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Introduction

<« FMT Systems Inc.
« Presenter — Faun deHenry

February 2003 © 2002-3, FMT Systems Inc. All rights reserved 40f37

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
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Session Objectives

This session will not cover:
<+ Return Material Authorizations (RMA’s)
<+ Service request details

< Technical set up of Oracle iSupport or
Customer Support
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iSupport Components

<+~ Home
< Accounts
< Products
< Support
< Call Me
+ Service Request
<+ Knowledge Management
< Forum
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iSupport Integration Points

<« AOL < Install Base and
<« CRM Technology Inventory
Foundation

» Support
<« Contracts Suite
<« Order Management

<« Workflow
< Trading Community

<« Accounts Receivable (OM)
« General Ledger + Capture (OC) APIs
<+ HRMS

<+ Web Call-Back
< Oracle Scripting

+ CRM Foundation
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Sample Process

Customer Call to Resolution
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Sample Process — 2

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. Ifs/he is already registered, enter a User 1D 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 tear

& When a member of the customer service team checks the Universal Work Queue, the
customer’s request appears in the team’s queus

7 Ateam 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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iSupport Customer Registration
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iSupport Customer Registration
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iSupport Customer Registration
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iSupport Customer Registration

ORACLE’

User Registration

Select Your Enroliments

¥ Self - Service Support over the Web
¥ Business Enrollment for web store
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iSupport Customer Registration

ORACLE
User Registration
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iSupport Home Page

- iSupport
- Administration

Profile
Sign Out

Quick Find

Find a Solution
Frequently Used Solutions
Create a Service Request
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February 2003

iSupport Home Page
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Find a Solution

<« Basic Search (Common Problems)
<« Advanced Search
< Technical Library

February 2003
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Find a Solution: Basic Search

ORACLE
iSupport
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Find a Solution: advanced search
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Find a Solution: Technical Library
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Frequently Used Solutions

<« Common Problems
<+ View Solutions Used
<« Other Recommended Solutions
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Frequently Used Solutions
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Create a Service Request
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Create a Service Request
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Create a Service Request
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Verify Service Request
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Verify Service Request
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Call Routing Process

[oracteisupportCattRouing Process.
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Customer Support Team

< Universal Work Queue
< Field service dispatch
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Universal Work Queue
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Service Request
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Session Summary

During this session we have covered:
<+ 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
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