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The following is intended to outline our general
product direction. It is intended for information
purposes only, and may not be incorporated into any
contract. It is not a commitment to deliver any
material, code, or functionality, and should not be
relied upon in making purchasing decisions.

The development, release, and timing of any
features or functionality described for Oracle’s
products remains at the sole discretion of Oracle.
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EBS Field Service
Overview




Oracle EBS Service Footprint

Self Escalation Assisted Escalation Onsite
Service Integration Service Integration

v

v

Service

EBS Comprehensive Customer Service Solution

e Teleservice & Telesales

* iSupport * Field Service

« Knowledge * Contact Center e Mobile Field

Management « Work Flow/Notificaitons Service

« Remote (M to M) « Charges and Billing » Advanced
Scheduler

* Preventive
Maintenance Engine

e Interaction Center

* Adv Inbound & Outbound
Telephony, Email, Scripting

» Spares Mgmt
* Depot Repair

Service : Service Contracts, Knowledge Mgmt, Installed Base, DBI
CRM : Customer Mgmt, CRM Foundation

E-Business Suite : HR, Financials, OM, Inventory, Shipping, Logistics, APS



EBS Field Service Product Suite

e Core Fleld Service

— Debrief, FSTP, FSAP,
— Dispatch Center, Preventive Maintenance

* Mobile Field Service
— Store and Forward PPC and Laptop
— Wireless PPC and Laptop
— Voice/lVR

 Advanced Scheduler
— Interactive and Batch
— Street Level Routing
— Spares Integration

° Spares Management
— Logistics (interface to SCM)
— Planning and Replenishment



EBS Field Service Product Suite
Dependencies and Integrations

e EBS CRM Foundation

— Tasks, Notes, Resources, Territories
— Knowledge Management, Calendar, Notes

 TCA (Customers and Addresses)

 [tem Master and Installed Base

« Contracts (SLA and Coverage/Discounts)
 Inventory and Logistics

* TeleService (Customer Service)



EBS Field Service

Customer
Implementations



Customer

Significant Go-Lives CY06

Product & Version

Field Service, MFS-Pocket PC,

Final ramp up to 15,000 by end

1 *
Telefonica Scheduler (11i9) 5000 | Accenture of 2007
. : Field Service, Spares, MFS-Tech .
* 1 )
Hitachi Densa* (Japan) Portal (11i10) 4,000 | Densa Live as of Dec 1, 2006
Canon EMEA* Field Service, Contracts, MFS- 3,000 | ATOS, OCS | Live in 14 countries
Laptop (11i8)
Field Service, Contracts, MFS- Ramp up to 2,000 by end of
*
Beckman Coulter Pocket PC (11i10) 300 | Internal January 2007
, Field Service, Contracts, Depot Live on October 27 2006
EMC Corporation* . ’ ' ) 5,000 | Accenture .
P Repair, MFS-Tech Portal (11i10) Complete cut over from Clarify
Siemens Water* Field Service, Contracts (11i10) 1,000 | Internal, OCS Adding Pocket PC and
Advanced Scheduler
Life Fitness* I(leiliollcgerwce, MFS-Tech Portal 350 | Internal Large partner service business
Orange Business Fle!d Service, MFS-Pocket PC 300 | ocs France Telecom Division
Services (11i10)
@Road Inc. Field Service (11i10) 250 | Internal

ORACLE

This information is shared under terms of non-disclosure and customer names should not be
communicated in published research or during client inquiries




Significant Go-Lives CY07

Customer Product & Version

Saudi Telecom éifefjﬁfrserv'ce' MFS (Wireless), 2,000 | ROYAH, TATA | LIVEN

Itochu Technoscience (Japan) %Vl\;#gleF;il)d Service, MFS 2,000 | Densa

RAC Windscreens (UK) élcl)losilﬁgagwce, MFS (Pocket 2,000 | Tata

BSM Group (UK) ég)losi'ﬁgji:v'ce' MFS (Pocket 2,000 | Tata Driving School in UK

Sun Microsystems ét';gir':'eld Service, Contracts, 5,000 | OCS 23,000 total EBS Service Users
11i10 Field Service, MFS (Laptop), Click Replacement;

Eaton Electrical Spares, Scheduler, Service 700 | Tata Pro > Servi ’I .
Contracts rojects ervice Integration

Hanover Compressor* Sg Field Service, MFS (Pocket 700 | Internal Integrated CS/FS and EAM
R12 Field Service, Advanced :

Casema NV Scheduler, MFS (Wireless) 2,000 | TBD Benelux Spatial Data

ORACLE

This information is shared under terms of non-disclosure and customer names should not be
communicated in published research or during client inquiries



Upgrades and Expansions CYQ7

Customer Product & Version

Wincor Nixdorf* Ejj I\leligsr&(lgicket PC) 2,000 | OCs
Beckman Coulter 11i10 Field Service, MFS (Pocket PC) and Scheduler 2,000 | Internal
Canon USA 11i9 (Add MFS (Laptop)) 2,000 | Bearingpoint
Telefonica 11i9 Rollout in Brazil 15,000 | Accenture
BAE Systems 11i10 Field Service 500 | Bearingpoint
Siemens Water USA 11i10 add on MFS (Pocket PC) and Scheduler 1,000 | Internal
Emerson Electric 11i10 add on MFS (Wireless) 1,000 | Internal

GE Healthcare 11i10 add on Service Contracts 2,000 | GECIS

ORACLE

This information is shared under terms of non-disclosure and customer names should not be
communicated in published research or during client inquiries



EBS Field Service
Release 12.0




Market Need

Support FS Admin and
3erd Party Debrief and
Charges

R12 Field Service Core

Solution

Administrator
Portal

Benefit

Reduced debrief entry errors

Improve Administrator — Field
Technician communication

Also supports Debrief/Chargtes
review process

Service geographically
dispersed, mobile, and
product based assets

Open SRs and debrief
against assets
tracked in IB

Single process for FS Technicians
servicing both products and assets

Communicate dates and
times with customers
and technicians in their

Location Timezone
support in Call Cntr,
Dispatch Cntr, and

Reduced scheduling and data entry
mistakes

Time Zones Admin Portal Improved customer experience
Compliance with federal Electronic Compliance with CFR Part 11
regulations for work Signature _

approval and sign-off Approvals Authenticates work



Service Request Ul — Time Zone Support

ervice Reguest (118642 - SR ) . Eastern Time

= (WHT)D

| "’| Customer Type |Drganizatinn < Categary li Mumber |11E“3112
| | Name |Business Waorld tem | Reported |16-OCT-2006 06-0:
Last | ﬁ Murnber |2513 Desc Type |FiE|d Serice
Email | @ Account |15|:|E Revision Status |C'F39ﬂ
|
|
|

Contact Type
First

Murmber Email |sewicn3@lncalhnst.@ Instance @ Severity |Low
Relationship Phone EBS0-5555565 | Serial @ &
Phone @ Phone T}rpe |TE|EFIhDﬂE Tag Owwner  [Yuhow, Sebastia [i_:-;,' -
Subject  Warkhench  Contacts f Addresses | Tasks | Interactions  Related Objects  Service History  Charges  Wark Orders [j
Date & Nymher ¢ Type © Status * Priority  © Owner * Suhbject * Description Fublish Conf

 16-0CT-20.. | 46342 Dizpatch Flanned hedium ‘fuhay, Se...

