamic attributes to track and react to users’ current needs ` Enables limited personalization for unregistered (browsing) users



„



Content tagging: Fields in content records store information about the content ` Siebel Personalization matches user attributes with content description
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User Profile Attributes „



Enable characteristics of the individual user to determine:



49



` Views available to this user ` Applets available to this user ` Records available to this user



CONTACT USER PROFILE



EMPLOYEE USER PROFILE



CONTACT USER PROFILE



Full Name = Terry Smith



Employee # = 7656



Full Name = Pat Thompson



Account Id = #2856



Full Name = Sandy Jones



Account Id = #8258



Birth Date = 5/25/55



Birth Date =8/16/72



Birth Date = 9/22/67



Suppress All Calls = True



Hire Date = 9/22/98



Suppress All Calls = False



(and so forth)



(and so forth)
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Persistent and Dynamic Profile Attributes



Persistent Attributes



Dynamic Attributes



Are associated only with registered users



Are associated with all users



Are written to the database for use in future sessions



Exist only for session duration; are never written to the database



Based on fields of S_PARTY business components



Based on session object



Examples:



Examples:



` Full Name ` Contact ID ` Customer class (Silver/Gold/Platinum)
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` CurrentQuoteId ` AnonymousProspectId ` ID # of the current shopping cart
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Persistent User Profile Attributes „



Are created by the application when a new user registers



49



` Can also be created by another user with administrative privileges „



Many can be entered or modified directly by users in User Profile view



Employee User Profile (ViewÆUser Preferences) Module 49: Personalizing View and Applet Access
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Personalization Profile Business Component Stores all persistent user profile attributes „ Is an S_PARTY business component „



` Stores its primary data in the S_CONTACT table „



Attributes are usually based on joins (can be calculated fields) ` Example: Employee Last Name attribute is based on a join to S_CONTACT
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Extending the Personalization Profile „



You can create additional persistent profile attributes by adding fields to the Personalization Profile business component ` Typically, use existing joins to bring in fields from other BCs ` If it is necessary to create a completely new item, use the extension columns of S_CONTACT or its extension tables ` New profile attributes will be available after the .srf is compiled
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Extending the Personalization Profile: Example „



Add Customer Class (gold/silver/platinum) ` Already exists as Account Status field of Account BC „



Based on table S_ORG_EXT, column CUST_STAT_CD
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Personalization Profiles for Two-User Environments „



Business problem: Employee needs to see same content as the customer ` For example, a call center agent needs to see the same offers a caller is seeing on the screen



„



Solution: Me and You personalization profiles ` Me profile attributes refer to the call center agent ` You profile attributes refer to the caller ` Agent can see what the caller sees



“You” USER PROFILE



“Me” USER PROFILE



You.Full Name = Terry Smith



Me.Employee # = 7656



You.Account ID = #2856



Me.Full Name = Sandy Jones



(and so forth) Module 49: Personalizing View and Applet Access
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49.14



Personalization Expressions „



Allow user profile attributes to control system behavior ` Expressions are evaluated at run time ` System behavior is based on the result



Evaluate as either TRUE or FALSE „ Entered manually or built using the Business Rules Designer „ Examples: „



` GetProfileAttr('Is Anonymous') = 'TRUE' Evaluates to TRUE if the user is not logged in (browsing user) ` GetNumBCRows("Catalog","Quote Item","[Quote ID]=" + "GetProfileAttr("CurrentQuoteId")+"","")>0 Evaluates to TRUE if there is at least one item in the user’s current shopping cart ` [ProductName] LIKE "Siebel *" Evaluates to TRUE only for Siebel products (use as search expression)



Module 49: Personalizing View and Applet Access



14 of 27



GetProfileAttr()



A function which returns the current value of a persistent or dynamic personalization profile attribute



GetNumBCRows (BO, BC, search_expr, visibility)



A function which gives the number of rows returned when a search expression and visibility criteria are applied to business component BC of business object BO
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Personalizing Access to Views and Applets Personalization administrator associates personalization expressions with views and applets „ At run time, the system evaluates personalization expressions „



View expression evaluates as TRUE Applet expression evaluates as TRUE



ƒ



Applet expression evaluates as FALSE



ƒ



ƒ



ƒ



View displays Applet displays



ƒ



Link to view is not available



View displays Applet does not display



ƒ



Link to view is not available
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Personalizing Access to Views Navigate to Personalization AdministrationÆViews „ Select view to personalize „ Use any or all of the following fields to control view access: „



` Start Date: Rule will not be applied before this date ` End Date: Rule will not be applied after this date ` Conditional Expression: View will be accessible if and only if expression returned is TRUE „



Fields left blank have no effect on view access



Module 49: Personalizing View and Applet Access



16 of 27



Name



If you have performed configuration on the Siebel application, then be sure you have the most up-to-date repository.



Start Date



If the current date is before the Start Date, then the view will be available regardless of the rule.



End Date



If the current date is after the End Date, then the view will be displayed regardless of the rule.



Condition Expression



If the expression evaluates as TRUE for the user, then the view will be displayed; otherwise it will be hidden.



