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About the Speaker

= Sabyasachi is a Consultant at Enterprise Solutions business unit of
Infosys Technologies Limited

e Sabyasachi has over 3 years of experience in Implementation of
Oracle CRM

e Infosys Technologies Limited (NASDAQ: INFY) is a global leader
In Consulting and IT services (

< Enterprise Solutions (ES) group at Infosys provides Consulting and
End-to-End implementation solutions for almost all the ERP
packages ( ;

= Customer Relationship Management practice in ES provides
consulting services to world’s leading corporations across various
Industry verticals
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earning Objectives

= Integration of Oracle Service Contracts with other Oracle
Modules for implementation of Warranties and Extended
Warranties.

= Differences between a Contract Sales through Order Man-
agement and a Contract Sales through Service Contracts.
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Presentation Agenda

e Why Enter into a Contract with a Customer ?
= Service Contracts — An Introduction

e Warranty

e Extended Warranty

e Customized Service Programs

cQ&A
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Customer

* What if the product you are selling me
does not work after sometime ?

* And what after 1 year, do | have to run
from pillar to post to get a service?

* More Money right now !!!

..fx“::")

Sales Person

* Sir, your product is covered under
Warranty for the next 1 year, we will do
all services free of cost

* We recommend you to go for a extended
warranty, at a nominal cost of $100 per
year and enjoy the same coverage as
during the Warranty period

* No Sir, buy the extended warranty after a

year

22
@g})) 1 . ' . ’
L.;,;:f;xAge old Wisdom: A Delighted Customer is a company’s greatest asset
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Presentation Agenda

 Why Enter into a Contract with a Customer ?

= Service Contracts — An Introduction
e Warranty

e Extended Warranty
e Customized Service Programs
*Q&A
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Oracle CRM Offerings

Oracle Customer Relationship Management
Business
Intellignce Marketing & Sales Intelligence Service Intelligence
Areas
. : : . Mobile Field
Marketin uotin Telesales Teleservice  Depot Repair .
g Q g P P Service
Business Trade Partner
Aplication Management Management Field Sales  Field Service Contracts Core  iSupport
Areas _ _
Proposals Incentive Sales for Service Knowledge eMail Center
P Compensation  Handhelds Conracts Management
eSS Resource Territory Management Business Rule Monitor
Management Management
Notes Calender 1to 1 Fulfilment Interaction History
Escalation ASS|gqment Order Capture HTML Stack
Management Engine
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Key Integrations of Oracle Service Contracts

Oracle Bills of
Materials

Oracle Accounts
Receivables

Oracle Installed
Base

Oracle Order
Management

Oracle Pricing

Oracle Service
Contracts

Oracle
Teleservice

Oracle Contracts
Core

Oracle Inventory

Legends:

(i) Creation of Service Items

(ii) Pricing a Service Contract

(1ii) Ordering a Service Contract

(iv) Invoicing customer for a Service Contract

(v) Associating Warranty with Product

(vi) Linking Service Contract with Customer’s Item Instance
(vii) Service Contracts applicable to a Customer

(viii) Contract Terms and Conditions
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Presentation Agenda

 Why Enter into a Contract with a Customer ?
= Service Contracts — An Introduction

e Warranty

e Extended Warranty

e Customized Service Programs

*Q&A
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Sequence of Activities C o=
|

Create a
Warranty
Item

I

Link
Warranty to
product
through
BOM

.

Create
Sales order
for the
product

I

Ship the Sales Order

This creates an item instance in
Installed Base and the Warranty gets
applied on the Installed Base Item
Instance

i
T
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Points of Integration

Actions
Creation | Linking the Warranty
of Item to the Product on Creation and Creation
Warranty Jwhich the Warranty willf]Shipment of Sales of
Item be applicable Order Warranty
Oracle Inventory /
) Q)
Oracle Bills of g
3 Material v o
= S
8 Oracle Order ®
S Management v =
% Service g
g Contracts | «©
@) Order »
Oracle Service Capture 3
Contracts v~ | Integration «
Oracle Installed
Base v
Oracle
Teleservice v
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Warranty Item in Oracle Inventory - UOM

