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Application Set Up Control Sheet - Service
Environment Name:

Machine:
Type (definition, execution, or both):

Workflow

SubWorkflow Name
Set Up Task

Responsibility
Due Date
QA Responsibility
QA Due Date
Signature Approval










Setup Service








Profiles - System, User
CS:  Define Profiles - System







Profiles - System, User
CS:  Define Profiles - User







Profiles - System, User
CS:  Define Service Parameters







Customer Product
CS:  Define Customer Product Statuses







Customer Product
CS:  Define Customer Product Types







Customer Product
CS:  Define System Types







Customer Product
CS:  Define Order Transaction Types







Customer Product
CS:  Define Split CP Reasons







Customer Product
CS:  Define Transaction Groups







Services
CS:  Define Service Coverages







Services
CS:  Define Items - Master Level







Services
CS:  Define Items - Org Level







Services
CS:  Define Service Availability







Services
CS:  Define Renewal Reasons







Services
CS:  Define Termination Reasons







Codes, Concurrent Mgr
CS:  Define Support Levels







Codes, Concurrent Mgr
CS:  Define Service Groups







Codes, Concurrent Mgr
CS:  Define Dispatch Rules







Codes, Concurrent Mgr
CS:  Define Repair Diagnostic Codes







Codes, Concurrent Mgr
CS:  Define Repair/Reject Reasons







Codes, Concurrent Mgr
CS:  Activate Concurrent Processes







Service Request
CS:  Define Request Action Types







Service Request
CS:  Define Request Action Statuses







Service Request
CS:  Define Request Action Severity







Service Request
CS:  Define Urgencies







Service Request
CS:  Define Problem Codes







Service Request
CS:  Define Resolution Codes







Service Request
CS:  Define Systems







Service Request
CS:  Define Message Action Requests







Service Request
CS:  Define Call Types







Service Request
CS:  Define Call Follow-up Types







Remaining Services
CS:  Define Customer Products







Remaining Services
CS:  Define Order Services







Remaining Services
CS:  Define Renewal Services







Remaining Services
CS:  Define Terminate Services







Remaining Services
CS:  Define Customer Product Services







Remaining Services
CS:  Define Service Requests







Remaining Services
CS:  Define Customer Co-Terminate Date







Profiles - System, User/CS:  Define Profiles - System


System Administration>Profile>System
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use this form to define System Profile options.

Profile
Site
Application
User
Responsibility







Service:  Allow Service Date Change





Service:  Auto-Generate System Name





Service:  Day Unit-of-Measure





Service:  Default Action Type





Service:  Default Action Owner





Service:  Default Action Severity





Service:  Default Make Public Flag





Service:  Default Order Type for Replacement





Service:  Default Order Type for Repairs





Service:  Price List for Repairs





Service:  Enable Context Search





Service:  Item Flexfield (product)





Service:  Item Flexfield (service)





Service:  Month Unit-of-Measure





Service:  RMA Line Status for Repair Lines





Service:  Repair Default 





Expense Item





Service:  Repair Default  Item





Service:  Repair Default Material Item 





Service:  Workflow Administrator.





Profiles - System, User/CS:  Define Profiles - User


System Administration>Profile>User
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use this form to define User Profile options.

Profile
Site
Application
User
Responsibility







Service:  Default Service Request Owner





Service:  Default Service Request Severity





Service:  Default Service Request Type





Service:  Default Service Request Urgency





Service:  Publish Flag Update Allowed





Profiles - System, User/CS:  Define Service Parameters


Sales and Service>Service>Setup>Service Parameters
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  The organization will always default to the value of the Oracle Order Entry profile option OE:  Item Validation Organization.  This organization 
is used throughout Oracle Order Entry and Oracle Service to determine the items that you sell and service.  Set the System Changes Decision Point Window 
Usage option.  This determines whether to copy system changes to the customer products associated with the system.  For example, when you change the installation location of a system, you may want the change to automatically cascade to all customer products under that system.  Select the following options: 

Display - When you make a change to a system, a pop-up window will ask you if you want to cascade the change to the customer products. 