A e e e | 3

Type |Dispatch Owner Type  [Employee Res Murmn |4ﬁ342 subject T1

Status  |Planned Owener Y yhoy, Sebastiz@ Parent | Desc -
Friority Medium Assignee Type Employee Res Escalation |
W Restrict Closure Assignee  |Avery, Ms. Feli@ [ |_ ] =
Agent Time Zone |Eastern Time Effort _ _ _
CarpeEr e Zane Scheduled Actual Flanned Effort |2 Minute ~| [ Caonfirmation Required
' U T-2008 DE:L|16-0CT-2006 15:¢| Actual Effort | ~| [ confirmed
"\e-0CT-2006 0B 1|16-0CT-2006 15:7] Duration | | Private ¥ Publish
( Copy Task H Task Motes ” Debrief ” Use Template ” Launch Warkflow H More. |

1\

Times displayed in Agent,
{ Corporate or Customer TZ




Field Service Administrators Portal

Field Service Support Dashboard -

File Edit Wiew Fawvorites Tools  Help

T o . = s . > T
- 4 J -
@ Back _‘_‘) » .—_,: \:j ’ Search \f/\'s} Favorites @ =
Address |i€| http:/fap6155rt. us.aracle. com: 8091 /A _HTMLIOA. jsp?_rc=CustomIRADTableViewsPages: ri=0&custRegionCode=DashboardicustRegionApplld=513&queryRegionCode=/or. % | 50 Links

Google ~ | w barch g Faa F‘a"kiIEl Popups oka',-'l MBS Check -

——

ORACLE" Field Service Adminstrator Portal

S, Aukolink v || Autorll Q] options

|2

Search Task By | Task Murmber bt | | | i Go IAdvanced Search
Logged In As ‘Wayre, Mr. Jobhn
Field Service Support Dashboard
Revert | | Save
Select Resource Type | Vl R i i . b 3 1 3 d 3 1 1 3 1
i ; : : : Ability to display multiple
Personrllze Query (taskOunler\:.-'_)_G l — i All times are dlsplayed in Yy p Yy b
View | Today's Tasks |(»| | Go | | Personalize . . resources
Personalize "Shows Task and Service Reguest Det.., Il’lCldel’lt. /customer time = s atd
. ) I I - Create Parts Crder
<) P [t
. zone <) Previous'y bt | Mesxt 10 (=) e e e
Service leg/Start Planned R rce [Resource Returti Excess Part
Details Request|Customer [Task |Update Subject Date Effort Parts|Assignment Status Dehrieleame Type Eeturn Defective B.
Echow/zegsd BUSTESS  gpesg s T 19-Siep-2006 09:00:00 2 MIN Closed v | [y Mac, Mr. Employee | Search Erecord By
wiar Id | [ { : | ¢ Shals REsOurce Calendar
Wision .00 = Dhanakodi, Employes
[F Show 95244 40207 Install 19-Sep-2006 16:00:00 30 MIN |Completed e = s TG i i
Corporation 7 i — = Prasad Resource ErpateSenicele
@ Show/oezs4  Pusi 40502, Check for 15 cen 2008 10:00:00 2 HR | ssigred v o, Ermpl b
+ Sty LSiness ; -Sep- 00 P = aYTE, mploves o St oo
WhiorId o the battery = EE e Jobn Resource Si= Shlai ?
[ [ [ ‘connections [ | | | Bersonalize Defs
Show 05038 BLsinEss 40800 _/ Counter 19-Sep-2006 15:00:00 30 MIM Closed w | L_a:l Dhanakodi, Employes Search Key |&
wwor d | Update - 04  — | Frasad Resource s |_
[ Show 96240 Business 40205 Check for 19 sep-2006 12:00:00 1 HR | #ssigned v| Wayne,  Employss [ oo i
wvor I - the _d':":k R M, Jobn Resource
station ~
‘connections Search Knowledg
EShow 26238 Pusiness  4oeos _ Sheck for o e cnoe 12000001 HR | sssigred ~| . wayne,  Employee W
wyorld o7 lagin EE pr Jobn Resource e i
parameters |
e s i T x 1 a1 g s Fy B !
b7 2

@ Q Local intranet




Dispatch Center — Time Zone Support

User Time Zone Preference

O Field Service Dispatch Center
Tasks
“iew By
Aszsigned hd

Sort Tasks

29145
29150
29702
29193
o022 |
30018
30031
30520
0375
29656
29655
30020
300749
29680
30198 -

[»

.
-
-
-
-
-
-
-
-
-
-
-
-
-
-
-

Select All (B)

| o= (&3

Active Task Details User Time Zone Arnericallos_Angeles (GWT -05:00;
Murnber J0022 Type Dispatch Sigrt (02-AUG-2006 02:458:0 End 04-AUG-2005 02:48:0  Effgrt -2 Hour
Incident Time Fane Americallos_Angeles (GMT Sigrt [02-AUG-2006 02:48:0  Epg [04-AUG-2006 02:45:(
Owendew | Service Request  Escalations Product Resources  Address  Contacts Skills Access Hours j
Task / { Custamer
Subiarct Check Dis Murmber 2813
Scheduled Dates displayed in Name [Business Warld
Task Status |Assigned
Priority MMedium Incident Tirme Zone Americallos_Angeles (GWT -08:0C
Respond By |11-JUN-2005 08:00:00 Scheduled Start [02-AUG-2006 10:50:00
Cwner Daugherty, W John Schedyled Engd (02-AUG-2006 11:02:00
Agsignes Mac, Mr. Shals Actual Start
Scheduled Start (02-AUG-2006 10:50:00 Actual End
Scheduled End [02-ALG-2008 11:02:00
Planned Effart -2 Hour [ Access Hours [ After Haurs
Actual Start [ Parent [ Child
Actual End
W Parts [ Dependency
Actual Effart
Mo Custarer Confitrmation )j