& Organization V1 “ision Operations Display Attributes
— ltern |FSPRATOOO. Master Ory = Al
Description |Service FS-LFTR-1000 [ 1]
]
Ei Main | Irwentary  Bills of Material ~ Asset Management  Costing  Purchasing  Recewing  Physical Attributes N
?é: LInit of Measure :
= , Canversions -
Frim User terr Type Serice Pgm /Warr
: Standard
Tracking | Primary _ _
. term specific lternmStatos At

Prici I . Service Items have User
Secondary - Service Items have a ltem Type of Service
Defaulting primary UOM of time Program / Warranty
Deviation Factor + U %
Dieviation Factor - 0 %
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Warranty Item in Oracle Inventory — Service
Duration

Lead Times ‘“Wark In Process  Order Management  Invoicing  Process Manufacturing | Service | WWeh Option <+

Service Contracts

SEmiCE

antract ltermn Type  Senice

Serice Request  Inactive
Curatian

Enable Contract Coverage

Curation Period Year
Template 'IIIIIII|% Coverage
otarting Delay (Days)

Enable Defect Tracking

Enable Provizioning
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Warranty Item in Oracle Inventory — Coverage
Template

Type |Gold Coverage Importance Leval | 1 Effective Dates |19-3EP-2000 . Line Details
Description |100% Coverage Exception Suitable as Exception Maotes
™ 1les
v Wg#gﬂw Inheritance ¥ Synchranize Date Installed Free Upgrade Transfer |Transfar
Preventive Mainter~~=-=
Frogram Mame Frogram Description Schedule [
. —  Offset = . ] .
Business Process Duration Period Start Date End Date Price List Discount [
lCustDmer Suppont Corporate
Depot Repair Corporate
Field Service Corporate
Coverage Times Reaction Tirmes  Resolution Times Resources Billing Types
Time Zone Default
l Facific Time v = Apply Default to other Time Zones
Covered Times
Start Time  End Time Monday Tuesday YWednesday Thursday Friday Saturday
lDEI:EIEI 2359 v v v v v
- Alvways Covered J
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Points of Integration

Actions
Creation | Linking the Warranty
of Item to the Product on Creation and Creation
Warranty Jwhich the Warranty willJ]Shipment of Sales of
Item be applicable Order Warranty
Oracle Inventory | .~
. (@)
Oracle Bills of ‘/ g
4 Material =
= S
'8 Oracle Order P
s Management v >
% Service g
E Contracts | «
O Order o
Oracle Service Capture | 3
Contracts v~ | Integration »
Oracle Installed
Base v
Oracle
Teleservice v
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Linkage of Warranty to Product

2 Bills of Material (1)

ltern |DCEE102 Drive Option Class L0 |Ea
Alternate
Revision /A Product to which the Warranty, . g an.2008 09:51:54 i
will be applicable I
Display |Future ant—cwrent ¥ mplemented Only
Main | Date Effectivity  Unit Effectivity ECD  Component Details  Material Control  Order Management Bl
ltem Seq
Operation Seq Revision
Component ltern Description O Basis [ ]
< I3 [t [Fsewmioo j ftern <
Warranty Item Associated to
the product through the Bill of
Material
1| 3
substitutes Designatars Cperations Bill Details | | Eevision )
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Points of Integration

Actions
Creation | Linking the Warranty
of Item to the Product on Creation and Creation
Warranty fwhich the Warranty willJfShipment of Sales of
Item be applicable Order Warranty
Oracle Inventory | .~
: O
Oracle Bills of @)
o Material v o
= S
'8 Oracle Order / o
S Management =
% Service -SU
E Contracts | o
@) Order »
Oracle Service Capture | 3
Contracts v | Integration @
Oracle Installed
Base v
Oracle
Teleservice v
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Creation of Sales Order for the product

O Sales Orders (Vision Operations) - GE034, A C. Metwarks M [=] r-c

Crder Information J Line ltems 1

@ Default
Order Tatal 0.00000
hain | Fricing shipping  Addresses  Heturns DENICES Cithers
Line Ordered ltem |Gty || Status IOk Price| Price| | Schedule Ship Date || Line Type Clty

l 11 DCs3102 1 EA 1000 standard (Line Invo =~ |
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Points of Integration