Never Display, Never Change - When you make a change to a system, the changes will not cascade to the customer products and no confirmation pop-up window will appear.

Never Display, Always Change - When you make a change to a system, the changes will always be cascaded to the customer products and no confirmation 
pop-up window will appear.

Organization
Description







<System Decision Window Usage>
Display Window
No Display - Always Apply  System Changes
No Display - Newer Apply  System Changes









Use Depot Repair 
Uses Access Control
Auto Create Template Entity









Customer Product/CS:  Define Customer Product Statuses


Sales and Service>Service>Setup>Installed Base>Customer Product Statuses
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Customer Product Status codes represent the current state and transactibility of a product in the installed base.  Each status code controls the 
level of service program ordering or renewal.

Status
Canceled
Terminated
Status Change Allowed
Service Allowed
Request Allowed
Pre-Defined
Description
Effective Dates From
Effective Dates To















































































































Customer Product/CS:  Define Customer Product Types


Sales and Service>Service>Setup>Installed Base>Customer Product Types 
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use Customer Product Types to define the customer product type QuickCodes.  These QuickCodes explain the type of the customer product or 
the type of product.  An example of a customer product type Code is “Disk”, with a meaning of “primary disk drive”.  The description could be “The main 
drive in server 1”.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Date From 
Effective Date To







































































Customer Product/CS:  Define System Types


Sales and Service>Service>Setup>Installed Base>System Types
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use System Types to define the system type QuickCodes.  These QuickCodes categorize the system, which is a user-defined logical grouping of customer products.  An example of a system type code is “HDW”, with a meaning of “hardware”.  The description could be “Hardware consisting of drives, power supplies, and monitors”.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Date From 
Effective Date To







































































Customer Product/CS:  Define Order Transaction Types


Sales and Service>Service>Setup>Installed Base>Order Transaction Types
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Order Transaction Types are used in the Installations window of the Enter Orders form in Oracle Order Entry.  For example, if a serviceable 
product being ordered is not in the installed base as a customer product, you would select New as the Transaction Type.  The Autocreate Installed Base 
program will create a new customer product in the Installed Base .

Transaction Type
Seeded Flag
Installed Base
Billing Type
Transfer Service
Installed CP Status
Installed CP Return Required
New CP Status
New CP Return Required





































































































Customer Product/CS:  Define Split CP Reasons


Sales and Service>Service>Setup>Installed Base>Split Product Reasons
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can split any active customer product with a quantity greater than one, or split the entire product quantity into units of one.  Splitting a customer product isolates a particular quantity for additional processing such as transfer between customers or locations, additional service programs or cancellation.  After splitting customer products, you can transfer the split quantity, terminate service programs, add or renew service programs to the split quantity.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Date From 
Effective Date To







































































Customer Product/CS:  Define Transaction Groups


Sales and Service>Service>Setup>Installed Base>Transaction Groups
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can use Transaction Groups to group transaction types together so that you can restrict transaction type availability.  For example, for your 
field engineers, define a transaction group called Field Service that allows them only the transaction types relevant to them, such as Labor, Material, Expense, Upgrade, or Replacement.  Whenever field engineers use the Charges window to record charges, they are restricted to the transaction types associated with 
the transaction group that is linked to the service request.

Name
Description
Order Type
Depot Repair
Service Request
Field Service
Effective Dates From
Effective Dates To



















<Transactions>

Transaction Type
Effective Dates From
Effective Dates To









































Services/CS:  Define Service Coverages


Sales and Service>Service>Setup>Service Programs>Service Coverages 
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Service Coverage reflects the service request reporting time stated in days or hours, and the repair expenses supported by the support service program.  By setting effective start and end dates, you can phase in or phase out a particular coverage.  You can specifically define covered monetary 
amounts for each service.