Reference
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Expression Designer Launches in a separate window when you click the icon beside the Conditional Expression field „ Allows you to easily build logical expressions that control system behavior „ In the next few slides we will build the following example rule, which tests whether the user’s address is in California: „



49



GetProfileAttr('Me.Org.State') = "CA"
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Building Expressions „



Expression elements are organized into categories and subcategories



Only subcategories for selected category appear



Only elements for selected subcategory appear
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Building Expressions Continued „



Add elements to expressions by selecting them in Elements window and clicking Add Element
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Building Expressions Continued „



To find out what a given element does, select it and look in the Description window at the bottom left of the Expression Designer
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Building Expressions Continued „



You can add commonly used elements by clicking a single button
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Building Expressions Continued „



Click Validate when you finish building your expression ` Checks expression for syntactic errors ` Does not check logic of expression



„



Errors appear in Errors window ` In the example shown, the value to compare is missing We have forgotten to put the expression ‘CA’ to the right of the ‘=’ operator
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Building Expressions Continued „



When you receive a “No Error” message, click Save ` Expression is placed in the Conditional Expression field and Expression Designer closes



The expression is complete!
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49.24



Personalizing Applet Access Limit access to applets based on user profile attributes „ Example „



` You have a Products and Services view as the launch page for your online catalog ` You create Gold and Platinum Services applets which only appear if the Customer Class attribute matches
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Personalizing Applet Access Continued Navigate to Personalization AdministrationÆApplets „ Select the applet you will personalize „
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` Not all applets appear; click New to add an applet „



Use any or all of the following fields to control applet access ` Start Date: Rule will not be applied before this date ` End Date: Rule will not be applied after this date ` Conditional Expression: Applet will be accessible if and only if the expression returns TRUE



„



Fields left blank have no effect on applet access



25 of 27



Module 49: Personalizing View and Applet Access



Name



Only those applets appear which have been added to the list, either as seed data or by the user. To enable personalization for an applet, create a new record and choose the applet name from the picklist. Applets for which personalization is not enabled are displayed by default. (Visibility rules still apply.)



Start Date



If the Start Date field is blank, the applet will be displayed, unless it is now after the End Date.



End Date



If the End Date field is blank, the applet will be displayed, unless it is now before the Start Date.



Condition Expression



For information about Siebel expressions, see Personalization Administration, “Condition Expressions.” To prevent an applet from displaying, create a condition expression which evaluates to FALSE.
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Summary „



This module showed you how to: ` Describe the business requirement met by personalization ` Use the Expression Designer to create personalization expressions ` Provide access to views and applets based on user profile attributes



Module 49: Personalizing View and Applet Access



Siebel 7 Essentials



26 of 27



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Personalizing View and Applet Access



49.27



Lab „



In the lab you will:



49



` Customize access to an applet
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Module Objectives „



After completing this module you will be able to: ` Use rule sets to provide users with personalized content in applets ` Control system behavior with events and actions based on user profile attributes



„



Why you need to know ` Rule sets control what content appears in each applet ` Personalized content enables users to find the information they need quickly and easily ` Personalized system behavior gives users an experience of individual attention
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Personalization (Review) Enables a company to cost-effectively communicate a rich message to many people „ Puts the right information in front of the customer, who can act on it quickly and easily „



` Visitors are more likely to find something they want to buy „



Provides fast, customized service ` Builds customer loyalty
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50.4



Rule Sets Consist of one or more rules which are evaluated in sequence „ Are associated with applets „ Enable you to control the content of an applet based on profile attributes and other data at run time „



` The rules in a rule set determine which records of a business component will appear in an applet ` Rule set rules can also build complex content, such as the personal salutation in a home page
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Rule Sets Filter Applet Content „



When the user navigates to a view, each applet is populated ` The applet submits a query to select records from a specific business component



„



If there is a rule set associated with the applet, it creates a search specification for the query ` The search specification is built at run time, based on current values of personalization profile attributes and other variables



Applet (creates query to business component)



Query



Siebel Database



Rule Set (creates search specification) Module 50: Personalizing Content and Behavior



Siebel 7 Essentials



Records Query (content)



User Interface (displayed applet)
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Types of Rule Set Rules „



Expression rules ` Include and exclude records based on search specifications built using Rule Builder



„



Business service rules ` Run a business service, which can return a search specification



„



Invoke method rules ` Invoke a method on a business component
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How Rule Sets Are Evaluated „



Determine which rules apply at run time ` Rules can have start dates and end dates „



„



Enables you to vary system behavior over time



Determine which rules apply to the circumstances



50



` Rules can have conditional expressions „



„



Enables you to vary system behavior based on user profile attributes



Use all applicable rules to filter records ` In SQL terms: Join the search specifications of the rules with AND to form a single WHERE clause
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Personalizing Applet Content „



Associate rule sets with applet to control applet contents based on user profile attributes ` Rule sets return content (or no content)



„



At run time, system evaluates rule sets in sequence Order is which rule sets will be evaluated



„



Rule set will evaluated during these dates



Rule set will be evaluated if and only if expression returns TRUE



Conditional expression improves system performance by not evaluating whole rule sets ` If a simple query can determine that no content will be returned, do not evaluate this rule set 8 of 32
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Sequence



Rule sets are tried one after another. If one results in no records, the next higher in sequence is tried. Therefore, higher priority sets should have lower sequence numbers.



Rule Set Name



User can pick from existing rule sets; rule sets can be shared.



Condition Expression



Intelligent use of condition expressions can reduce unnecessary queries and improve performance. If you know of a simple condition that will cause a rule set to result in no records (for example, they depend on a particular attribute which might be blank), the expression can prevent the rule set from being evaluated.
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Evaluating Multiple Rule Sets „



Rule sets are evaluated in sequence order ` Evaluation stops when a rule set returns content ` Thus, content will be displayed only from one rule set



Evaluate EvaluateFirst First Rule RuleSet Set



Return Return Content? Content?