Actions
Creation | Linking the Warranty
of Item to the Product on Creation and Creation
Warranty Jwhich the Warranty willJShipment of Sales of
Iltem be applicable Order Warranty
Oracle Inventory |
: O
Oracle Bills of @)
3 Material v a
= =
3 Oracle Order o
s Management v >
% Service ;—9
E Contracts | «©
O Order »
Oracle Service / Capture 3
Contracts Integration v

Oracle Installed
Base

Oracle
Teleservice

ANERN
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Item Instance In Oracle Installed Base

ORACLE" 1nstalled Base

Home Profile Sign Out Help

Ttem Instances

General Quick Find |Item Instance V|| | Go | Advanced Search

Additional Attributes Logged In As Of
Asgsets

Party Relationships Item Instance Details

Owner IrepIfistance: 100005

e . .111::t.arn. D(?SBIUZ .

Accounts em Bascription: Prive Option Cla

Contacts

.Sf..lmmary General Attributes Item Instance Details
Pricing Organization Name Seattle Manufacturing Instance Name
Counters Last Version Label AS_CREATED Version Label Date 05-JUN-2003 7:17
Contracts Revision Mew Version Lal:uel| |
Notes | Details of all Contracts
Transactions Sv5tem| | E External Reference | |
Service Requests Item Instance Type | v| Accounting Classification | Customer Product V|
Repair Orders Operational Status Lot Number : not lot-controlled
Histol
- r‘,: — Statu5|CREATED |E Condition
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Warranty Associated to Item Instance — Installed

Base
ORACLE" mstalled Base

Home Profile Sign Out Help

Item Instances
Item Instances | Transactions | Systems

General Quick Find | Item Instance V| | | Go | Advanced Search
Additional Attributes Logged In As OF
Assets
Party Relationships Contracts

owner Item Instance: 100005

Parties Item: QCS8102 Warranty coverage for the Item

Accounts Itern Description:] Drive Option Class Instance

Contacts v

Summa . . .
e Rumber Name . Description Name  Description  Warranty itPST Status StartDate  EndDate  pou
Counters 212726 100% 100% FSPM10005emice b Active | 02-JaM-2008 '101-JAMN-2000
Contracts Coverage Coverage FS-LTPR-1000
MNotes
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Warranty Associated to Item Instance — Create SR

wice Request - Central Time

Log and Motes Profile. .. E]

Contact Type | Customer < Custorner Type | Croanization Categar - Murnher
First Mame A C. Metwarks LQCE3102 -2003 14:30
Last ﬁl Murmber (1143 Drive Option Cl Custamer Call
Ermnail 2" Account 1143 Stat Cpen
Mumber Ermail |operationsi@a.c.ne ﬂ 100005 wi ,
Relationship Phane & Serial Service Request being created
Phone & Phone Type Tag for the same Instance
Subject | Warkhench Contacts f Addresses  Tasks  Interactions  Related Objects Serice History  Charges  Work Orders .
[tern |[AS54535. Sentinel Standard Desktap TPD ltem ey =
Component Component Rey
Subcomponent Subcomponent Rey
ltern Instance | 2037300 Type |FG Status |CREATED
System COrder Murm Lot Mum
Covered Site |3 The Square; Bracknell, ; GB,RBE2 &% Refresh Site J Sales PO Mum
Instance Configuration /I Instance Detail JI Register Instance J
=
Contracts
Contract Serice Deseription Statu Coverage Whierraty Start-[late nd Date
21226 FSFK 1000 Sendce F3-LTPR-1000 Active 100% Coverage @ 02-JAM-2008  01-JAM-2009
22069 Appl i»cab'le Cohtfacts ] Erteretd Sold Coverage @' Z4-DEC-2007  (31-DEC-2008 -
Entitled Contracts < Al Contracts (5et Caontracts )
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Presentation Agenda

e Why Enter into a Contract with a Customer ?
= Service Contracts — An Introduction

e Warranty

= Extended Warranty

e Customized Service Programs

*Q&A
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Extended Warranty :

1) Immediate Service
11) Delayed Service
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Start

Sequence of Act|V|t|es

Create the sales
order with the
product in the first
line and the
service item in the
second line. Book,
Pick and Ship the
Order

¢
<

COLLABOR

Delayed
Service

Immediate
Service ) .
mmediate Service or
Delayed Service?