Name
Description
Effective Dates From
Effective Dates To











<Details>

Up to Amount
% Covered





Labor



Material



Expense



<Schedules>


Start
End





Monday



Tuesday



Wednesday



Thursday



Friday



Saturday



Sunday



Services/CS:  Define Items - Master Level


Distribution>Inventory>Items>Master Items
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  With the Master Item window you can define and update items and the attributes associated with them (such as description, lead time, unit of measure, lot control, and so on). 

Organization



Item



Description





Main
Primary Unit of Measure



User Item Type



Item Status



<Conversions>


Conversions




Standard


Item Specific


Both




Inventory
Inventory Item
Stockable
Transactable
Revision Control
Reservable













<Lot Expiration (Shelf Life)>
Control
Shelf Life Days







<Cycle Count Enabled>
Negative Measurement Error
Positive Measurement Error







<Lot>

Control
Starting Prefix
Starting Number









<Serial>

Generation
Starting Prefix
Starting Number









Locator Control
Restrict Subinventories
Restrict Locators











Bills of Material
BOM Allowed



BOM Item Type



Base Model





Costing
Costing Enabled



Inventory Asset Value



Include in Rollup



Cost of Goods Sold Account



Standard Lot Size





Purchasing
Purchased
Purchasable
Use Approved Supplier
Allow Description Update
RFQ Required
Taxable
Tax Code

















<Outside Processing Item>
Unit Type





<Invoice Matching>
Receipt Required
Inspection Required







Default Buyer



Unit of Issue



Receipt Close Tolerance



Invoice Close Tolerance



UN Number



Hazard Class



List Price



Market Price



Price Tolerance %



Rounding Factor



Encumbrance Account



Expense Account



Asset Category





Receiving
<Receipt Date Controls>

Action
Days Early
Days Late









<Valid transactions>
Allow Substitute Receipts
Allow unordered Receipts
Allow Express Transaction









<Overreceipt Quantity Control>
Action
Tolerance %







Receipt Routing
Enforce Ship-To









Physical Attributes
<Weight>
Unit of Measure



Unit Weight



<Volume>
Unit of Measure



Unit Volume



<Container>
Container



Vehicle



Container Type



Internal Volume



Maximum Load Weight



Minimum Fill Percentage





General Planning
Inventory Planning Method



Planner



Make or Buy



<Min-Max Quantity>
Minimum 



Maximum



<Order Quantity>
Minimum



Maximum



<Cost>
Order



Carrying %



<Source>
Type



Organization



Subinventory



<Safety Stock>
Method



Bucket Days



Percent



Fixed Order Quantity



Fixed Days Supply



Fixed Lot Size Multiplier





MPS/MRP Planning

Planning Method



Forecast Control



Pegging



Exception Set



Shrinkage Rate



Acceptable Early Days



Round Order Quantities



<Repetitive Planning>
Overrun Percentage



Acceptable Rate -



Acceptable Rate +



<MPS Planning>
Calculate ATP



Reduce MPS



Planning Time Fence



Planning Time Fence Days



Demand Time Fence



Demand Time Fence Days



Release Time Fence



Release Time Fence Days





Lead Times

Preprocessing 



Processing



Postprocessing



Fixed



Variable



Cumulative Manufacturing



Cumulative Total



Lead Time Lot Size





Work in Process

Build in WIP



Type



Subinventory



Locator





Order Entry
Customer Ordered



Customer Orders Enabled



Shippable



Internal Ordered



Internal Orders Enabled



OE Transactable



Pick Components



Check ATP



Assemble to Order



ATP Rule



ATP Components



Ship Model Complete



Picking Rule



Collateral Item



Default Shipping Organization



Returnable



RMA Inspection Required





Invoicing

Invoiceable Item



Invoice Enabled



Accounting Rule



Invoicing Rule



Tax Code



Sales Account



Payment Terms





Service

Warranty



Coverage



Service Duration Value



Service Duration Period



Billing Type



Service Starting Delay



Services/CS:  Define Items - Org Level


Distribution>Inventory>Items>Organization Items
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use the Organization Items window to update Organization Level item attributes for your current organization.  To update Master level 
attributes use the Master Items window. 

