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Today's Objectives

• Provide an overview of the most frequently used 
features of Customer Connection

• Improve your ability to better utilize Customer 
Connection



Navigation

• Main navigation on left
• You can always click on 

“PeopleSoft Home” or the 
“Oracle/PeopleSoft Customer 
Connection” icon in top left to 
get Home



Search Tools – Site Wide Search

• Accessed from “Search” box 
on left

• Searches all content on 
Customer Connection except 
SARs and 
EnterpriseOne/World Update 
Center



Search Tools – Site Index

• Notice “Site index” link in 
Search box

• Alphabetical listing of topics 



Search Box – Improve Search Results

• Use “Improve search results” 
link for additional information

• Links to specialty searches and 
tips – We will talk about these 
specialty searches later



Sitewide Search - Example

• Looking for information on “Support Assistant”
• Enter words in text box and click on “Search”



Sitewide Search - Example
• Use the “Search Tips” link to learn how to improve your sitewide

searches
• Use the “Limit Search” section to further define your search



Find What You Need
Advisor Webcasts       

• Live web conferences about products, 
services and technology

• View listing of upcoming events
• Register for upcoming web conferences
• Recordings available after the live event
• Uses Oracle Web Conferencing



Find What You Need
Contact Directory

• Provides access to list of contacts for the customer’s 
company

• Allows Web Administrator to manage contacts (add, delete, 
assign other Web Administrators)



Find What You Need - Directories 

• Customer Care Directory 
• Phone numbers for 

Customer Care

• Global Support Center 
Directory
• Phone numbers for Global 

Support Center



Profile and Log Out – Top Right

• Log Out 
• Used to log out of Customer Connection

• My Profile
• Change your name, password, password hint, email, phone 

numbers, etc.



Links at Bottom of Each Page

• Contact Us
• Website Help
• Site Index
• Site Map



Personalization

• Pagelets provide personalization
• “Personalize Content” and “Personalize Layout”



Personalize Content

• Select the pagelets you want to include
• A couple are Enterprise only:

• Financial Aid 
Regs Schedule

• Tax Update 
Schedule

• Maintenance 
Schedules



Personalize Layout

• Modify the layout by moving the individual pagelets



Personalize - Edit Pagelet



Recent Cases Pagelet

• Choose your view of 
cases

• Convenient links to 
online support



Updates & Fixes Notification Pagelet

• Recent updates
• Enterprise only 
• Information from Updates & Fixes 

database

• Breaking News
• For all product families
• Displayed at the Product Family/Product 

Line level (for example, Enterprise FMS 
or World HCM)



Breaking News
• Information included in Breaking News text is brief, since 

details are in the C1 Solution



What is Breaking News?

• Used to communicate significant product issues that 
may create production system down, data loss or data 
corruption

• Displayed on the Updates and Fixes Notification pagelet 
on Customer Connection

• Customers must personalize their Customer Connection 
homepage in order to view recent Breaking News



Implement, Optimize & Upgrade

• Includes:
• Pre-Install Checklists
• Red Paper Library
• Interactive Services 

Repository (ISR)
• Supported Platforms
• Performance Tools
• Software Deployment 

Planning Forms
• Upgrade Planning Resources
• And more

• Provides access to tools, services, and documentation needed during 
the production life cycle of your software



Enterprise Update Search

• Search the Update & Fixes database



EnterpriseOne + World Update Center

• Search and download updates



E1 and World SAR Search
• Provides access to the Software Action Request (SAR) database
• SARs are used to track requested changes (bugs and 

enhancements) to EnterpriseOne and World software
• Text search is very different from other CC searches



SAR Search – Search Results

• SAR Search Tips page – Under “Improve search results”



E1 and World Software Delivery

• Information on the various software updates for EnterpriseOne and 
World

• ASUs, Baselines, ESUs, Planners, Tools Releases, Updates, Tax 
& Regulatory Updates, etc.