This process of completing the sales order Generates the
item instance in the installed base.

Create the second
sales order for the
service item
referencing the
original oredr book
the order.

v v
Run the following concurrent programs :
(1) Service Contracts Order Capture Integration
(2) Workflow Background Process
(3) Service Contracts Main Billing Program
(4) Auto Invoice Master Program

4
The Service Contract gets
attached to the item instance in
Installed Base and invoice gets
created for the extended
warranty

v

Create the sales
order with only the
product at the line
level. Book, pick
and ship the order.

ATEOS
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Points of Integration

Creation & Creation of1
Pricing of Creation & Creation of | Invoice for
Extended Shipment of Extended Extended
Warranty Item Sales Order Warranty Warranty
Oracle
Inventory v
Oracle
Pricing \/
Oracle Order
Management v
1. Service | 9
@ Contracts | 3
E Oracle Order s
S Service Capture %
) Contracts v Integration o
& &
o) Oracle S
Installed Base v 3
Oracle
Teleservice v
1.Service
Contracts
Main Billing
2. Auto-
Oracle Invoice
Accounts Master
Receivables v Program
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Pricing an Extended Warranty

O Advanced Pricing - Price Lists
hlain Other
Mame 10% off WYWeh Special bohile Download v Lrtive
Description |10% off Corporate Yeh Special
Currency USD Multi-Currency Conversion |Senerated Currency Conve Round To -2
Effective Dates  01-JAN-200
Freight Terms Frepay & Add Payment Terms 30 MNET Freight Carriers
Comments [ ]
List Lines l =econdary Price List Clualifiers
]
Froduct Cantext Froduct Attribute Froduct “alue Product Description L
ltern ltern Mumber fz 1000 One Year Maintenance - revenue E =
ltern ltern Mumber fa2000 Caonsulting/Training E
ltern ltern Mumber ST 556 Manitar - 19" Flat E
l/e?n”\ﬂ\/ ltern Mumber FSPM1100 mervice FS-LPTR-1100- Mo Sch
lterm lterm Mumber ChEIET Optiball Wireless Mouse El+
1] Extended Warranty Item in a ’
Price List
B Pricing Attributes J
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Points of Intggration
Creation & Creation or
Pricing of Creation & Creation of Invoice for
Extended Shipment of Extended Extended
Warranty Item Sales Order Warranty Warranty
Oracle
Inventory v
Oracle
Pricing v
Oracle Order
Management /
1. Service Q
4 Contracts | 3
3 Oracle Order =
§ Service Capture %
9 Contracts v Integration | ©
& &
o) Oracle o
Installed Base v 5
Oracle
Teleservice v
1.Service
Contracts
Main Billing
2. Auto-
Oracle Invoice
Accounts Master
Receivables v Program
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Creatlon of Sales Order — Immediate Service

Sales Orders (Mision Operations) - G4285, A

Order Infarmation J Line ltems 1

@ Default
Order Total 1.118.70
Mdain Fricing Shipping  Addresses Returns SemICES | COthers
Line Ordered [tem senice Reference Type | Service Order Type senice Ref Order Murnber | Service
1.1 AS54858 el

1 FSPM1100 Order Mixed E3560 %

Reference Sales
Order Number

Service ltem

Line Tatal Line City Service Tatal
Description |Service FS-LPTR-1100- Mo Schedule

Actions Eelated [terns Configuratar | Swailability | Book Crider J

home of the OAUG Knowledge Factory ©
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Creatlon of Sales Order — Delayed Service