Yes



Display Displayapplet applet with withthis this content contentonly only



No



Evaluate EvaluateNext Next Rule RuleSet Set



No



Last LastRule Rule Set? Set?
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Associating Rule Sets with Applets Navigate to Personalization AdministrationÆApplets „ Pick applet record „



` Or create a new record and click the picklist icon in the form



In the Rule Sets list, create a new record „ Click the picklist icon to select an existing rule set „
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Associating Rule Sets with Applets Continued Enter a sequence number „ If desired, enter start date, end date, or both „



` System will not evaluate this rule set for this applet before start date or after end date „



If desired, enter conditional expression ` System will only evaluate this rule set for this applet if conditional expression evaluates TRUE
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Creating New Rule Sets Navigate to Personalization AdministrationÆRule Sets and create a new record „ Assign name and description to new rule set „ If desired, define effective dates „



` Start Date: Rule set will not be evaluated before this date ` End Date: Rule set will not be evaluated after this date „



Add one or more rules to rule set
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Name



User can assign any name. You should probably choose something that reflects the purpose of the rule.



Sequence



Unlike rule sets, all rules within a rule set are evaluated. Evaluations do not stop when one rule returns content. Sequence is most important in salutation applets.



Rule Type



Expressions directly evaluate inclusion and exclusion expressions. BusService runs a business service which returns a search specification. InvokeMethod invokes a method on a business component, which returns a search specification.
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Adding Rules to Rule Sets In the Rules applet of the Rule Sets view, create a new record „ Required fields „



` ` ` ` „



Name: A name for the rule Sequence: Controls order in which rules are applied Active flag: If not checked, system ignores rule Rule Type: Expressions, Business Service, or Invoke Method



Optional fields ` Conditional Expression ` Start and End dates ` Description
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This is used only when Rule Type is set to Expression. If an inclusion expression evaluates to TRUE for a record, that record is included content. If the exclusion expression evaluates to TRUE, that record is not included content, even if the inclusion expression evaluates to TRUE. These are search specifications written as Siebel expressions. They have access to all business component fields exposed on the applet or “force active.”
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Conditional Expressions on Rules „



Allows you to build complex logic within a rule set by turning rules on and off based on profile attributes ` The rule will only be evaluated if the conditional expression is TRUE
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Expressions Rules „



Use one or two expressions to evaluate content against user profile attributes ` Include Expression: Record will be content if this evaluates TRUE ` Exclude Expression: Record will not be content if this evaluates TRUE, even if the include expression evaluates TRUE
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Using Business Service Rules „



Rules of type Business Service run a business service ` Can return a search specification in the form of an inclusion expression, an exclusion expression, or both



„



Specify: ` The name of the business service to run ` The method to invoke, if any ` The context in which the business service should run
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Using Invoke Method Rules „



Rules of type Invoke Method invoke a method on a business component which returns a search specification ` Useful for: „ „ „



Setting the values of personalization profile attributes Accessing Siebel data outside the current business component Accessing non-Siebel data
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50.18



Personal Salutations Appear at the top of the application home page „ Address the user directly and personally „



Salutation for Siebel eService Module 50: Personalizing Content and Behavior
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Personal Salutations Continued Salutations are scripted in rule sets „ Sequence of rules in rule sets matters here! „



50



This rule set defines the eService salutation



These rules define the eService salutation content
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Defining Text for Salutations „



Use an Expression type rule ` Define the text in the include expression ` Use HTML tags to format text



Appears first (before user’s name) in salutation Module 50: Personalizing Content and Behavior
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Personalized Text for Salutations „



Use an Expression type rule ` Use GetProfileAttr() in the include expression to retrieve personalization profile attributes ` Combine with text and HTML tags as needed



50



Displays the user’s name based on profile attribute Will only display if the user is logged in (so user name is known) Module 50: Personalizing Content and Behavior
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Personalized Text for Salutations Continued „



Use an Invoke Method type rule to retrieve system information



Display the system date
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Personalizing the Event Model „



Tracking user actions on the Web site allows you to provide better personalized service ` Infer customer preferences from their behavior on the Web site



„



Control behavior of Siebel event model events and action sets based on user profile attributes, without recompiling the .srf ` Example: Define actions to occur when customer makes purchase that upgrades them to gold or platinum status



„



Use user actions to trigger changes in user profile attributes ` Example: When customers add a printer to the shopping cart, give them a 10% discount on paper and cartridges
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Steps to Personalize the Event Model



1. 1.Create CreateEvent EventTemplates Templates



2. 2.Create CreateAction ActionSets Sets



3. 3.Add AddActions Actionsto toAction ActionSets Sets



4. 4.Associate AssociateEvents Eventswith withAction ActionSets Sets
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1. Create Event Templates „



Navigate to Runtime Events AdministrationÆEvent Aliases and create a new record ` Example: This will monitor for the customer adding an item to the shopping cart



Name of event to monitor



Select object type (Application, BusComp, or Applet) where event takes place; specify an object if appropriate



Select event and specify subevent if appropriate (if event is setting a field, the subevent is field name)
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Condition Expression



For information about Siebel expressions, see Personalization Administration, “Condition Expressions.”



Object Type and Event Dependent picklists. Each object type has an associated series of events that you can register for monitoring.



Object Name



The name of the object to monitor. You can find it using Siebel Tools.



Subevent



Only used if the Object Type is BusComp and the event is InvokeMethod. In this case, the subevent is the name of the method to be monitored.
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2. Create Action Sets „



Navigate to Runtime Events AdministrationÆAction Sets ` Example: A set of actions to perform when the customer adds a printer to the shopping cart



Name of action set



Action set will be active between these dates (if entered)
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An action set is a sequence of actions to be performed when triggered by a monitored event. Once the action set is defined here, its name becomes available to pick on the Events view



Action Type



Attribute set: Set a profile attribute to a new value BusService: Run a business service InvokeMethod: Invoke a method on a business component



Set Attribute
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3. Add Actions to Action Set „



Navigate to Runtime Events AdministrationÆAction SetsÆ Applets and create a new record ` Actions can invoke methods and business services, or directly set profile attributes ` Example: This action sets an attribute that entitles the user to a discount on paper and cartridge prices at checkout Sequence to perform actions



Only perform action if expression is TRUE



Select action type Module 50: Personalizing Content and Behavior
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4. Associate Events with Action Sets „



Navigate to Runtime Events AdministrationÆEvents and select the event ` Enter conditional expression based on user profile attributes ` Select the action set to perform when the event occurs



Select event alias from drop-down list of aliases, or create a new event



Perform action set on event occurrence only if expression is true
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Enter name of action set
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An event can be monitored to trigger more than one action set; if so, the action sets will be triggered in sequence.



