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Session Objectives 

During this session you will learn about: 

�� The customer view of iSupport 

�� How a customer can create a request for service online 

�� How the service request information flows into Oracle Customer Support for resolution 
by a customer service team 

During this session, I will not cover: 

�� Return Material Authorizations (RMA’s) 

�� Service request details 

�� Technical set up of Oracle iSupport or Customer Support 
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Overview 
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Introduction to iSupport 

The iSupport application within the Oracle CRM suite provides your customers with an 
avenue for self-service support. Your organization can use iSupport to streamline its 
customer support processes and improve its customer support capability. 

Oracle iSupport Web page consists of five tabs: 

�� Home 

�� Accounts 

�� Products 

�� Support 

�� Forum 

Home 

Your customers can personalize their Home page with information such as service request 
activity and knowledge base search results. Your organization can include product alerts, 
company news, and other important information on the customer’s iSupport Home page. 

Accounts 

The Accounts tab gives your customers access to their invoices, payments, shipment 
information, returns, and service contracts via a Web interface on a 24/7 basis. The Returns 
functionality assists your customers with creating Return Material Authorizations (RMAs) 
online. 

Products 

With the Products tab, your customers can access their Install Base data. They can also add 
products to their Install Base by using this iSupport feature. 

Support 

Service Request — Lets your customers submit and manage their service requests 
online. Your company can offer or enforce knowledge base solutions as well as 
enforce product association during service request creation. Your company can also 
setup and use customized templates to gather service request information when your 
customers create their requests for service. 

Call Me — Allows your customers to submit callback requests via the Web. The 
Surveys feature allows your company to provide questionnaires to your customers in 
order to gather pertinent feedback. 

Knowledge Management — A comprehensive solution management system, this 
feature enables companies to create, store, and score known technical problem 
solutions. 

Forum 

Interactive forums allow customers to search for information, post questions, and share 
technical knowledge with other users. 
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iSupport Integration Points 

AOL - A required dependency of all Oracle applications. AOL provides technology and 
common libraries for Oracle applications. 

Workflow - Provides the ability to send e-mail notifications, and allows you to define 
various workflow processes required for normal business operations. 

Trading Community - The 11i Oracle Trading Community Model -- also known as Oracle 
Trading Community Architecture or TCA -- is comprised of a database schema, APIs, and 
data quality management utilities that allow your company to capture and use information 
about your commercial community: organizations, people, places, and the network of 
relationships that bring them together. Both the ERP and CRM applications use the Trading 
Community Architecture. 

Accounts Receivable - Provides customer account data for Oracle iSupport. After your 
customer books an order in an Oracle CRM application, the system creates an account in 
AR. 

General Ledger - Oracle iSupport uses General Ledger to set up ledgers and books, store 
exchange rates, and store related business information. 

Order Management (OM) - Provides returns functionality within Oracle iSupport.  

Install Base and Inventory - Inventory provides the underpinnings that encompass your 
company’s product repository and configuration. It integrates closely with Install Base, the 
customer- or party-purchased products repository. Both applications furnish product 
information when your customers use the Support or Products tabs in iSupport. 

HRMS - Employee resources for CRM are imported from the HRMS applications. 

CRM Technology Foundation - A prerequisite for any Oracle CRM module. The technology 
stack supplies debug logging trails and cookie encryption. 

CRM Foundation - Supplies much of the data and functionality for iSupport. To use 
iSupport, you must implement the CRM Foundation. 

Support  (also called TeleService) - Contains the Service Request functionality that enables 
your customers to submit, view, edit, and manage their service requests online. 

Contracts Suite - Provides information on service contracts and warranties. The Contracts 
Suite is comprised of Contracts Core and Contracts for Service. 

Capture (OC) APIs - Order Capture APIs provide Returns functionality in Oracle iSupport. 

Web Call-Back (Call Me) - Lets your customers submit a callback request through the 
Oracle iSupport UI. The Web callback requires that your company purchase call center 
hardware and implement the following: 

�� CRM Interaction Center (formerly Call Center Technology - CCT) 

�� Universal Work Queue (UWQ) 

�� Oracle Customer Care 

�� CRM Foundation Notes functionality 

Scripting - Oracle iSupport uses Oracle Scripting to provide Surveys functionality. Scripting 
also presents scripts to the desktop of an Interaction Center agent to aid customer service. 
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iSupport Process (sample) 
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Figure 1: Sample Process for iSupport using Web Call-Back 

Process Steps 
1 Customer goes to your company support page. 