N Operations) - 64 C. Metworks
Order Infarmation Line Items
@ Default
Order Tatal 0.00
Mlain Fricing Shipping  Addresses Returns Serices Others
Line Ordered ltern || Cty frice Reference Type ice Order Type Service Ref Order Numbe

[ FSPM100 |1

o

“Service  Reference Type =
Customer Product implies that
customer’s item instance is being

roforvoad to
reritrrvu v

Customer Product |

& C Metworks

Crder Information Line lterns

@ Default

Order Total .00

G EN] Pricing Shipping  Addresses Returns Services Others

Line Crdered ltern | on MNumber Service R Praduct

Item Instance installed at the
customer’s site

Service Ref System MName Service Coterminat

| ¥

home of the OAUG Knowledge Factory ©
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Points of Integre

ation

Oracle Modules

Actions
Creation & Creation o1
Pricing of Creation & Creation of Invoice for
Extended Shipment of Extended Extended
Warranty Item Sales Order Warranty Warranty
Oracle
Inventory 4
Oracle
Pricing v
Oracle Order
Management 4
1. Service
Contracts
Oracle Order
Service Capture
Contracts \/ Integration
Oracle
Installed Base \/
Oracle ‘/
Teleservice
1.Service
Contracts
Main Billing
Program
2. Auto-
Oracle Invoice
Accounts Master
Receivables v Program
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Extended Warranty Associated to Item Instance —
Installed Base

ORACLE' mstalled Base

Item Instances
Item Instances | Transactions | GSystems

Home Profile Sign Out Help

GCeneral Quick Find | Item Instance v || | Go | Advanced Search
Additional Attributes Logged In As OPI
Assets
Party Relationships Contracts

T Item Instance: T0148

ERhes Itermn: ASHABBH

Itermn Description: Sentinel Standard Desktop Extended Warranty coverage for

Accounts the Item Instance

Contacts

Summary . . = .

ract Coverage Coverage  Service Service Modifier ation

Pricing Humber HName Description Name Description Warranty Humber el L
Counters Extd Extd F3PI1100 Service Active O2-TAN-2008 01.]AN.2009
Contracts Coverage Coverage Fa-LPTR-1100
Notes
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Extended Warranty Associated to Item Instance —
Create SR

Central Time

Log and Maotes Profile. ..

Contact Type Customer ~ CugtgmerType Crganization £ Categgry FLTER M

First Mame & C. Networks AS54888 -2008 14:3C
Last g Murmber (1143 Sentinel Stand Type \Customer Call
Ermail = Account 1143 Rewsion Status [Jpen
Murber Ernail |operationsi@a.c.ne ﬂ Insta 70148 E
Relationship Phane @ A tVICE Request b9|ng
Phons & Phons Type Tag ' created for the same
Subject | WWorkhench Contacts / Addresses  Tasks  Interactions Related Ohjects  Service History  Charges  Waork Ordgis instance

ltem |[A=54885. Sentinel Standard Desktop TRPD ltern Rey =
Component Component Rey
Subcomponent Subcomponent Rey
ltem Instance |[2037300 Type |FG Status |CREATED
System Order Murn Lot Murn
Covered Site |3 The Sguare; Bracknell, ; GB;REZ &Y Refresh Site Sales PO Num
Instance Configuration J Instance Detail /I Register Instance )
Contracts -
Contract Service Description Status Coverage Warranty 3%%‘99;'(:8‘%% %QentraCtS
______ | 2125 FSPhd 1000 Service FS-LTRR-1000—Aetive HHB%-Caverage— ek DeTER008 OT-JAN2009 —
22085 FSPM 1100 Semice FS-LTPR-1100 Active Extd Coverage @ 02-JAN-2008  |01-JAN-2009
Erfiled Comtracts AT Contracts Get Contracts )

home of the OAUG Knowledge Factory ©
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Invoice for the Extended Warranty

Actions
Creation & Creation ot
Pricing of Creation & Creation of Invoice for
Extended Shipment of Extended Extended
Warranty Item Sales Order Warranty Warranty
Oracle
Inventory v
Oracle
Pricing v
Oracle Order
Management v
1. Service o
" Contracts =
L Oracle Order e
-§ Service Capture 3
s Contracts v Integration | 2
g o
§ Oracle Q
O |installed Base v g
(7]
Oracle
Teleservice v
1.Service
Contracts
Main Billing
Program
2. Auto-
Oracle Invoice
Accounts ‘/ Master
Receivables Program
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Presentation Agenda

 Why Enter into a Contract with a Customer ?
= Service Contracts — An Introduction

e Warranty

e Extended Warranty

= Customized Service Programs

*Q&A
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Contract through Order management or
through Service Contracts ?