Object Type and Event Dependent picklists. Each object type has an associated series of events that you can register for monitoring.



Object Name



The name of the object to monitor. You can find it using Siebel Tools.



Subevent



Used only if the Object Type is BusComp and the event is InvokeMethod. In this case, the subevent is the name of the method to be monitored.
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Testing Personalization Test the behavior of personalization rules in a staging environment „ Select user ID to use in test „



` If user has right to set personalization for other users, select secondary user „



Enter profile attributes for user ` Click Load to use actual static attributes of user or manually set dynamic and static attributes for test purposes



„



Enter URL of application to test ` To test a single specific view, add the view name



„



Click Test ` System launches the application, logged in as user
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This is a working software environment isolated from end users similar to the development environment used for configuring Siebel software products.
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Testing Personalization Continued „



Navigate to Personalization AdministrationÆViews to test personalization



“Me” user login information



Load user profile attributes in the lower list Test application



Secondary user



Application to test



View to test



“Me” user profile attributes “You” user profile attributes Module 50: Personalizing Content and Behavior
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Summary „



This module showed you how to: ` Use rule sets to provide users with personalized content in applets ` Control system behavior with events and actions based on user profile attributes
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Lab „



In the lab you will: ` Create personalization business rules ` Enable display of targeted content ` Enable user customization for a view
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Module 51: Using Siebel Remote to Support Mobile Clients
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Using Siebel Remote to Support Mobile Clients



51.2



Module Objectives „



After completing this module you will be able to: ` Describe how activity is tracked on the server database and local database ` Describe synchronization ` Describe steps to set up mobile clients



„



Why you need to know ` To support mobile clients effectively, you need to understand the required first-time and ongoing processes
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Siebel Remote „



Challenge ` Employees need access to Siebel data while away from the office



„



Solution ` Siebel Remote enables users to access Siebel data on a local database while disconnected from the server ` Local data can be periodically synchronized to a central database
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Remote Processing Summary „



An overview of Siebel Remote processing Server/Central



Local Table Table



Merges new data



Trans



Tracks local table changes



Table Table



Table



File System



Table



trans



Local\Outbox trans Local\Inbox



Merges new data



File System



Docking\User\Inbox trans Docking\User\Outbox Transfers files
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Tracking Changes on Database Server „



Field level changes are tracked and stored in a master transaction table as rows ` Table = S_DOCK_TXN_LOG ` Stores before and after images of data



51



Server Database Table



Transaction logging tracks server table changes S_DOCK_TXN_LOG



Table
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Extracting Changes Into File Changes extracted from S_DOCK_TXN_LOG and stored in TXNPROC directory on Siebel Server „ Transaction Processor server task „



` Extracts data and creates compressed, sequentially numbered transaction (.dx) files ` Purges S_DOCK_TXN_LOG once transactions are routed to all Siebel Servers Transactions are extracted



Server Database Table Table



TXNPROC



S_DOCK_TXN_LOG



Transactions are purged
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Extracting Data for Particular User Rules are inspected to determine which data is extracted for each mobile client „ Transaction Router server task „



` Extracts data and creates compressed, sequentially numbered transaction (.dx) files ` Files are stored in mobile client’s outbox



51 Transactions



TXNPROC



Transaction Router extracts data for particular user



Module 51: Using Siebel Remote to Support Mobile Clients



Transaction Router



Siebel 7 Essentials



DOCKING\User\Outbox



0000002.dx 0000003.dx …...



7 of 24



To improve performance, run multiple Transaction Router tasks per Siebel Server.
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Tracking Changes on Local Database „



Field level changes are tracked and stored in a local table as rows ` Table = S_DOCK_TXN_LOG ` Stores before and after images of data



Local Database



Logging tracks local table changes



Table Table



S_DOCK_TXN_LOG
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Extracting Local Changes into File Changes are extracted from S_DOCK_TXN_LOG „ Stored as compressed and sequentially numbered transaction (.dx) files in local outbox „



Local Database



51



Table Table



S_DOCK_TXN_LOG



Extracts rows into file
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Transfer Files Between Server and Mobile Client „



During synchronization, compressed files are transferred between the server and mobile client



Docking\User\Inbox



Local\Outbox



Local



File System



0000002.dx 0000003.dx …...



0000004.dx 0000005.dx …...



File transfer



Local\Inbox



Docking\User\Outbox



0000004.dx 0000005.dx …...



0000002.dx 0000003.dx …...