Auto Schedule




Schedule Tazk

Preferences Advice

FS Scheduler — Time Zone Support

Time Zone
Display Options

Corporate Tirme Zone

Incident Time Zone

£

Gantt

Display Selection
A

Start |13-OCT—2EIDB 10:00:00

Schedule with Status |F'|anned

 Faor Each Day-Lowest Cost

Results User Time Zone |AmericafLDs_Angeles (GMT -08:00)
Cost Fesource Start Time End.Time Travel Time Spares Date Spares Cost
v 2139 Jeffrey, Mr. William Jr.13-0CT-2008 10:00:00 |13-0CT-2006 12:00:00 00:23 | |
O [21420 Katmmer, Ralph 13-0CT-2005 10:00:00 13-0CT-2006 12:00:00 00:25 | |
T 21455 Emery, Mr. Matt 13-0CT-2006 10:00:00 |13-0CT-2006 12:00:00 00:27 | |
O [21835 Avery, Ms. Felicia 13-OCT-2008 10:00:00 |13-0CT-2006 12:00:00 00:50 | |
0 |21885 IMartin, Mr. Chris 13-0CT-2006 10:00:00 13-0CT-2006 12:00:00 0051 | |
O |22835 Bramer, Frad 13-0CT-2006 10:00:00 |13-0CT-2006 12:00:00 00:50 | |
T |4z920 (Crawford, Mr. Stanley |16-OCT-2008 10:00:00 |16-0CT-2006 12:00:00 00:14 | |

|»

End |13-OCT—2EIDE 12:00:00

(

Schedule H Cancel (J]

)

[T Customer Confirmation Received

' For Each Resource-Lowest Cost " Single Resource

Task Details

MNumber 33431

Task Dependencies

Flanned Start |1D-OCT-QDDE 11:57:06

Effort 2 Hour

Planned End |10-0CT-2006 11:57:06

Scheduled Start |

M Customer Confirmation Required

Address |95113,SAN JOSE CA

W Parts M Access Hours After Hours




Market Need

Highly configurable
Mobile Uls

R12 Mobile Field Service

Solution

New Laptop
Application and
additional PPC
configurability

* Show/hide data fields and
regions

* Reorder data fields and regions

* Prompt label changes

Benefit

v"Increased field tech productivity and

easier training

v Reduced customization costs

(lower TCO)

Capture photos and data
files when servicing high
tech equipment

Attachment
Uploading

v/ Better service and equipment

quality

Schedule follow-up tasks

Follow-up Task

v/ Better customer service

while at customer site Scheduling
Software upgrade Controlled v’ Better process change control
rollout flexibility Upgrade

management




L.:':JE‘:-.?? Field Service

Logged as David Baker

PPC Personalization

All Open Tasks -

— Resize

— Show

— Hide

— Change Column order

Select the Column that
needs Resize and Drag IN or
OUT to Hide or show
respectively

4 23/ [jp— s MTWTFS b
S| Tirne al MHame
w D448 05 est ...
& 06/0S05 .. \Ehel:\
w 0327506 \. bakers
3 032706 ..\ abcd

~ 0423005 ... Task ...
4 | I ) WS

Select the Column that
needs display change Drag
and Drop the column in the
required position




New S&F Laptop Application

Highly Configurable, UIX based

Field Service Technician Dashboard. - Microsoft Internet Explorer

Fil= Edit  \iews Favorites Tools  Help ;#
e Back -~ | -';l » ~E .:f:j p Search 'in'_\? Favorites @ .3_;

Address Eﬁ http: HMlocalhost fwebtogo/CSMLfcsmlDoCustomization, uix V_| L1a) Links
GODS[B - ~ Earch - @@ Popups okay | ABC Check - SR, Autolink - £ Autom| E Options

OI?/5\<:|—EQFineld Service Laptop

ronize Home Logout Preferel

Search Task By |Task Mumber \*l | | Acvanced Search Logged In A5 Wayne

Field Service Technician Dashboard.

((Bevert ) ((Sawe)

VWiew | Today's Tasks ~

l:m 1T Lr I R I (QuickLinks,
_Request  Customer | Subject ask Update Effort Start Date  Assignment Status = e ate D e

iShowgsdss  Business (ECKaNd sesos s 2Hour 20080914 | Assigned Bl T Parts Transfer
wyorld Ir:?a'ifgr?r [ 10:00:00.0 e || R Calendar
1 i = T 1 T T 1 i T Create Personal Tasks
; Check and | i = e
peShowe 87544 Business . 139779 2 Hour 2006-09-14 Assigned B[22 = = =
s pledd RS ok & 14:00:00.0 e [ sMessaning,
T — . Misw Messages
peShow oi03s [Business E;;;Eeand A0140| ®  [2Hour 2005-00-14 | assigned ~| =l Create Message
Aworid 20:00:00.0 -
- battery - Create Service Request

Search Key | sccount Murmber Vl

= Nalue @

(Beven ) (Sawe])

ut This Page Frit tement

@ Done g Local intranet




New MFS Administration Uls

acle Mohile Foundation 1 igrade Page - Microsoft Internet Explorer

& = - =1
e Back - :J *® J‘i :‘_’l p Search ‘in"\{‘ Favoarites @ =
address @ http:ffap615Srt.us, oracle, com: 3092 /048_HTMLOA, jspFpage=or aclef apps/csmy adminlUI/controlledUpgradefwebuif AsgoaControlledUpgradePGe:._Li=4075965 75&0apc=5&0Aak | 530 Links

Coogle G+ Goo 50 B v §9 Bookmarksw FaeRank o |E‘ Popups 0kay| "% check ~ %y Autolink = - futorll e Sendbow () settings~
.
ORACLG Mobile Field Service Administrator

Home Logout Preferences Personslize Page Diagnostics

Sync Reports | Upload Errors | Concurrent Program | Controlled Upgrade

Controlled Upgrade Page

—
Personalize Table Layout: (ssgConfrolledUpgradeTl) \\/

Controlled Upgrade
Lzer Mame | Q Emploves Mame |
Device Type - Language b | Abil ity to deploy the software
Group Marme | <, Upgrade Date Since upgrades for
Go o s .
[60 ] — Specific Users, Devices &
Personalize "&sg Controlled upgrade dats table"
Select All | Select Mone guage
SelectlUser Name Employee Name - Device Type Enabled Language |Upgrade Date
O rcuroo1 CUPDOL, Mr, User LAPTOP b Armerican English
O curooz CUPOOZ, Mr. User LAPTOP ks American English |:| =
[l JsHaLs Jac, Mr, Shals LAPTOP i korean |:| =
O mceson tel Gibson, WIMCE H Korean l:l

Upgrade All Date |-.E|:|pw,r [Eig-to_ﬁ-ullﬂ
i Update

Home Logout Pref

@ & Trusted sites




Follow-up Task Scheduling

+ & new task has been created.