To update Organization Level attributes:

1.  Navigate to the Organization Items Summary folder window. 

2.  Choose Find from the Query menu to display the Find Items window.

3.  Enter search criteria and choose Find to locate the item or items you want to update.  Multiple items display in the Organization Items Summary window, 
a single item displays in the Organization Item window.

4.  If you search returned multiple items, select an item and choose Open.  The Organization Item window appears.

5.  Select an alternative region to display an item attribute group where you can update values for organization level attributes in that group.



Main
Primary Unit of Measure



User Item Type



Item Status



<Conversions>


Conversions




Standard


Item Specific


Both




Inventory
Inventory Item
Stockable
Transactable
Revision Control
Reservable













<Lot Expiration (Shelf Life)>
Control
Shelf Life Days







<Cycle Count Enabled>
Negative Measurement Error
Positive Measurement Error







<Lot>

Control
Starting Prefix
Starting Number









<Serial>

Generation
Starting Prefix
Starting Number









Locator Control
Restrict Subinventories
Restrict Locators











Bills of Material
BOM Allowed



BOM Item Type



Base Model





Costing
Costing Enabled



Inventory Asset Value



Include in Rollup



Cost of Goods Sold Account



Standard Lot Size





Purchasing
Purchased
Purchasable
Use Approved Supplier
Allow Description Update
RFQ Required
Taxable
Tax Code

















<Outside Processing Item>
Unit Type





<Invoice Matching>
Receipt Required
Inspection Required







Default Buyer



Unit of Issue



Receipt Close Tolerance



Invoice Close Tolerance



UN Number



Hazard Class



List Price



Market Price



Price Tolerance %



Rounding Factor



Encumbrance Account



Expense Account



Asset Category





Receiving
<Receipt Date Controls>

Action
Days Early
Days Late









<Valid transactions>
Allow Substitute Receipts
Allow unordered Receipts
Allow Express Transaction