Key Questions to Answer :

At what level will the contract apply?

- Always to a specific product that a customer owns / is in the
process of buying

- At a broader party, site or customer level also

How will the customer be billed?

- Always through one invoice

- Through a agreed upon billing schedule, with periodic

invoices being generated at predefined intervals

home of the OAUG Knowledge Factory T
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If the answer is option (i) for both of the questions, any of the two
routes can be followed for creation of a contract.

But if the answer is option (ii) for any of the questions, then it
becomes necessary to create a contract through Service Contracts.

home of the OAUG Knowledge Factory 'I-h
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Parties Entering into a Contract

O Service Contracts Authoring (Vision Operations: SO
Mumber |21265 Yersion 0.3 Termplate Status Entered Megotiation Status |Draft
Order Start Date |20, J4M-2008 End Date |23-J4M-2009 Subtotal 4,000.00
Known As Duration 1 Feriod |Year Tax 0.00
Description | Test Category |Senice Agreeme Tatal 4000.00

Surmrmary Lines
Parties Fricing / Billing Renewals Administration  Security £ Text

Farty
Role Mame Party Mumber GsA [ ]

= 1143

I

ustormer A, T Metworks

“Yendor Operating Unit  Vision Operations_—
Parties entering into the

contract

home of the OAUG Knowledge Factory ©
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Contract Effectivity — At What level will the
contract apply?

Surnrmary Lines

Accounts Effectivities Fricing # Products | Tax / Payment Options Counters Events

Duration Period  Price Last Contract Frint Invoice

Line  Line Type i ef | | LI Frice Curr Subtotal Tax Total |
l Serice FEPM1000 29 Week -

Service Item at the O
contract line O
O
O
D -
Show All Products Price Break. .. Price Calculation. . Reprice Billing. .
Effectivity Pricing Crisliet] LEve]
Line  Level y@m/—\tus Line Ref Start Date End Date
I ered 18-0EC-2007 02-FEB-2009 -
Marme
Farty
Product -
Site
Rt i »
Description System -
Invoice Text Cust L [ew Instance...
Hetomer Effectivity level of the

_contract

home of the OAUG Knowledge Factory ©
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Billing Schedule — Periodic Invoices at
Predefined Intervals

Stream Level
Murnber of Perinds Offzet Days

Seq MNum ate End Date Duration i Armount Totab&nmots Imvoice Interface
28-JAN-2009 3 \Maonth 4 000.00 =

| 4 [29-)an-2008
_________ Contract Durationand | ﬁvbicing
Periods -

Tatal 4 000,00

Cascade Dates Prorate Schedule )

Schedule

gq Invoice Date Bill From Bill To Interface Date
1 1 [259-JAN-2005 29-JAN-2008 258-AFPR-2003 29-JAN-2003 1,000.00 =
1 2 29-APR-2005 29-APR-2005 28-JUL-2005 29-APR-2005 1,000.00
1 3 |29-JUL-2008 29-JUL-2005 28-0CT-2008 29-JUL-2008 1,000.00
4 129-0CT-2003 23-0CT-2008 28-JAN-2009 29-0CT-2008 1,000.00

Periodic Invoice Schedules Ok

Cancel J

home of the OAUG Knowledge Factory ©



COLLABORATE(S

Techaology o Applleations Mo |

Presentation Agenda

 Why Enter into a Contract with a Customer ?
= Service Contracts — An Introduction

e Warranty

e Extended Warranty

= Customized Service Programs

cQ&A
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References :
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Phone : +91 40 2300 56265
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