File transfer



Module 51: Using Siebel Remote to Support Mobile Clients



Siebel 7 Essentials



File System



Siebel Server



10 of 24



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Using Siebel Remote to Support Mobile Clients



51.11



Synchronization Session „



Mobile client always synchronizes to a given Siebel Server ` Mobile client is validated against server



„



Compressed data and File System files are sent and received ` From server by Synchronization Manager ` From mobile client by client synchronization



„



No load balancing ` Mobile client Inbox and Outbox resides on designated Siebel Server, defined during Database Extract Local



File System



Synchronization Manager



File System



Client synchronization Siebel Server
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Changes Applied to Server Database „



Transaction Merger server task ` Applies changes to the server database ` Processes inboxes in the order mobile clients synchronize ` Data merge occurs after the mobile client disconnects



Server Database Table Table



Table Table



Merge new data Docking\User\Inbox



0000004.dx 0000005.dx …...
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Changes Applied to Local Database „



Siebel Remote ` Applies changes to the local database ` Data can be merged without a network connection ` Manages and purges local transaction log file



Local Database Table Table



Table Table



Merge new data Local\Inbox



0000002.dx 0000003.dx …...
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First Time Setup „



Steps for setting up mobile clients 1. 1.Enable Enabletransaction transactionlogging logging 2. 2.Register Registeruser useras asSiebel Siebelmobile mobileclient client 3. 3.Create Createschema schemafor forlocal localdatabase database 4. 4.Create Createinitial initialsubset subsetof ofdata data 5. 5.Initialize Initializelocal localdatabase database
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1. Enable Transaction Logging „



Select Application AdministrationÆSystem Preferences ` Docking: Transaction Logging = TRUE
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2. Establish User As Siebel Mobile Client „



Create mobile clients on Siebel database by selecting Siebel Remote AdministrationÆMobile Clients



Create mobile client



Select routing model
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Create Mobile Client



Before a mobile client can be created, the user must already exist in the Siebel database and have a login and password.



Routing Model



Determines the type of data routed to the mobile client. Types of routing models include: Field Professional Service Technician Sales Manager Service Manager Analyst Executive Management
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3. Create Schema for Local Database „



Run Generate New Database server task ` Creates template for given database schema version



„



Run on each Siebel Server supporting mobile clients



Database schema definition
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trans



\DBTEMPL\db37r45\enu_1252.dbz



Server Database



Siebel Server
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Distribute Database Template



You may use \BIN\DISTMPL.BAT to distribute the template to other Siebel Servers.



Database Type



By default, the Client Db Type parameter is set to SQL Anywhere.
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4. Create Initial Subset of Data „



Run Database Extract server task ` Applies routing rules to server data to extract appropriate subset of data for a given mobile client ` Creates compressed and zipped .uaf file ` Creates DOCKING\USER directory on Siebel Server „



Registers mobile client to Siebel Server



trans



Docking\User\Outbox\000001.uaf The snapshot file contains user specific data stored in User\Outbox



Server Database Siebel Server
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Transaction logging must be enabled during database extraction to log changes to the local database.



Siebel Systems, Inc.



COMPANY CONFIDENTIAL AND PROPRIETARY INFORMATION — DUPLICATION IS PROHIBITED



Using Siebel Remote to Support Mobile Clients



51.19



5. Initialize Local Database „



Invoked by mobile client ` First-time: When a local database is not found on the mobile client ` Ongoing: At synchronization, when a database extract is found in the mobile client’s outbox on the Siebel Server



„



What happens? ` Applies database template (.dbz) file and database extract (.uaf) file to local database



„



Local database files stored as \local\sse_data.dbf
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Best Practices Verify routing rules to determine data to be replicated for each mobile client „ Routing rules consider: „



` Team and personal ownership ` Management hierarchy ` Reporting relationships „



Routing rules are grouped into routing models, based on a usage profile ` Each mobile client is associated to one routing model, using a subset of routing rules ` Routing models can only be modified by Siebel Expert Services
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Best Practices Continued You should disable transaction logging before running EIM imports „ You should disable certain views to mobile clients „



` View names with “All” (All Accounts, All Opportunities, and so forth) ` System Administration views
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After the EIM import is completed, enable transaction logging and perform a database extract for your mobile clients.
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Remote Processing Summary „



Summarizing remote processing Server/Central



Local Table Table



Siebel Remote



Trans



Transaction logging



Transaction logging



Table Table



Table



Trans Table



Transaction Processor trans



Synchronization Transaction Merger trans



Local\Outbox trans Local\Inbox



Docking\User\Inbox trans Docking\User\Outbox



File System
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Summary „



This module showed you how to: ` Describe how activity is tracked on the server database and local database ` Describe synchronization ` Describe steps to set up mobile clients
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Lab „



In the lab you will: ` Run server components required for supporting mobile clients ` Initialize the local database
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Module 52: Additional Siebel Remote Topics
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Module Objectives „



After completing this module you will be able to: ` Describe how Siebel Remote identifies and resolves database conflicts ` Describe mobile client maintenance ` Describe ways to manage synchronization



„



Why you need to know ` Since the same data can be maintained in more than one place, you need to understand how Siebel Remote handles conflicts ` There are benefits to frequent synchronization
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Conflict Resolution „



Transaction Merger uses specific rules to resolve conflicts for three types of database data changes ` Updates ` Duplicates ` Deletes



„



Set a system preference to write conflict information for users ` Navigate to Application AdministrationÆSystem PreferencesÆMRG: User Friendly Notification = Conflicts
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If the value is set to Conflicts (default), Siebel Remote writes information about database updates that caused conflicts. If the value is set to TRUE, Siebel Remote writes information about all database updates. If the value is set to FALSE, Siebel Remote does not write any information about the database updates.
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Update Conflicts Update conflicts occur when two or more mobile clients change the same field value „ They are resolved by a rule „



` Client Wins: Client database value overrides the server database value ` Server Wins: Server database value overrides the client database value „



Set a system preference to define the rule ` Navigate to Application AdministrationÆSystem PreferencesÆMRG: System Conflict Resolution
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When Transaction Merger rejects an update from a mobile client, the originating mobile client is notified.