Customer
Business \World
Service Requeskt
38586
Task Mame
heck and replace mother board
Priority
Medium
Status

W'ork O I
Self schedule
Wyindow bo Promise

Done q
153
A -!-.J\:e

1]

Yiew Tools <@ @ et g:;

E|A

Technician has the
following options for
scheduling follow—up
tasks

— Done: 7o be
scheduled by
dispatcher

— Work on it: Tech
works on It right away

— Self Schedule: 7ech
schedules to
themselves for a
latter time

— Window to Promise:

Customer chooses from
Istof avalilable

options (any tech)

.:r;' Internet Explo« ¢ ot o2 8:23 @

hittp: { fwireless. oracleads.com/ptaft ~| @

il

Task Scheduling : 32821
32821 : Self Schedule

(®) 09j25/2006 09:30 - 11:30
{_yogjzejz006 09:30 - 11:30
() 1002/2006 09:30 - 11:30
() 1003/2006 09:30 - 11:30
{_) 10j04/z006 09:30 - 11:30
() 10j05/2006 09:30 - 11:30

{ ) 10j08/2006 09:30 - 11:30
1-Faofd

¥Yiew Tools <j 0 fa e




Window to Promise Option

:"Er /|l Internet Explo« § o o g24 9

L

httpf fwireless, oracleads. comfptgfr -

Task: 32821

Customer
Business World
Service Request
356556
Task Mame
Check and replace mother board
Priority
Medium
Status
In Planning
Parts Requirements

eﬂ;‘ Internet Explo« § ot ot 8za 9

http:/ fwireless oracleads.com/ptafr ~| @

Task Scheduling : 32821
32821 : Window to Promise

() whole Day [09/27/2006 08:00 - 17:00]
{_IMorring [09/27/2006 05:00 - 12:00]
() Afternoon [09)27/2006 13:00 - 17:00]

C:' First 2hinterval [09/27 12006 05:00 -
11:00]

D Second 3h interval [O9/27 12006 10;00 -
13:00]

D Third 3h inkerval [0902712006 12:00 -
15:00]

{_)whole Day [09/28{2006 05:00 - 17:00]

1-7of50
[GIAT 080T Pacific Tirne

view Tools ¢ €3 &} - E|‘




R12 Dispatch Center and Advanced Scheduler

Market Need Solution Benefit
Automated Scheduling Inspection v"Increased Productivity
of Complex Planned Schedulin _ _
Work _ J v Improved Customer Satisfaction
* multi-day tasks
* site access hours v Improved Usability
* task dependencies
Fool proof customer Customer v Fewer customer refuses service
confirmation process Confirmation _
v/ Better customer service
* automated for PMs
* release/commit control
L Street-Level Routing _ _
Route optimization . v Reduced Travel Time and Distance
* North America
* UK and Western Euro v" Higher Tech productivity

* World Markets




( Sort Tasks J

EE
s432
33433
e
33435 :
s
M -
53439
33440
s
33442
343
33444

O O0OO0O0O0O0O0oO0oo0Oo0ooOoood

Plan Board

R12 Dispatch Center Plan

Active Task Details

Mumber (31918

Ihcident Tirme Zone |Americ:aans_AngeIes [(EMT

Avery, Ms. Felicia

.Depanure

0530
FOSTER CITY

.ﬁn'ival

156:20
FOSTER CITY

1

Board

Type Field Serice Re

|UserTime Zone

|Americaans_Ange|es (GMT -05:00;

Start |E'4-

Baker, Mr. David

.Departure

0630
SAM FRAMCISCO

Big 4 Rental

11:55 Planned

San Francisco
W

Amival

15:30
SAM FRANCISCO

Start D44

Blackwell, Mr. Carl Bramer,

Context Sensitive
Menu Options &
Pop-up sc

reens ; fir. Paul

.Depanure .Departure
O6:20 (I]ifecii]
SAN FRANCISCO FOSTER CITY

.ﬁrri\tal

15:30
FOSTER CITY

Departure

0630
SAN JOSE

Amival

156:20
SAN FRAMCISCO

Intuitive Cell
Nomenclature |

( Auto Schedule

” Refrash J @ @

.Pn'ival

16:12
SAN JOSE

Date |11-0CT-2005

ure
OsE
3 Type Name
‘ \

Task Related Infarmation

S o T W -
Task Status W Parts Required? 'Mi
Adrress ’W
Request Number ‘27795 . ervice
Time Zone
Customer Narme ‘Eusmess World|
Contact Name ‘Andre Beaulie TO g g I e oo ass
LI Product FS54888
Serial Number LOT humber ,7
- T

Americallos_Angeles (Gh

Planned Start ’m
Scheclled Start |11-0CT-2008 193000
Actual Start ’7
Departure Time ’Dgﬂﬂi

Required Skills

En [1BJ0NZI08 120048
En [11-0CT2006 11000
el
Travel Time W

Level

. \ \
Com% Task ‘ ‘

Unschedule Task
Cancel zelected Task
Zancel starting at selected Task

Schedule

Zustomer Confirmation

Reschedule selected Task
Reschedule starting at selacted Task

Detrief

Parts Reguirement
Access Hours

Task Dependencies
Parent/ Child

Zhange Invalid Addresses
Send Meszage

Source Document




R12 Dispatch Center Gantt Chart

O Field Service Dispatch Centar

Tasks Active Task Details User Time Zone |Americallos_Angeles (GMT -08:00
“iew By : .
' = Mumber 31918 Type Field Serig—= S 516 End DB-AUG-2006 22:00:0  Effart
All Dpen ¥p .
L 3 — - Icons for visual L T
St Tacke | Incident Time Fone 5Amer|c:aans_Angn.ales [ display of critical b1 [ End [0B-ALIG-2006 22:00:0
 p— o -~ |.Mve information
i e Resource Name re || D AERED s S
35433 ) .;Pwergr, M=, Felicia il
1133434 \Baker, Mr. David
133435 Black —
133436 Bram) Interactive Gantt:
(33437 ' Crawt Drag ‘n’ Drop T
[ 123438 e 2l Protocol configuration
T N .Dunne, hr. Robert Efr
B SRk ! (Ermery, M. Matt Efr Tas Humber: 32712
33440 Evans, Mr. Daniel Err Tade T Hispatch
[ 1133441 Garrer, Ms. Pauline Alice Err EEORmEpBiaE: Warking:: ==+
(1133442 | Grant, Mr. Ronald Err Customer: CompTel Corporation
71133443 ' |Hunt, Mr. ark ) 17 Address: 95060,5AHTA CRUZ,CA
o - Jeffrey, Mr. William Jr Tool Tip for TimeZane:  AmericalLos_Angeles (GMT -08:00)
B S [ Task Details
— 33 . Karmer, Ralph Item: ASO0005
=i I : ; Flanned Start: 13-SEP-2006 12:02
: Martin, br. Chris
Gantt View | ' ; R :
[ 5al May-Parker, Mz Christing Em™ | = e e
1| | ¥ 1] | Scheduled Start: 11-0CT-2006 11:00
End: 11-0OCT-2006 13:00
v f ; Departure Time: 10:08
Auto Schedule Goto... | Refresh | 1 e WV ]
Planned Start: 13-SEP-2006 12:02 [
l End: 16-SEP-2006 12:02
Scheduled Start: 11-0CT-2006 11:00