Support - Troubleshooting

• Information to help you work with GSC and Customer Care to 
resolve your product issues



Support – Online Support
• Create New Case, Manage Cases, Search Solutions
• Provides customer access to Customer1



Search for Solutions
• Solutions are made available on Customer Connection as a searchable 

database for  self-service problem resolution
• Customers are encouraged to search the solution database prior to 

submitting a case



Search for Solutions

• Three versions of the Solution Search
• Basic Keyword, Frequently Used Solutions, and Advanced



Basic Keyword Search - Examples

• Two search words return more 
results than a single word

• Notice how Score jumps from 91 
to 69



Solution Search Tips
• If you don't get the results you expect, try using variations of your 

keywords, or try different products 
• Review the Solution Search Tips



Frequently Used Solutions

• Product Group and 
Product/ Service 
required

• Release/Industry and 
Problem Type fields are 
optional

• Results sorted by Solved 
Count (number of times 
used to close a case).

• Returns the most frequently used solutions for a particular Product 
Group and Product/Service



Advanced Solution Search

• As with the Basic 
Keyword Search, 
results are ranked 
higher if they contain 
the searched phrase 
multiple times

• The main search text field treats multiple words as a phrase, as if 
in quotes
For example:  A search for check stub in this field will return results that 

contain check stub together as a phrase



Advanced Solution Search

• Match on 
• All - Both the 

Solution ID and 
Summary must 
match

• Any - Either the 
Solution ID or 
Summary must 
match

• Product Group and Product/Service fields are not available to narrow 
your searches



Escalation Process

Support Representative

Manager /
Escalation Manager

Senior Manager 
or Director

V.P. or 
Executive

Customer

Call US: 800 477 5738 (PeopleSoft)
Call US: 800 289 2999 (JD Edwards)



Support Assistant – E1 and World

• Examples of info captured
• System Overview information such 

as release, service pack, 
environments, pathcodes, server 
platforms, etc.

• ESU Information
• Processing option and data selection 

information for a specified program
• System log files, contents of 

database tables, and more 

• Used to capture information about the customer environment



Knowledge Garden Support

• Created to help legacy J.D. Edwards customers find information on 
Customer Connection



Documentation Updates

• Lotus Notes database managed by Documentation team



Documentation Updates 

• Organized by Product
• Some release notes and updates, some complete user guides  



Roadmaps and Schedules

• Information on past, current and future releases
• Includes retirement dates, support policies, translations, and more



Roadmaps and Schedules

• Product Roadmap
• Information on past, current and 

future releases
• Retirement Roadmap

• View retirement dates, past and 
future

• Release Definition
• Organized by product
• Includes platforms, Tools version, 

translations, notes, GA and 
retirement dates, support policy, 
and more 



Roadmaps and Schedules

• Tax Update Schedules – Enterprise
• For Enterprise HRMS
• Information on release schedules for tax updates

• Year End Updates
• W2 and 1099 software update information for EnterpriseOne and World

• Financial Aid Regulatory Release Schedules
• For Enterprise Student Administration
• Information on release schedules for Financial Aid regulatory release 

updates
• Maintenance Schedule

• Enterprise only
• Find application bundles and PeopleTools fixes



User Groups and 
Discussion Groups

• User Groups
• Information on opportunities for 

customers to share experiences and 
get the latest product information by 
participating in User Groups 

• Discussion Groups
• Enable discussions with other 

customers about specific topics



Support Policy

• Information on 
current support 
policy



Support Programs & Information

• Support Service Options
• Includes a Resource 

Library with Support 
Services Brochures, 
Demos, and Quick 
Reference Guides

• Advisor Webcasts
• Plugged In Email 

Newsletters
• Customer Account Team



Oracle University

• Links directly to education.oracle.com



Products & Services
• Links to information on www.oracle.com

http://www.oracle.com/


How Do Customers Get Help with Customer 
Connection?

• Analysts should assist customers when possible
• General navigation questions 
• Submitting or updating a case

• Customers should contact the Web Administrator at their 
company for access to Customer Connection

• Customers should contact Customer Care for questions about 
Customer Connection navigation, or to find out who the Web 
Administrator is for their company



Additional Resources

• Training Availability for PeopleSoft Customers on these Support 
Tools:
• Working Effectively with Support
• Customer Connection
• Change Assistant
• Performance Monitor
• Set Up Manager
• Change Impact Analyzer

• Please contact the Customer Support Manager team at: support-
training_us@oracle.com for your organization’s training requests 
on the above tools.

mailto:support-training_us@oracle.com
mailto:support-training_us@oracle.com
mailto:support-training_us@oracle.com
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