2 At the iSupport login page, your customer must do one of the following: 

a. If s/he is already registered, enter a User ID and password and click Go. 

b. If s/he is not registered, click Register Here to begin the registration process. 

3 After the Home page launches, your customer can do any of the following: 

a. Search your company’s knowledge base for a solution 

b. Go to the Forum tab to review other customers’ posts or to post a message.  

c. Create a request for service 

d. Go to the Support tab to use the Call Me feature. 

4 If a solution is not found using the knowledge base or Forum, your customer creates a 
service request. Your customer can also use Call Me to get assistance with a problem. 

5 Oracle iSupport uses automated processing for routing service requests and customer 
call requests to the appropriate customer service team. 
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6 When a member of the customer service team checks the Universal Work Queue, the 
customer’s request appears in the team’s queue. 

7 A team member takes the service request and follows up with the customer, arranging 
for: 

a. RMA 

b. Repair (off site or field service visit) 
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Customer Visit to iSupport 
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Customer’s View: Registration 

When you company’s customer wants support for a product s/he can open a browser and go 
to your company’s Web based support pages. 

http://www.[domainname].com:8002/OA_HTML/jtflogin.jsp 

 
Figure 2: eBusiness Login Page 

Fields/Links on Login Page 

Field/Link Description 

User ID Customer’s user name. 

Password Customer’s password 
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User Type 

Your customers use this page to identify their profiles. 

eBusiness Login����Register Here 

 
Figure 3: User Management: Registration page 

Business User 

eBusiness Login����Register Here����Next 

 
Figure 4: User Management: User Registration page 
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Individual User 

eBusiness Login����Register Here����Next 

 
Figure 5: User Management: User Registration page 

Primary User (Previously registered business entity) 

eBusiness Login����Register Here����Next 

 
Figure 6: User Management: User Registration page 
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eBusiness Login����Register Here����Next����Next 

 
Figure 7: User Registration: Personal Information 

Primary User (New business entity) 

eBusiness Login����Register Here����Next 

 
Figure 8: User Registration: Organization Information 
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eBusiness Login����Register Here����Next����Next 

 
Figure 9: User Registration: Personal Information 

eBusiness Login����Register Here����Next����Next����Next 

 
Figure 10: User Registration: Select Enrollments 
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eBusiness Login����Register Here����Next����Next����Next����Next 

 
Figure 11: User Registration: Confirmation 
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Customer View: Home Page 

eBusiness Login Page����Go 

 
Figure 12: iSupport Customer Home Page 

The Home page is your customer’s online gateway to your company’s support resources. 
From here your customer can search your company’s knowledge base, talk to other users, 
or create a request for service. Your customer can also customize this page by clicking 
Content or Layout. 

Home Tab Navigation 

Field/Link Description 

iSupport The iSupport icon launches the Customer Home 
Page. 

Administration The Administration icon launches the user 
management area. Only your customer’s primary 
user has access to administration. 

Profile The Profile icon launches the personal and company 
profile area. Your customers can change passwords, 
review information, and update subscription 
information. 

Sign Out Clicking the Sign Out icon exits your customer from 
iSupport. 

Quick Find This feature allows you to find specific information 
quickly. Simply select the kind of information that 
you want from the list of values. Enter your selection 
criteria in the box to the right. Click Go. 
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Field/Link Description 

Content When your customer clicks this link, s/he can select 
the information (content) to appear on his/her 
iSupport page. 

Layout This link allows your customer to organize the 
appearance of the page’s content. 

Find a Solution This link assists your customer with locating a 
solution related to his/her problem. 

Frequently Used Solutions This link launches a list of solutions to common 
problems. 

Create Service Request This link launches a page where your customer can 
create a request for service. 

 



  Customer Visit to iSupport 

© 2002, FMT Systems Inc.  27 

Customer View: Find a Solution 

Home����Find a Solution 

 
Figure 13: Find a Solution: Basic Search 

To begin searching for a solution: 

1 From the iSupport Home page, click Find a solution. This launches the Basic Search 
page. 

2 Your customer can search for a solution under the Problem Description column of the 
Common Problems table. 

iSupport — Basic Search 

Field/Link Description 

Categories Can consist of groupings that your company 
uses for organization of solutions. For 
products, you can use category names from 
the Item Master. For non-product categories, 
you can enter a manual description. 

Search for Your customer can enter keywords for his/her 
problem and click Go to locate additional solutions. 