<Overreceipt Quantity Control>
Action
Tolerance %







Receipt Routing
Enforce Ship-To









Physical Attributes
<Weight>
Unit of Measure



Unit Weight



<Volume>
Unit of Measure



Unit Volume



<Container>
Container



Vehicle



Container Type



Internal Volume



Maximum Load Weight



Minimum Fill Percentage





General Planning
Inventory Planning Method



Planner



Make or Buy



<Min-Max Quantity>
Minimum



Maximum



<Order Quantity>
Minimum



Maximum



<Cost>
Order



Carrying %



<Source>
Type



Organization



Subinventory



<Safety Stock>
Method



Bucket Days



Percent



Fixed Order Quantity



Fixed Days Supply



Fixed Lot Size Multiplier





MPS/MRP Planning

Planning Method



Forecast Control



Pegging



Exception Set



Shrinkage Rate



Acceptable Early Days



Round Order Quantities



<Repetitive Planning>
Overrun Percentage



Acceptable Rate -



Acceptable Rate +



<MPS Planning>
Calculate ATP



Reduce MPS



Planning Time Fence



Planning Time Fence Days



Demand Time Fence



Demand Time Fence Days



Release Time Fence



Release Time Fence Days





Lead Times

Preprocessing 



Processing



Postprocessing



Fixed



Variable



Cumulative Manufacturing



Cumulative Total



Lead Time Lot Size





Work in Process

Build in WIP



Type



Subinventory



Locator





Order Entry
Customer Ordered



Customer Orders Enabled



Shippable



Internal Ordered



Internal Orders Enabled



OE Transactable



Pick Components



Check ATP



Assemble to Order



ATP Rule



ATP Components



Ship Model Complete



Picking Rule



Collateral Item



Default Shipping Organization



Returnable



RMA Inspection Required





Invoicing

Invoiceable Item



Invoice Enabled



Accounting Rule



Invoicing Rule



Tax Code



Sales Account



Payment Terms





Service

Warranty



Coverage



Service Duration Value



Service Duration Period



Billing Type



Service Starting Delay



Services/CS:  Define Service Availability


Sales and Service>Service>Setup>Service Programs>Service Availability
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Service Availability allows or restricts access to specific service programs for specific customers and products.  You can further delimit service availability by entering starting and ending availability dates or beginning and ending revisions for the product.  You can specify a product revision, or 
range of revisions.  Service Availability applies only to service programs, not base warranties included with serviceable products. For example, a computer manufacturer realizes that all computers sold to company A have a faulty motherboard identified with revision G.  All motherboards are automatically 
covered for 3 months after shipment, but in the case of revision G, an extended time of service coverage is being made available.  By using service availability, 
the extended service program is available only to company A with revision G motherboards.

<Service>

Service
Description







<Availability>

Product
Customer
Revision From 
Revision To
Start Date
End Date
Service Available

























































































Services/CS:  Define Renewal Reasons


Sales and Service>Service>Setup>Service Programs>Renewal Reasons
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use Renewal Reasons to define the renewal QuickCodes.  These QuickCodes explain the reason for renewals of service programs.  When a 
service program is renewed, renew is the default renewal reason code unless specified otherwise.  An example of a renewal reason Code is "expired".  The 
meaning is "service has expired".  A description is "the period of service coverage has expired".

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Services/CS:  Define Termination Reasons


Sales and Service>Service>Setup>Service Programs>Termination Reasons
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use Termination Reasons to define the termination QuickCodes.  These QuickCodes explain the reason for service program termination.  When 
a service program is terminated, terminate is the default termination reason code unless specified otherwise.  An example of a termination reasons code is "Moved".  A meaning is "customer moved".  A description is "customer moved without forwarding information".

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Code, Concurrent Mgr/CS:  Define Support Levels


Sales and Service>Service>Setup>Dispatch>Support Levels
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Support Levels distinguish personnel in the same service group.

Support Level
Description
Start Date
End Date



















































Code, Concurrent Mgr/CS:  Define Service Groups


Sales and Service>Service>Setup>Dispatch>Service Groups
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Service Groups provide a means for classifying your field service personnel into categories that are easy to use.  For example, you can categorize 
field-engineers by the types of products they fix, the customers to which they are dedicated, or the geographical regions they serve.  You can also use service groups to categorize support personnel.  For example, you can group them by the types of problems they solve or the shifts they work.

Service Group
Description
Start Date
End Date



















































Code, Concurrent Mgr/CS:  Define Dispatch Rules


Sales and Service>Service>Setup>Dispatch>Dispatch Rules
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  After you define support levels and associate them with service groups, you can define Dispatch Rules.  Enter values for parameters, then 
assign a role to the set of parameters to create a dispatch rule for a particular level/group combination.  The values you select here limit your choices in the Engineer Selection and Dispatch window.

Service Group
Support Level
Role











Installed Base

Customer
Product
Service
System
System Type
Product Type

















Service Request

Type
Severity
Problem











Location

Location
Country
City
State
Postal Code
County
Province

















Code, Concurrent Mgr/CS:  Define Repair Diagnostic Codes


Sales and Service>Service>Setup>Depot Repair>Repair Diagnostic Codes

<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use Repair Diagnostic Codes to define unique diagnosis codes when you want  to delineate each repair job.  Using a diagnosis code, you can 
track quality statistics pertaining to each type of repair.  If company A sells CD drives for personal computers, and within 3 weeks of installation, each unit is returned for a broken hinge on the drive door, a diagnosis code of CD door hinge can be created.  You can use diagnosis codes to group together items for a 
repair job.  Using the example above, if when the hinge on the door breaks, it also ruins the drive door itself, you can create a diagnosis code of CD door 
assembly.  A description would detail which components to replace.