Server Wins Siebel Systems, Inc. recommends using this rule for conflict resolution.
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Example: Update Conflict „



Business scenario ` Joe and Bob are on the same sales team, working on the ABC account ` The value in the Main Phone # field for ABC is the same on all machines Joe



Main Phone # (650) 555-0000



Bob
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Example: Update Conflict Continued Bob and Joe talk to different people at ABC and get different telephone number information „ They update the ABC account Main Phone # on their laptops „



Bob



Joe



Main Phone # (650) 555-0000



Main Phone # (650) 555-0000



Main Phone # (650) 555-2222



Main Phone # (650) 555-1111
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Example: Update Conflict Continued Bob synchronizes first „ The before image on Bob’s local database matches the current value on the server, so the phone number is updated „



Bob



Server DB



Before image



Main Phone # (650) 555-0000



Main Phone # (650) 555-0000



Current value: Before Transaction Merger update



Current value



Main Phone # (650) 555-2222



Main Phone # (650) 555-2222



Value after Transaction Merger update
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Example: Update Conflict Continued Joe synchronizes next „ The before image on Joe’s local database does not match the current value on the server, so a conflict is detected „ Conflict rule = Server Wins, so Joe’s update to the server is rejected „



Joe



Server DB



Before image



Main Phone # (650) 555-0000



Main Phone # (650) 555-2222



Current value



Main Phone # (650) 555-1111



CONFLICT!
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Joe is notified of the conflict after he synchronizes.
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Example: Update Conflict Continued „



When Joe synchronizes again, his update will be applied to the server database ` Since he synchronized earlier, the before image on his local database will match the current value on the server Joe



Before image



Main Phone # (650) 555-2222



Current value



Main Phone # (650) 555-1111
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Duplicate Conflicts A new transaction may be a duplicate of a transaction in another database that has not yet been processed on the server „ Transaction Merger determines that a duplicate conflict exists if the new row’s user key matches that of an existing row „



` It adds a new row and sets a system internal flag (CONFLICT_ID) indicating that the row is a duplicate ` It notifies the mobile client on which the duplicate row originated that there is a duplicate „



Duplicate transaction is not ignored ` Transaction Merger cannot determine whether the transaction is a true duplicate or simply an accidental use of the same identifier for two different records
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Delete Conflicts A delete conflict occurs when a delete or update transaction is applied to a record that does not exist „ When Transaction Merger encounters a delete transaction, the delete always wins „



` Applies to all delete operations ` Overrides all other transactions ` Supersedes system preference „



MRG: System Conflict Resolution: Server Wins or Client Wins
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User Notification „



Mobile clients should verify their synchronization sessions by selecting User PreferencesÆRemote Status ` If they do not, they may not be aware of any synchronization issues, such as update or duplicate conflicts



„



Conflicts will appear in the Session Action Details view
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Moving a Mobile Client „



When you add mobile clients, you may need to move existing mobile clients to other Siebel Servers ` To distribute mobile clients evenly among servers



„



Follow these steps to move a mobile client from one Siebel Server to another 1. Notify mobile client so that latest local database changes can be synchronized to database server 2. Verify transactions have been merged by checking that mobile client’s inbox is empty 3. Run Database Extract for mobile client on new Siebel Server



Set move parameter to True Module 52: Additional Siebel Remote Topics
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Moving a Mobile Client Continued 4. Delete old DOCKING sub-directory on old server 5. When mobile client synchronizes, Siebel Server will automatically update .cfg file on mobile client to point to new Siebel Server



Local .cfg file updated
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Extended Leaves A mobile client might not work for an extended period of time „ Transactions will continue to be created for the mobile client unless it is deactivated „ It may be more efficient to deactivate the mobile client and extract a new database when the user returns „
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Deactivating a Mobile Client „



Steps to deactivate a mobile client 1. Stop Transaction Processor and Transaction Router tasks `



To clear out any cached user information



2. Set End Date for mobile client `



Select Siebel Remote AdministrationÆMobile Client



3. Delete mobile client DOCKING sub-directory on the Siebel Server 4. Restart Transaction Processor and Router tasks Module 52: Additional Siebel Remote Topics
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Reactivating a Mobile Client „



Steps to reactivate a mobile client 1. Remove End Date 2. Run a Database Extract for the reinstated mobile client „



Mobile client will initialize the local database



52 Remove End Date to reactivate Module 52: Additional Siebel Remote Topics
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Benefits of Frequent Synchronization „



Shortens connection time ` Reduces the volume of transactions that need to be sent, thereby shortening the connection period



„



Improves recovery ` If local database needs to be restored from database server, Siebel data is only as current as latest synchronization



„



Saves disk space ` Reduces number of transaction files residing on both the local machine and the Siebel Server
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If your laptop is stolen or destroyed, or if your database becomes corrupted, your administrator can recover your data from the database server by running a Database Extract. The data will be as current as your last synchronization.
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Managing Synchronization Frequency „



Develop synchronization guidelines ` Check the frequency with which mobile clients synchronize ` Consider the company and its activities ` Be sure to have enough modem connections to support the synchronization schedule



„



Recommendation: mobile clients should synchronize at least once per day Synchronize regularly



Mobile Client



Local Data
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Synchronization frequency depends on usage. For example, Field Service users may need to synchronize more than once per day.
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Managing Synchronization Frequency Continued „



Identify who is not synchronizing by selecting Siebel Remote AdministrationÆClient Status



Last synchronization
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Summary „



This module showed you how to: ` Describe how Siebel Remote identifies and resolves database conflicts ` Describe mobile client maintenance ` Describe ways to manage synchronization
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Lab „



In the lab you will: ` Create an update conflict and view the results in the Remote Status view
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Module 53: Migrating Data Between Environments
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Module Objectives „



After completing this module, you will be able to: ` Describe the process for migrating user-supplied data ` Migrate your Siebel application from a development environment to a test environment „ „



„



Migrate database schema Migrate administrative data



Why you need to know ` Migration is required for testing and production implementation
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Migrating Between Environments: Motivations



Development



„



Test/QA



Production



Different requirements for development, testing, and production ` Development environment is unstable as software is changing ` Testing environment is stable so users can test and track defects ` Production environment includes only tested and stable software