R12 Dispatch Center Task View

User Time Zone Preference

O Field Service Dispatch Center New Tab LayO ut for
Tasks Active Task Details User Time Zane Americallos_Angeles (GMT -08:00 Critical Information
“iew By
Assigned . Murnher 20022 Type Dispatch Siart D2AUG-2006 02:48:1 End 04-AUG-2006 02:438:( 2 Hour
Sot Tasks | Incident Time Fone Americallos_Angeles (GMT  spgy (02-AUG-2006 02:48:0  Epg 04-AUG-2008 02:43:
20145 N Cwvendew | Serice Req Escalations  Spares  Product  Resources  Address  Contacts  Skills Access Hours j
Task Custormer
29150
eck Disk Moise Mumber 2513
29702 . . :
T Scheduled Dates displayed in Name Business World
Assigned
20015 Task Status .Q
20051 Priority MMedium Incident Tirme Zone Americallos_Angeles (GWT -08:0C
000 Respond By |11-JUN-2005 08:00:00 Scheduled Start [02-AUG-2006 10:50:00
0370 Owner Daugherty, Mr. John Seheduled End 02-AUG-2006 11:02:00
SUESE Agsignes Mac, Mr. Shals Actual Start
e Scheduled Start 02-AUG-2008 10:50:00 Actual End
0Z-A105-20065 11:02:00
0020 Scheduled End
0010 Planned Effart |2 Hour | Access Hours After Hours
Actual Start . . i
s rctonl Eng Visual Display of PRI el
. ctual En :
Task Details - Actual Effor Task Constraints ¥ Parts Dependency
Mo Customer Confiemation )j

Auto Schedule




R12 Scheduler Ul

Schedule Task
M Corporate Tirme Zone |
Incident Time Zone
Results User Time Zone J:|Americaans_Angeles (GMT -08:00)
Cost Fesource Start Time End.Time Travel Time Spares Date Spares Cost
v 2139 Jeffrey, Mr. William Jr.13-0CT-2008 10:00:00 |13-0CT-2006 12:00:00 00:23 | | ]
O [21420 Katmmer, Ralph 13-0CT-2005 10:00:00 13-0CT-2006 12:00:00 00:25 | |
T 21455 Emery, Mr. Matt 13-0CT-2006 10:00:00 |13-0CT-2006 12:00:00 00:27 | | E
O [21835 Avery, Ms. Felicia 13-OCT-2008 10:00:00 |13-0CT-2006 12:00:00 00:50 | | -
0 |21885 IMartin, Mr. Chris 13-0CT-2006 10:00:00 13-0CT-2006 12:00:00 0051 | |
O |22835 Bramer, Frad 13-0CT-2006 10:00:00 |13-0CT-2006 12:00:00 00:50 | |
T |4z920 (Crawford, Mr. Stanley |16-OCT-2008 10:00:00 |16-0CT-2006 12:00:00 00:14 | | -
[ Gantt Start [13-OCT-2006 10:0000  End [13-OCT-2005 12.00:00 | Schedule || cancely
Zchedule with Status |F'|anned [ Customer Confirmation Received
Display Selection
A New Task Constraints pwest Cost ' For Each Resource-Lowest Cost . Single Resource
\
Task Details
Mumber 33431 | Flanned Start |1D-OCT-QDDE11:5?:DE Flanned End |1D-OCT—2IJDE11:5?:EIE Effart 2 Hour
g Scheduled Star ! Address 95113.3AN JOSE CA

Task Dependencies M Customer Confirmation Required W Parts M Access Hours After Hours




Scheduling Tasks longer than Shift

O Task Parent! Child
Task

| Corporate :mu En:-nna |Am9ricafLDE_Angef&$ {G -08:00)

Subject Preventve Maintenance of Po Customer Business 'lu'iul'n.rld.

! J Assignee |
Number (37253 Planned Start :_[E'SEP'E‘IE 12:24:16 Respond By |
Type :_Dispatch Planned End [ 22-SEP-2008 12:24:16 Planned Efiont <6 Hour
Status |Planned Scheduled Start P?'EEP'M 09:00:00 Actual Start |
Priority Medium Scheduled End |12-5EP-2006 11:00:00 Actual End |
[ Customer Confirmation Required [" Dependency Actual Effort
[ Customer Confirmation Received [ Pars
Far&nt e o - [T V. - R P - S — FET R — ot
Parent Number 37263 Effort (26 Hour Planned Start (06-SEP-2006 12:24:16 Planned End [22-SEP-2006 12:24:16
i Cancel Parent Task | | Unschadule Parent Task | Beschedule Parent Task : ]
Child
Child Number Scheduled Start Scheduled End Effort Stalus Assignee
3754 07-SEP-2006 09:00.00 [07-SEP-2006 17:00.00 8 Hour [Planned Emery, Mr. Matt L
37265 08-SEP-2006 09.00.00 |08-SEP-2006 17:00.00 |8 Hour [Planned Emery, Mr. Matt
37266 11-SEP-2006 09-00.00 [11-SEP-2006 17.00.00 |8 Hour IPlanned Emery, Mr. Matt
37267 12-SEP-2006 09.00.00 [12-SEP-2006 11:00.00 2 Hour Planned Emery, Mr. Matt
| ' | ! | |

Cancel Selectad Task | Cancel stading selected Task | Reschedule selected Task Reschedule starting salected Task



O Field Service Dispatch Center

Viewing Tasks longer than Shift

Tasks
“iew By
Inbox -

sort Tasks ,I
[ 36859 =
[ 36898
[ 136901

1]

" Select All (E)

=i et

Active Task Details

Mumber (29651

Incident Tirme Zone Amencallos_Angeles [GhT

Type |Dispatch

Izer Time Zong

Americaflos Angeles (GWT -08.00°

Fezource Mame
Criesmond, Mr. Faul
Dunne, Mr. Robert
Ermery, dr. hatt
Evans, hr. Daniel
Garrer, Ms. Pauline Alice
Grant, Mr. Ranald
Hunt, hr. Mark

Jac, Mr. Shals
Jeffrey, Mr william Jr.
Karmer, Ralph

Mac, Mr. Shals

Martin, r. Chris
May-Farker, Ms. Christine
Moot Ms. Mary Evans

Farkinson, Ms. Patricia
Tull, Mr. Patrick
1] e

Auto Schedule

Goto. .