Code
Description
Start Date
End Date



















































Code, Concurrent Mgr/CS:  Define Repair/Reject Reasons


Sales and Service>Service>Setup>Depot Repair>Repair Reject Reasons
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Use Reject Repair Reasons to define the reject repair QuickCodes.  These QuickCodes explain the reasons for customer product repair rejection.  During the depot repair process, you may required a customer approval step before beginning a repair.  If so, and the customer decides not to approve a 
repair, you must enter a Reject Repair Reason.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Code, Concurrent Mgr/CS:  Define Concurrent Processes


System Administration>Concurrent>Manager>Define
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  A concurrent manager is itself a concurrent program that starts other concurrent programs running.  When an application user submits a 
request to run a program, the request is entered into a database table that lists all of the requests.  Concurrent managers read requests from the table and start programs running.  The Concurrent Manager is needed within the Oracle Services module for the following:

AutoCreate Installed Base

Terminate Service

Depot Repair Control

Service Interface

Update Shipping Interface

You can initiate these processes manually or set them to run at predefined times using the Submit Requests window.

Manager
Short Name
Application
Description
Type
Data Group
Cache Size
Enabled



















<Parallel Concurrent Processing Details>

Details
Node
System Queue
Platform






Primary




Secondary




<Program Library>

Name
Applications









 Specialization Rules

Manager
Application







<Specialization Rules>

Include/Exclude
Type
Application
Name
Description































































 Work Shifts

Manager
Application







<Work Shifts>

Work Shifts
Description
Processes
Sleep Seconds


























Service Request/CS:  Define Request Action Types


Sales and Service>Service>Setup>Service Request>Request/Action Types
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can define Service Request and Action Types to categorize your service requests and action. 

Action/ Service Request



Type



Parent Type



Transaction Group



Start Date



End Date



Description



Workflow



Web Entry Allowed



Web Workflow



Web Image Filename



Service Request/CS:  Define Request Action Statuses


Sales and Service>Service>Setup>Service Request>Request/Action Statuses
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can define Service Request Statuses to indicate the current state of reported service requests and the actions assigned to them.  The service request status is a cause (the reported service request) and the effect is the resulting actions assigned to the reported service request.  Any service request can 
have multiple actions.  For example, a customer calls to report a broken switch on his personal computer.  You could set the service request status to "Open" 
and then create an action with the status" Assigned" to indicate that the service request has been assigned to a field engineer.

Action/ Service Request
Status
Closed
Start Date
End Date
Pre-Defined







































































Service Request/CS:  Define Request Action Severity


Sales and Service>Service>Setup>Service Request>Request/Action Severity
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can define a Service Request's Severity and thereby set the priority.  Low, Medium, and High are examples of severities.  The service 
request severity can be applied to either a service request or an action.  A service request severity reflects the support person's perception of the reported 
service request and the resulting action.

Action/ Service Request
Severity
Importance Level
Description
Start Date
End Date







































































Service Request/CS:  Define Urgencies


Sales and Service>Service>Setup>Service Request>Urgencies
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can define a Service Request's Urgency and thereby set the priority.  Low, Medium, and High are examples of urgencies.  A service request urgency reflects the customer's perception of the reported service request.