„



Development and testing sometimes are done concurrently ` Requires that developed software be migrated to a separate environment for testing
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Migrating From Development to Test/QA „



Migrating between environments requires: ` Preparing the source environment ` Preparing the target environment ` Populating the target database



Source (Development)



Target (Test/QA)



Production



Focus of this module
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53.5



What Needs To Be Migrated? „



Initial implementation requires the following to be migrated from Development to Test/QA ` ` ` ` ` ` `



Object Manager Siebel repository file (.srf) Siebel File System Physical UI files Siebel configuration files (.cfg) Siebel Database Server Siebel Database Data Seed Data Repository Data
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Different Types of Data „



Seed data ` Initial data populated during database configuration ` Example: Siebel Administrator employee, Default Organization



„



Repository data ` ` ` `



„



Object definitions that specify the application look, behavior and data Populated during repository import (database configuration) Can be modified during configuration Example: Definition of an applet



User-supplied data ` Supplied by you ` Customer data „



Example: Accounts, Service Requests, Opportunities



` Administrative data „



Example: Employees, Positions, Responsibilities, business rules
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53.7



Prepare Source Environment „



Prepare source (development) environment ` ` ` `



Identify all files composing the build Capture/lock down/freeze all build files Check in all projects to server Compile all projects from source repository to build new .srf Compile



Check in Tools Client



Build X
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53.8



Prepare Target Environment „



Prepare target (test/QA) environment ` ` ` `



Install database and server software on target server Install client software (if required) Copy .srf and other client files to server and necessary clients Verify parameters (.cfg, ODBC, etc.) Gateway Server



Target Server



Enterprise Server Siebel Server



Target Client



Mobile Web Client



Component



New .srf Database Server



Siebel File System
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53.9



Alternatives for Populating Target Database „



Use database vendor utilities to copy the entire database ` Do this when there are no changes to the database schema ` Duplicate data from source database to target database ` Do not preserve any existing target database data



„



Copies seed, repository, and all user-supplied data Target



Source Seed Data



Test/QA



Repository Data User-Supplied Data



Database Utilities
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53.10



Alternatives for Populating Target Database Continued „



Use Siebel EIM and database vendor tools to copy usersupplied data ` Run EIM to export source ` Use database vendor tools to move data from source to target EIM tables „



Load utilities (DTS, bcp, SQL Loader) or SQL (Insert….Select…)



` Run EIM to import into target base tables Source Selected user supplied data



Base



EIM



EIM export
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53.11



Alternatives for Populating Target Database Continued „



Use Siebel utilities ` Use Migrate Repository in the Database Server Configuration utility to migrate repository data and update the schema ` Use EIM, dataexp, and dataimp to migrate administrative data



„



Use Siebel UI to enter the data



Source



dev2prod



Target



Seed Data



Seed Data



Repository Data



Repository Data



User-Supplied Data



User-Supplied Data
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53.12



Using Configuration Utility to Migrate Schema „



Use the Database Server Configuration utility when migrating schema changes from source to target database ` Upgrades data in the target database to the new schema ` Updates repository object definitions Invoke script with korn shell



Edit variables



Exports repository data, imports repository data, updates schema
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Using Siebel Utilities to Migrate User Data „



Move selected user-supplied data from source to target database by ` Using EIM to export source data and populate EIM (interface) tables ` Using dataexp.exe to export EIM tables into flat file(s) ` Using dataimp.exe to import target EIM tables from flat file(s) ` Using EIM to populate target base tables from target EIM tables



Selected user supplied data



Source



Base



EIM export



Target Flat file



EIM



dataexp
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53.14



Populate Source EIM Tables „



Use EIM export to populate source EIM tables from source base tables .IFB file
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53.15



Using Dataexp „



Use dataexp.exe to extract data from source EIM table(s) into flat file(s) Enter dataexp at command line for help



To export many tables, use /I



Supply required arguments



„



Cannot use against non-EIM tables ` Cannot use on non-EIM tables because ROW_IDS will be different between source and target
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Using Dataexp Continued „



If not using /I, provide name of each EIM table to export



Summary of tables and rows exported Ctrl + C to end Module 53: Migrating Data Between Environments
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Using Dataimp „



Use dataimp.exe to import data from flat files into target EIM table(s) Enter dataimp at command line for help



53



Supply required arguments
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Using Dataimp Continued „



Target EIM tables loaded ` Summary import information appears when dataimp completes
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Populate Target Base Tables „



Use EIM import to populate target base tables from target EIM table(s) .IFB file



Select EIM task and edit parameters
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53.20



Test (Target) Environment Is Ready „



Your application is now ready to be tested in a stable and controlled environment



Gateway Server



Target Server



Enterprise Server Siebel Server



Target Client



Mobile Web Client



Component



New .srf Database Server



Siebel File System
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53.21



Summary „



After completing this module, you will be able to: ` Describe the process for migrating user-supplied data ` Migrate your Siebel application from a development environment to a test environment „ „



Migrate database schema Migrate administrative data
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53.22



Lab „



In the lab you will: ` ` ` `



Create a a test database environment Analyze migration data Migrate administrative data Verify data migration in the UI
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54.1



Module 54: Final Words
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Final Words



54.2



Module Objectives „



Review the material covered in the past two weeks ` Identify the major steps in the first phase of a Siebel application deployment ` Identify typical work associated with each step ` Identify available resources and next steps



Identify steps for working with Siebel Technical Support Why you need to know „
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54.3



Phase One Development Steps „



In a typical development process, the following steps are performed ` ` ` ` `



Installing the Siebel software Configuring the Siebel application Loading data into the application Automating business rules Deploying the application
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Installation and Organization Setup Highlights Installing the Siebel Server software „ Creating the organization structure „
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Exploration Highlights Exploring the Siebel application „ Using Siebel Tools to examine object definitions „ Exploring tables and relationships in the Siebel data model „
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Configuration Highlights „