Re
Em=
Err
Err
Emr
Err
Err
Emr
Err .
Err
Err
Err

Err
Emr
En—
Em™

otat 01-4UG-4  Task Longer than Shift, 1 Hour
Start D1-AUG Split into child tasks,
shown with special icons (< >)
Thursday, September 7, 200 , —
£:00 12:00 / / N \ 12:00
2:00 | 5:00 | sy /2100 200 N\ \oo | s

1| oo |

refiesh () | (44| (4!

|

Color of the task bar
indicate the current

D32l status of the task




Customer Site Access Hours

Create Access Hours

| Cancel | | Apply

Customer |Atlanta Manufacturing | Q & Access Hours
Site | | Q (O after Hours
Location | | Q,

Access Hours
= TIP Please enter Arcess Hour values in HH24:MI format (Exarmple @ 00:45, 12030, 23:45)

From To From To

Monday |11:00 - |14:00 16:00 - 1800
Tuesday |10:00 - [13:00 | -
Wednesday |12:DD = |15:E|E| | - |

| | | |
| | | |
| | | |
Thursday |10:00 | - [12:00 | 1400 | - [16:00 |
| | | |
| | | |
| | | |

Friday |11:00 - [13:00 | - |
Saturday |08:00 - [18:00 | - |
sunday |06:00 - [z2:00) | - |

After Hours

Definition

| Cancel | | Apply

Diagnostics Preferences Close Window

About this Page  Privacy Statement Copyright (c) 2006, Oracle. All ights resene



Task Access Hours

Task Corporate Time Zone v [america/los_Angeles (GMT -05:00)

Mame |F'reventive Maintenan Customer |E|usiness Warld Assignee |
Number (37298 Planned Start [06-SEP-2006 15:07:1. Respand By |

Type [Dispatch Planned End 09-SEP-2008 15:07:1: Planned Effort |12 Hour
Status ||” Flanning Scheduled Start | Actual Star |
Priority Medium Scheduled End | Actual End |
Actual Effort |

[ Customer Canfirmation Reguired [ Dependency [ Parts

Access Hours

W Active Access Hours
After Hours |

Monday |11:00 [14:00
Tuesday [17:00 |[22:00

|

|
Wednesday [10:00 |[13:00 | |
Thursday 0900 [11:30 |
1

|

Incident Address Time fone |ﬂ~mericaf|—'3'5_f‘°'~”99|93 (GMT -05:00)

Friday 05:00 [10:30
Saturday 0500 [18:00
Sunday [10:00 |[17:00




Enter Task Dependencies

Task Incident Time Zone - Americallos_Angeles (GMT -05:00)
Subject Preventive Maintenance of Po Customer Business Warld Agsighee
Mumber 32799 Planned Start 06-SEP-2006 17:21:27 Respnnd BY 05-SEP-2006 00:00:00
Type Dispatch Planned End 12-SEP-2006 17:21:27 Planned Effart 24 Hour
Status In Planning Scheduled Start Actual Star
Priority High edule
DEREntBntrTIRE Four Dependency Types to choose from
Find %
Customer [ Parts
Dependency Type  Description
Finishes hefore SLUC z0r task cannot finish until the predecess =3
] Finishes tageth...  The successortask cannot finish until the predecessortask finishes
Task Dependencies Starts after The successar task cannat start until the predecessortaskfinishes
Dependency Type f | Startstogether..  The successortask cannot start until the predecessor task starts duled Start 2ol Select
.
.
.
.
.
3
4 4
Delete Selected
Eind Cancel




View Task Dependencies

Service Dispatch Center

Tasks Active Task Details |User Time Zone Armericallos_Angeles (GMT -05:00;

“iew By

|AI| Open v| Mumber 23977 Type |Dispatch Start |15-JUN-2EII35 14:11:5 End |1E-JUN-2EIE|5 12:10:3  Effort |2 Hour

Incident Time Zone [Americailos_Angeles (GMT  Start |16-JUN-2005 141155 Eng |18-JUN-2005 12:10:3

( Sort Tasks )j

73068 N ..Monday, October 16, 2006
lg) =) X JI 12:00 18:00
[]32715 Resource MName = 300 1000 1100 | fE00 1400 4500 1800 1700 1800 20000 2400 22

Avery hs, Felicia Err =
Baker, hr. David Etr

Blackwell, Mr. Carl Etr .
| BramenFre = Task Dependencies
% ' on Gantt

Crawford, Mr. Stanley

I— Desmond, Mr. Faul Ermr
Dunne, Mr. Robert Etr :

% Efriery, Mr. Matt Err 2

Evans, Mr. Daniel Etr

Garrer, Ms. Pauline Alice Etr [
Grant, r. Ronald Err
I— Hunt, br. Mark Err

l— Jettrey, hr William Jr. Err_
l— | Karmer, Ralph Etr
z Etr

Martin, Mr. Chris

[1Select All May-Parker, Ms. Christine Emr™
1| A * A

@ r @ ( Auto Scheadule Goto... H Refresh | @ @ DETEIW [II @

S0




Customer Confirmation Ul

Task Details Displayed

ustomer Confirmation

Task Incident Time Zone ~ America/Los_Angeles (GMT -08:00)
WETGCRIE reventive fMaintenan Customer Business Woarld Assignes
Murnber 32758 Planned Start 06-SEP-2006 16:35:2¢ RESpDnd B‘:If 15-5EP-2006 00:00:01
Type Dispatch Planrned End [09-SEP-2006 16:35: 2 Planned Effort B Hour
Status |In Planning Schedulad Start Actual Start
Priority High Scheduled End Actual End
Actual Eftort
[ Access Hours [ After Hours [ Parent ]
O Counter to track
Parts . .
number of re-confirmations
Customer Confirmation
Customer Confirmation Mot Reguired Customer Confirmation Counter D
Set to Mo et to Required J Set to Received

Click here if Confirmation requirement
to be enforced for this task




Dispatch Center: Intuitive Menu Options

R

Release 11.5.10

ight-Click on
Task List

ervice Request  Escalations

Mame |test cord

Nurmber [22270
Type Dispatch

e ——— ¢ Jus WWorking
ow Service Reques
l_l—

2 Farts Reqguirement

Spares Product  Resource:
Custor
Planned Start [15-APR-2005 14:47:04
End |[22-APR-2005 16:45:15

Scheduled Start 18-APR-2005 16:00:0C

End [18-APR-2005 17.00:0C

ity Medium
23173
’—

Gantt Map

O Change Invalid Address
23174 Schedule Advise
123176 Show Service History

O
T —
T —
Sl —
I —
Oz
O
ST
ST —
ST —
rham .||

Avery, M=s. Felicia Baker, Mr. David  Blackwell, Mr. Carl Bramer, Fred

Crawford,

( Auto Schedule [ Advize. Goto. ..

| | Refresh(B) |

Date [25-JAN-2006

Release 12.0

HIGIAZSHIL TS Lunes

Mt 1asks J

Baker. Mr. David Blackwell, Mr. Carl

26515 et

omimit Task

26617 Lnschedule Task
26616 Cancel Selected Task
10372 Cancel stating at selected Task
10413 Schedule
10472 Customer Canfirmation .E';rl':f"'f:':j”.,l,.
10495 Feschedule selected Task
11996 Reschedule startding at selected Task
14539 Dehrief
14878 Farts Reguirement