Urgency
Importance Level
Description
Start Date
End Date





























































Service Request/CS:  Define Problem Codes


Sales and Service>Service>Setup>Service Request>Problems Codes
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  A Problem Code gives meaning to the service request described by the caller.  Problem codes isolate the detailed reason for the call.  For 
example, a caller reports a problem with a stereo receiver.  Every time they turn it on, it blows the circuit breaker.  A problem code of ES, or electrical short is assigned.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Service Request/CS:  Define Resolution Codes


Sales and Service>Service>Setup>Service Request>Resolutions Codes
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  A Resolution Code gives meaning to the resolution of the service request described by the caller.  Resolution codes isolate the detailed solution 
for the call.  For example, a caller reports a problem with a stereo receiver.  Every time they turn it on, it blows the circuit breaker.  A problem code of ES, or electrical short is assigned.  After careful analysis, a resolution code of RCB with a meaning of replace circuit board is assigned.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Service Request/CS:  Define Systems


Sales and Service>Service>Setup>Service Request>Systems
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can arrange customer products into groups called Systems for service management or distribution of responsibility.  An example of a 
system is a grouping of customer products such as printers, work stations, and servers supported by a service program that maintains computer hardware. 

System
Description
Customer
Number
Parent System
System Number
Effective From
Effective To
Type
Coterminate Day-Month























<Install>

Installed at
Customer
Address









<Bill To>

Bill To
Customer
Address
Contact











<Ship To>

Ship To
Customer
Address
Contact











<Other Contact>

Technical
Administration
Configuration System Type 









Service Request/CS:  Define Message Action Requests


Sales and Service>Service>Setup>Service Request>Message Action Requests
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can use Message Action Requests to specify an action you want a message recipient to take.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Service Request/CS:  Define Call Types


Sales and Service>Service>Setup>Service Request>Call Types
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can use Call Types to track incoming and outgoing calls.  For example, you can specify that a call was logged due to the creation of a 
Service Request.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Service Request/CS:  Define Call Follow-Up Types


Sales and Service>Service>Setup>Service Request>Call Followup Types
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can use Call Follow-up Types to enumerate ways of following up on calls.  For example, when you log a call, you can specify that you will 
send the customer a fax to follow up on their request.

Type
Description
User Updateable









Code
Meaning
Description
Enabled
Effective Dates From
Effective Dates To







































































Remaining Services/CS:  Define Customer Products


Sales and Service>Service>Installed Base>Customer Products
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can add or change the Customer Product attributes to meet the changing requirements of your customers.  For example, you can change 
the status to reflect cancellations, no service, renewed service, transferred products, or termination.  Optionally, you can modify Status, System, Effective 
Dates, Product Agreement, Revision, Type, or Service Agreement.  By entering a system name in this region, you can link customer products to the system.

Customer
Order Number
Product
Order Line Number
Description
Order date

















Product Attributes

Reference



Original Reference



Serial Number



Revision



Lot Number



Type



Status



System



Effective from



Effective To



Product Agreement



Service Agreement



Most Recent



Shipped



Covered



Included item





Install/Billing

<Install>

Installed At



Customer



Address



Install Date



<Billing>
Bill To



Customer



Address



Contact



Email





Shipping

Ship To



Ship date



Customer



Address



Contact



Email





More

<Service Contacts>

Technical
Email
Phone
Administrative
Email
Phone















Purchase Order Number
Return By Date
Total Amount
Actual Return Date
Copy License Reference













Remaining Services/CS:  Define Order Services


Sales and Service>Service>Service Programs>Order Service
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can create service-only sales orders for Service Programs to apply to customer products in the installed base.  For example, if your 
customer wishes to purchase a service program for extended service coverage after the product's warranty has expired, you can select the particular customer product from the installed base and automatically create a sales order for the new service program.  After Oracle Service creates the sales order, you can book 
and process the sales order in Oracle Order Entry.

<Customer>

Name
Number
Bill To
Ship To











<Service Detail>

Service
Description
Start date
End Date
Duration
Period
Co Terminate
Agreement



















<New Order>

Order Type
Price List
PO Number









<Add to Order>

Order Number
Order Type
Order date
PO Number











Remaining Services/CS:  Define Renewal Services


Sales and Service>Service>Service Programs>Renewal Service

<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can renew a product's service program.  Renewal Service infers you are extending a service program currently in place.  The starting date 
of renewed service is the current service's end date plus one day, thereby continuing the renewed service without an interruption.  If a service program is 
renewed after expiration of the former service, the renewal service program is assigned a start date of the former service's end date plus one day, continuing 
the service uninterrupted.