Modifying the standard Siebel application to your specific requirements ` UI Layer „ „ „ „



Application Screens Views Applets



` Business Layer „ „



„



Tables Columns
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Account



Business Objects Business Components



` Data Layer „



UI object definitions



Account



Opportunity



Product



Contact



Data object definitions
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Data Load Highlights Mapping the data to the appropriate table and column „ Importing existing business data „



` Employees ` Accounts „



Running EIM to populate user data



Database



Siebel Server



Interface table



Base table



External Data Module 54: Final Words
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Business Rule Automation Highlights Automating business rules with Workflow Manager „ Automating work assignments with Assignment Manager „ Personalizing the Web experience with Siebel Personalization „
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Deployment Highlights Creating and supporting mobile clients „ Migrating from development to test to production environments „



Development
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54.10



Labs Hands-on application of significant Phase One tasks „ Relevant experience for what really needs to be done during a Siebel deployment „
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54.11



Other Resources „



Available resources after you leave class ` Fellow students ` Course materials „ „ „



Slides and notes Labs CD-ROMs



` Siebel Web site: www.siebel.com „ „ „



eBusiness Applications Siebel University Global Services
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Working with Siebel Technical Support
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54.13



Global Services Offerings Measure customer satisfaction eBusiness Consulting



Technical Support



Plan



Design



Implementation services



Training



Outsource operations



Run



Build



Best practices for selling and partnering Module 54: Final Words
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Siebel Global Services can provide customers with a comprehensive set of services that span the entire product and implementation life cycle.
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Global Coverage: Siebel Technical Support „



Twelve support centers worldwide Galway, Ireland Toronto, Canada



Emeryville, CA (USA)



San Mateo, CA (USA)



London, UK Burlington, MA (USA)



Munich, Germany Paris, France Tokyo, Japan



Durham, NC (USA)



Singapore São Paulo, Brazil
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Scope of Technical Support „



Siebel Technical Support can help you with questions or issues regarding: ` Product behavior ` Configuration behavior ` Documentation clarification
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Contact Siebel Expert Services or Professional Services for help on configuration design, implementation issues, and performance and capacity planning.
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Siebel Technical Support Provides technical expertise on Siebel eBusiness and MidMarket Applications „ Provides second-level support „ Supports designated contacts with valid support contract „ Supports all Technical Account Managers (TAMs) on supported customer project „



End User



End User



End User



End User Help Desk LEVEL



1



Customer Designated Contacts LEVEL



2



Siebel Technical Support Siebel Engineering
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Designated contacts may be customers, partners, or a third party working on behalf of the customer.
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Designated Contacts „



Appointed customer contacts who work directly with Siebel Technical Support ` Members of your staff ` Partners/systems integrators hired to work on your project



Provide first-level support to end users „ Must be Siebel-trained as specified in contract



End User



End User



End User



End User Help Desk LEVEL



1



„



` Standard Support: 2 contacts ` Gold Support: 6 contacts



Customer Designated Contacts LEVEL



2



Siebel Technical Support Siebel Engineering
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Siebel Technical Support provides second-level support. This means that Technical Support works directly with Siebel-trained designated contacts at your site. Designated contacts support your end users. The diagram illustrates this support structure.
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Steps for Obtaining Technical Support Purchase technical support with Siebel software 2. Attend Siebel eBusiness Essentials or Core Consultant course 3. Contact [email protected] to request SupportWeb account 1.



` Read only account assigned before training ` Read/write account assigned after training „



4.



Includes ability to submit service requests to Technical Support



Support Services will call designated contacts to: ` Welcome them to Siebel Technical Support ` Explain how to access technical support via Web, email, and telephone ` Issue logins and passwords ` Walk through using SupportWeb
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These steps are required for accessing Siebel Technical Support. Following these steps ensures your interaction with Siebel Technical Support Engineers if you are a supported partner or customer.
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Logging In to Siebel SupportWeb „



Connect to http://ebusiness.siebel.com/supportweb
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Searching the Knowledge Base Search SupportWeb and Siebel Bookshelf to find answers to questions „ Create service request if you cannot find answer „



Support Search
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The types of information available in SupportWeb include: - Frequently Asked Questions - Technical Notes - Siebel Alerts - Patch Release Notes - Statements of Direction - Product Certification information - Resolved service requests - Installation/Upgrade Documentation
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Viewing Account Information „



Use SupportWeb to view: ` ` ` `



Your service requests Service requests logged by others at your company Enhancement and patch requests Service request surveys
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Use this view to display service requests logged by others at your company, in addition to patch and enhancement requests.
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Reproducing a Problem „



If a problem cannot be reproduced against the standard configuration, Siebel Technical Support requires: ` Minimal configuration steps to reproduce problem against standard configuration ` Minimal VB code to reproduce behavior
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Contacting Technical Support „



Primary method: Siebel SupportWeb ` Only designated contacts may create service requests ` Read-only users may access SupportWeb knowledge base



„



Use Technical Support Hotline to follow up or escalate ` Post on SupportWeb, then follow up with phone call for highseverity issues
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When you create the service request, the issue is captured accurately instead of a call response person translating what occurred. It also promotes a first response by the technical support engineer that adds value, rather than an information-gathering interaction. The technical support engineer can research the issue and suggest a next step in their first response.
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Summary „



Review the material covered in the past two weeks ` Identify the major steps in the first phase of a Siebel application deployment ` Identify typical work associated with each step ` Identify available resources and next steps



„



Identify steps for working with Siebel Technical Support
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Global Services Goal



100% Customer Success
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