Arccess Hours
15205 )

Task Dependencies
15245 Parant i Child I
15246 Change Invalid Addresses
15670 Send Message
15916 Source Document

Task Related Infarmation

select All (E, | J
1

Dunne, Mr. Robe

Departure

0%:30
WD UNTAIH “AEN

Amival

17:30
WD UNTAIM BN



Dispatch Center: Intuitive Menu Options

‘Navigate’ Menu

ll 3 HZHIL 1S unes
Dunne, Mr. Robe
File Edit Wiew Folder Tools BREMEFEICE Window Hel Depart ‘ y
File Edit v lder T avigate [l Help _[[Fere Tools’ Menu
3 % 5y %3 &b ¢ Schedule Management o D02a0
S Aocess Hours R
. Tasks Task Dependencies v Tirr
Wiew By Parent/ Child o vl
- ) alc . . i . .
Mon-Schedulable ~ Skills Assighment 7o Eile Edit View Folder Mavigate Window Help
Farts Reguirement gles| pMOUNT. = - ;
Sort Tasks o S, T ) = 3 P
’J Source Document - L % Q} S Lock Query ["‘?“1 ﬁ rfj i 4:{/ e
Customer Confirmation arture Field 5 )
16445 Edit Cuery. . :
17606 Select Teritories and Task Owners ,_',JNTN View B Save QUENY AS. User Time Zone
17685 Resource Addresses and Subinventaries JERy 1B Di teh
p— Resource Skills Management = Mon-Schedulable Recalculate Al Trips Type [HIspatt =
0377 Semvice Histary L?Nm Sort Tasks Auto Commit Tagks America/los_Angeles (GMT o
5 il 1 i i
50379 pares Managemen 15037 Find Invalid Addresses Dunne, Mr. Robert
20378 S R 1B445 Change Invalid Addresses priue Departura
21929 12:30 Blocked .Pl«ssigned
San hiten 0 LW TIH S B 02:20 030 02:20
OO Cow G 17BEE 5AN FRANCISCO 5AN FRANCISCDO BACILINTAIN % B
, 17683
Select All (B Task Related Information ;
= a0 17687 A
ke 2 1 Planned 17:30
20377 5 ] aoD CITY WA UNTAIN B
20375
20378 28500

1 hiarket Square, 5an it
21929 12:30 Blocked fesigned | Planned




[

&

WILIUGHL TG LU | = s == =

CIETE HETE (M [Ty N Dunne, Mr. Robert

Baker, Mr. David

Departure

0s:30
SAM FRAMCISCO

rd

1 hfarket Square, San higt
12:30 Blocked Assigned

Aival

18:01
SAM FRAMCISCO

1

Auto Schedule

0s:30

Dispatch Center: Intuitive Menu Options

- R R oian -~

Departure Departure Dizparture
08:20

MOUNTAIN B0

17:30

SAM FRAMCISCO 5

Commit Task
Unschedule Task

Cancel selected Task

Cancel statting at selected Task

Schedule

Custamer Canfirmation

Reschedule selacted Task
Reschedule starting at selected Task

3AH FRAMCISC .
Dehrief

Farts Requirement
Access Haurs

Task Dependencies
Parent § Child

Change Invalid Addresses
Send Message

Source Document

Task Related Information

Garrer, Ms. Pauline

Right-Click on
Regular Task
(Plan Board)

co

WILIUGHIL TS Luns |

< (>

Resource Mame

Baker, Mr. David
Blackwell, Mr. Carl
Cunne, Mr. Robert
Garrer, Mg, Pauline Alice
Grant, Mr. Ronald

Hunt, hir. Wark
May-Parker, M. Christine

1

Auto Schedule

Right-Click on
Regular Task
(Gantt View)

.Monday, September 11, 2006
12:00 / 18:00
Regg [O0 800 900 4000 4400 12:00 |f400 1500 1800 1700 19:00  20:00
Ernph
Ermph
Ernal Commit Task
Ernpl IUnschedule Task :[
Empl} [l Cancel selected Task
Emph Cancel statting at selected Task
Ermplh Schedule
Customer Canfirmation
Reschedule selected Task
Reschedule starting at selected Task
Dehrief
Farts Requirament
Access Hours
Task Dependencies
Parent i Child
1 Change Invalid Addresses

Goto. .

Refiesh 0) | €4/ (4]

Send Message

Saurce Document
Date |11-SEP-20C
Task Related Infarmation




1
IPL

Dispatch Center: Intuitive Menu Options

Right-Click on
Resource Name
(Plan Board)

HILIUESIIL TS L ulsS

Baker, Mr. David .

Commit Schedule
Schedule Management

Departure

0330
AN FRANCISCO

Resource Information
Calendar

Resource Skills Management

28699
1 hiarket Squane, San it

12:30 Blocked Assigned
San hbteo

Amival

17:30
SAN FRANCISCO

Pmival

12:m
SAN FRANCISCO

1

Resource Addresses and Suhinventories

JLan
Garrer, Ms
Departurs

1730
SAM FRAMCI

Amival

20:00
SAM FRAMCI

NI IUSHL TS Luls

Fesource Mame
Baker, Mr. David

=} I, M. il
Cunne, wr. Robert

Garrer, Ms. Pauline Resource Infarmation

Grant, Mr. Ronald
Hunt, hdr. Mark

May-Parker, Ms. Ch Resource Skills Management

1]

Right-Click on
Resource Name
(Gantt View)

Ry

1200

Resn Rl 200

[=Aer

Zommit Schedule
Schedule Management

S:00 0 4000 14:00 1300 4400 1500 4500 1700

B 6= s

Calendar

Resource Addresses and Subinventories




EBS Field Service
Release 12.1




Market Need

Service Request Profit
Margin Reporting

R12.1 Field Service Core

Solution

Service Costing
Phase 1 (cost
capture and report)

Benefit

V' Profit Margin Visibility
v" Foundation for G/L Interface in Phase

2

Agents need access to
Field Service Parts and
Skills Requirements

Add access to FS
Task Uls from SR
Form

Call Center and Tech Support can
record Task Part Requirements, Skill
Requirements and Access Hours

Advanced Features in
Tech Portal

Trunk Stock
Visibility, Debrief
Error Corrections,
Task Scheduling

AN

Improved usage of parts
Accurate Costs

Better customer service




SR Profit Margin Report
ORACLE

Diagnostics Preferences Close Window

Billing Type |AII v.l Currency Code IUSD TI

Template |Pr0ﬁt Margin Repnr‘tj Locale IEninsh:United Statesj Format |HTML "l
[*) Default Templzte

|Run| IExport‘

I
by .
ORACLE Service Profit Margin REprt Report Date  24-1an-2008 21:38:40

Page 1of1

Type Customer Call Type Customer

Name Pontiac Name Karthik Krishnamurthy

Account 1009 h Phone

Service Request Number 40866 Operating Unit Vision Operations

Request Type Customer Call o= cosr p| e Humber AS54883

Reported Date Jan 24, 2008 20:44:39 - ltem Description Sentinel Standard Deskiop TPD