<Customer>

Name
Number
Ship To
Bill To











<Service Details>

Agreement
CoTerminate







<New Order>

Order Type
Price List
PO Number









<Add to Order>

Order Number
Order Type
Order date
PO Number











<Renewal>

Renew Until
Renew Duration
Period
Reason











Remaining Services/CS:  Define Terminate Services


Sales and Service>Service>Service Programs>Terminate Service
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  You can terminate customer product service at any point during the life of the service program.  If you are terminating service only on a portion 
of the customer product, you can use split customer products to isolate the quantity specified for service termination.  After terminating service, the 
transaction is recorded for audit history, making it available for future review.  If a product with a service assigned is canceled, it is necessary to navigate to 
the Terminate Service window to cancel the associated service program.  Canceling a customer product does not automatically terminate the associated 
service program.

<Termination Information>

Terminate Date





<Services>

Effective Date
Credit Amount
Credit %
Current Start
Current End
Service
Reason










































 Transactions

<Service Transactions>

Credit Amount
Credit %
Terminate From
Terminate To
Service Duration From
Service Duration to
Transaction Type
Amount























































Remaining Services/CS:  Define Customer Product Services


Sales and Service>Service>Service Programs>Customer Product Services
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description: Use this form to view all ordered, renewed, and terminated service programs and warranties for a customer product.

Customer
Product
Service
Warranty
Service Start
Service End
Dates Changed
Original Start
Original End
Coverage
Total Amount
System




































































































































 Transactions

Transaction Type
Resulting Status
Duration
Period
Effective From
Effective To
Coverage

















































































Remaining Services/CS:  Define Customer Co-Terminate Date


Sales and Service>Service>Service Programs>Customer Terminate Service
<Company Short Name> Process:
<Process Name>
Business Area:  
<Business Area>
Date:  
<Date>

Control Number:  
<Control Number>
Priority(H, M, L):  
<Priority (H, M, L)>
Process Owner: 
<Process Owner>

Description:  Oracle Service enables you to specify a single end date for all the service programs for a specific customer or system, so that service programs 
for the customer or system will have the same end date.

The Co-Termination date is hierarchical, first checking for a system Co-Termination date, then if none is found, it defaults to the customer Co-Termination 
date.  If neither a system nor customer Co-Termination date has been set, the service program end date is the default.  Suppose you set a Co-Termination date 
at the system level of October 31, and a customer Co-Termination date set at December 1.  Service programs first check for the system Co-Termination date 
and set the end date to October 31.  If no date had been set at the system level, when the system was defined, the customer level Co-Termination date is used.  Another customer has five systems, each with a different Co-Termination date.  For each system, the individual Co-Termination date becomes the 
Co-Termination date for that system only.  In turn, if the system had not been assigned a Co-Termination date, the customer Co-Termination date would be 
used.

Customer Name
Customer Number
Coterminate Date - Day
Coterminate Date - Month











Open and Closed Issues for this Deliverable

Add open issues that you identify while writing or reviewing this document to the open issues section.  As you resolve issues, move them to the closed issues section and keep the issue ID the same.  Include an explanation of the resolution.

When this deliverable is complete, any open issues should be transferred to the project- or process-level Risk and Issue Log (PJM.CR.040) and managed using a project level Risk and Issue Form (PJM.CR.040).  In addition, the open items should remain in the open issues section of this deliverable, but flagged in the resolution column as being transferred.

Open Issues

ID
Issue
Resolution
Responsibility
Target Date
Impact Date




































Closed Issues

ID
Issue
Resolution
Responsibility
Target Date
Impact Date
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