Problem Description Provides a list of common problems encountered by 
other customers. 

Number of times used Indicates the frequency of use by customers other 
than the customer who logged the problem. 
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Advanced Search 

Find a Solution����Advanced Search 

If your customers want to conduct a search for a specific category, product, or platform, 
they can use the Advanced Search feature to narrow their search criteria. 

 
Figure 14: Find a Solution: Advanced Search 

Technical Library 

Find a Solution����Technical Library 
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Customer View: Frequently Used Solutions 

Home Tab����Frequently Used Solutions 

 
Figure 15: Frequently Used Solutions: Common Problems 
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Customer View: Create a Service Request 

 

Home Tab����Create Service Request 

 
Figure 16: Create Service Requests 

 

Table title 

Field/Link Description 

Service Request Profile Your customer can create different profiles for service. When 
s/he selects one of those profiles, information attached to that 
profile appears in the fields. 

Contact Information 

Account Number Your customer’s account number with your company. 

Primary Contact Your first contact with the customer should be with the individual 
identified here. 

Contact by Your customer can select how s/he wants your customer support 
team to contact him/her. 
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Figure 17:Create Service Requests: Service Request Details 

Field/Link Description 

Service Request Details 

Request Type Your customer can indicate the nature of the request for service. 

Product Your company’s product for which your customer is contacting 
support. 

Version If a version number is appropriate, your customer may select it 
here. 

Urgency Your customer indicates the seriousness of his/her problem. 

Problem Code Your customer can select a general category for the difficulty 
s/he is experiencing with your company’s product. 

Project Number If a project number is associated with the request for service, 
your customer may enter it here. 

Help Desk Number If a help desk number is associated with the request for service, 
your customer may enter it here. 

Request Summary Your customer must enter a brief description of the difficulties 
with your company’s product. 

Attachments Your customer may include documents that may assist your 
customer support team with identifying the problem and its 
solution. 

Cancel Clicking this button cancels the request for service. 

Continue Clicking this button launches the Template detail section of your 
customer’s request for service. 
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Figure 18: Create Service Requests: Template Details 

Field/Link Description 

Template Your company can set up templates for your customers to 
use when submitting a request for service. Template 
examples might be troubleshooting, information request, 
or shipping damage. 

Template Details 

Did you follow 
instructions in Manual 

Select Yes or No. 

Is your product still 
under warranty? 

Select Yes or No. 

Enter brief description 
of the problem 

Your customer must enter a more complete explanation of the 
difficulties encountered with your company’s product. 

Cancel If your customer clicks this button, the request for service is 
ended. 

Search Knowledge Base Clicking this button launches your company’s knowledge base. 
Your customer can search for a solution to his/her problem. 

Back Clicking this button returns your customer to the previous Web 
page. 

Continue Clicking this button takes your customer to the next Web page. 
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Figure 19: Verify Service Request 

 

 
Figure 20: Verify Service Request: Template Detail 

 
Figure 21: Confirm Service Request 
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Customer Support View 
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Overview 

Once your customer submits a service request in iSupport, that information is transmitted 
by Oracle to the customer support team that is responsible for that customer account. The 
request for service information appears in the Universal Work Queue. This feature displays 
the tasks, service requests, and other work-related items for you and your team. 

The Universal Work Queue becomes your hub for accessing your work and monitoring your 
team’s work. From the UWQ, you can launch the task manager, service requests, or 
escalations. 
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Universal Work Queue 

The UWQ is your hub for accessing work items to assist your company’s customers. 

Login����Personal Home Page����Customer Support����Universal Work Queue 

 
Figure 22: Universal Work Queue window 

To launch the Universal Work Queue: 

1 Select the Customer Support responsibility from your responsibilities list on your 
Personal Home Page. 

2 From the Customer Support Navigator, select Universal Work Queue. This launches 
the Universal Work Queue window. 

3 Select the WorkList node (Tasks, Service Request, Escalations) that you want. 
4 Click Get Work. This action launches and displays the details of the work item. 
5 When your work is complete, click the save icon. 
6 To request the next work item from the WorkList node, click Get Work in the Universal 

Work Queue window. 
 

Universal Work Queue window Fields and Links 

Field/Link Description 

Queue List of nodes in your work queue. 

Count Number of items in each node. 
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Service Request Node 

Field/Link Description 

Request The service request number assigned by Oracle CRM. 

Severity The level of seriousness that your company assigned to your 
customer’s request for service. 