Incident Date Jan 24, 2008 20:44:39 Serial Number -
4| | _'*|J

Diagnostics Preferences Close Window

ORACLE



SR Profit Margin Report
ORACLE

Diagnostics Preferences Close Window

Billing Type IAII ‘l Currency Code |USD hd

Template |Prnﬁt Margin Repurtj Locale |Eng|i5h:UnitEd Statesﬂ Format |HTML =
[*) Defzult Templats

| Run | |_ Export ‘
Material Revenue 1599.00  Material Costs 300.00  Material Profit 1298.00 Material Profitd 433.00
Labor Revenue 1500.00 Labor Costs 500.00  Labor Profit 1000.00  Labor Profit 200.00
Expense Revenue 1.00  Expense Costs 5000 Expense Profit -489.00 Expense Profith -83.00
Total Revenue 3100.00 T%al Costs 850.00  Total Profit 2250.00 Total Profith 264.71

Billing Item Oty UOM List Ext Contract  Het Repair epair Item Serial tem Qty Unit Ext Margin %
Type Price Price Disc Charge  Order pe No Cost Cost
Amt
Material ~ AS55888 1 Ea 158900 1589.00 .00 1598.00 30000 30000 1299.00 43:
q | 3

Diagnostics Preferences Close Window

ORACLE



SR Profit Margin Report

ORACLE

Diagnostics Preferences Close Window

Billing Type IAII vl Currency Code |USD ‘I

Template |Prnfit Margin Repnrtj Locale IEninsh:UnitEd Statesj Format |[HTML »
(*) Default Template

| Run | i Exp-nrt|

Billing ltem Qty UOM List Ext Contract  HNet Repair Repair Iltem Serial Hem Qty Unit Ext Margin %
Type Price Price Disc Charge Order Type Ho Cost Cost
Amt
Material ~ AS55888 1 Ea 1899.00 1599.00 .00 1599.00 300,00 30000 120900 43:
Labor Labor 1 HR 150.00 150.00 00 150.00 50.00 50.00 100.00 200
Expense Expense 1 st 1.00 1.00 00 1.00 50.00 50.00 - -
4500 93

Diagnostics Preferences Close Window

ORACLE




Enhanced SR Form — Access to FS Task Data

File Edit “iew Folder Tools Tools1 Tools2 Window Help

E“’i%@ @Hﬁi@@ AMmeE | L@ T ERES A QRE | ?

= Log and Motes | Profile. .. J,l £|
Contact Type 'Cust__nmer "'_: Custamer Type Orgamzatlun = Category . Mumber BO3ZE £
First | g [Andre Name |BUSINESSWORLI It Reported |29-FEB-2008 D5 3
Last |Beaulie = Number [2813 Bhose Type |KBSRType
Ernail cs'di Account ;1-505 : Revision Status QOPEH
Mumber (56143 Ermail l r:: Instance El Severity éLUW
Relatianship Contact Faor Phaone §E5D—555 5555 @ Sarial Graup éSuppnrt Agents IH-;:'
FPhone £| Fhone Type 5—|.—E|Eph0ﬂ9 Tag Owner lJackson, Mr. Mi =5 (v
Suhbject Workbench Contacts / Addresses l Tasks | Interactions Related Ohjects  Senice History Charges Wilork Crders Custom
Date & Humber- = Type © Status ¢ Priority - Owner  ~ Subject * Description. FPublish Ct

|29-FEB-20... 4281?’ Callback Mediurm Alexander,... Test Task 1 Test Task Descl "4 P2

29-FEB-20.., [42 Dispatch Assignes xander,... [Test Task2 Test Task Desc2

| -

|29-FEB-20... | 42819 Dispatch In Planning  High Alexander,. .. Test TaskZ Test Task Desc2 W Mo
[ 4] ) | k
Type [ Owiner Type ;Empluyee Res Mum 42818 ' Subject Test Task?
Status :.'&ssiﬁned" Owner | Alexander, Mr. | @ Parent | Dest |Test Task Desc? -~
Priarity [High Assignes Type 'Empluyee Res Escalation
[ Restrict Clnsure Assignee Bramer, Fred Eﬁ [ ] -
Agent Time Lone | [Pacific Time Effort : ; :
F'Ianned“ Scheduled Actual Planned Effort 2 Minute  ~| Confirmation | Mot Reguired =
Start |25-FEB-2008 0&:|29-FEB-2008 062 Actual Effort | [ ~|
End D1 AR-2008 01: -29 FEB-2008 05:2 ‘ Duration | - [ Private [ I Publish

Copy Task ‘ Task Mates (M) | Debrief (2] | Farts (L) | skills (£ ‘-Access Haurs (X)L Jse Template (Z) | Launch Workflow ‘ Moare.. |

ORACLE



R12.1 Mobile Field Service

Market Need Solution Benefit

Support Mobile Work Multi User support v Leveragg Hardwar_e

Teams that share a in O-Lite and S&F v USMC will deploy in combat
Laptop Laptop

Open SR against any Download all IB v" Reduce tech and customer calls
piece of equipment at Records for v" Quicker customer service

the customer site customers the Techs

Is responsible for

Team leads need to New Mobile v Move Dispatching to the field
manage, monitor, and Managers Ul

assign work in the field v Management of remote repair

depots




MFS Mobile Manager/Administrator Dashboard

rosoft Internet Explorer

:  Filz Edit Wisw Favorites Tools Help
Q- © - B B G| O Frrene @2 B B - L B O B B
¢ fddress [ httpiflocalhostjwsbtogs (CSMUcsmiDashboard. uix

Google |G+

~] Go |iLinks
() Settings

viGo o oM T 7 (D G @ — BN v s Ty Bookmarksw | Popups okay | | 4

4, - |web search| <+ [$s Bookmarks~ [T Settings ~ | @ Finance = ) Messenger> [ Mall ~ & MySpace B News ~

Field Service Laptop Home L

| Ccase sensitive Advanced Search Change User e = Martin, Chr
!

Search |Service Request by Service Mumber Vl |

Field Service Technician Dashboard.
(=)

Ermployes Resource |Gn:\up

=l Open Tasks -

Business Mew Task from
be-Showiaoos wharld client

T LT L T —
Create Parts Order
Parts Transfer
Calerndar
Create Personal
Tasks
Create Service

Eequest
/ Messaging

Wieww Messages

Create Message
| Configuration
Configuration
Initialize Member

1000001000054 / 1 Hour

W Lacal inkranst




. For More Information

search.oracle.com

or

oracle.com

ORACLE



ORACLE
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