Status Indicates the progress of the service request. 

Summary Information from the request summary that your customer 
entered during the creation of the request for service. 

Party Name of the party. 

Type Kind of contact requested by your customer. 

Resource Name Company employee assigned to resolve the request for service. 

Resolution By Employee who resolved the customer’s problem. 

Respond By Date by which a response to your customer is required. 

Creation Date Date that the request for service was created. 

Contact Name Person to contact with your customer’s organization. 
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Service Request 

Login����Personal Home Page����Customer Support����Universal Work 
Queue����Tasks����Service Request 

 
Figure 23: Service Request window 

To work on a request for service: 

1 Click the Service Requests WorkList Node to expand the service requests list. 

2 Click Get Work to begin your work item. 
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Task Management 

The Task Management window enables you to complete tasks for your company’s 
customers. From this window, you can also assign tasks to other resources and notify them 
of the assignments. 

Login����Personal Home Page����Customer Support����Universal Work 
Queue����Tasks����My Owned (My Assigned/Group Owned/Team Owned) 

 
Figure 24: Task Management window 

To manage a task: 

3 Click the Tasks WorkList Node to expand the tasks list. 

4 Click Get Work to begin your work item. 

 

Task Management window Fields and Links 

Field/Link Description 

Num Number associated with the task. 

Escalation  

Name Resource assigned to the task. 
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Field/Link Description 

Type Indicates the kind of task. 

Status Displays the progress of the task 

Owner The customer service representative who owns this task 

Priority The importance that your company has assigned to this task. 

Source Doc Type Indicates the originating document for the task. 

Source Doc Number Displays the originating document number. 

Closed  

Planned Start Date Date by which the resource is intended to begin the task. 

Planned End Date Date by which the resource is intended to finish the task. 

Scheduled Start Date Date by which the resource is assigned to begin the task. 

Scheduled End Date Date by which the resource is assigned to finish the task. 

Actual Start Date Date by which the resource truly begins the task. 

Actual End Date Date by which the resource truly finishes the task. 

Number Escalation number 

Status Progress of task 

Source Document Indicates the originating document 

Description Explanation regarding assigned resources efforts to complete the 
task. 

Name Identifies the assigned resource for the task 

Owner Type Indicates the classification of the task owner, i.e., employee 
resource, contract resource, etc. 

Source Value Displays the originating document number. 

Owner Identifies the owner of the task. 

Parent Task Indicates the parent task, if available. 

Type Identifies the kind of task 

Priority Displays the importance that your company has assigned this 
task. 

Assigned By Identifies the employee resource that assigned this task. 
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Field/Link Description 

Escalation Level Indicates the level your company assigned to the escalation 
associated with this task. 

Escalation Owner Identifies the escalation owner, if available. 

Dates Enter planned, scheduled, and actual start and end dates for this 
task. 

Time Zone Enter the time zone, if appropriate. 

Effort Enter the planned and actual number of hours, days, months, 
etc. necessary for completion of this task. 

Customer Details Includes customer’s name, party number, address, account 
number, and phone number. 

Notes Click this button to launch the Notes feature. 

Create Task from 
Template 

Click this button to create tasks identified in a template. 

Launch Workflow Click this button to start workflow notifications. 

More . .  Click this button to launch the Task Details window. 
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Escalations 

Login����Personal Home Page����Customer Support����Universal Work 
Queue����Tasks����Escalations 

 
Figure 25: Escalations window 

To work on an escalation: 

1 Click the Escalations WorkList Node to expand the escalations list. 

2 Click Get Work to begin your work item. 

Escalations window Fields and Links 

Field/Link Description 

Customer Information Customer name, account number, and customer location. 

Escalation Information The escalation number, progress of the escalation, and the 
reason that the escalation occurred. 

Escalation Owner 
Information 

The level of the escalation, the escalation territory, and the 
owner of the escalation. 

Escalation Summary Brief description about the escalation 
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Field/Link Description 

Reference Documents Provides information about the service request or task number 
from which the escalation occurred. 

Contacts Lists all the contacts related to the escalation. 

Audit Displays all changes you make to the escalation. 

Notes Launches the notes feature. 

Task Launches the Task Management window with associated tasks for 
the escalation. 

Save Saves your changes. 

Cancel Closes the escalation window. 
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Appendices 
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Appendix A 

The following page contains a larger illustration of the sample customer support process. 
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Appendix B 

The following page contains a larger illustration of the Oracle Call Routing process. 
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