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. Agenda

* Welcome and Introduction

» SupportWeb Basics

* Logging Issues via SupportWeb
« Severity Levels

- Escalation Process

« SupportWeb’s Knowledge
Base:

 Search Tool

* File Upload/Download (FTP)
» Supplemental Material
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. Global Siebel Technical Support Centers

Galway, Ireland |
*< Munich, Germany
London, UK}«

Pleasanton, CA

(7| Bucharest, Romania
a A\ N
" 2 ¥ Burington, MA] ¥ Paris, France .
Redwood Shores, CA \ ™~
Durham, NC Tokyo

Bangalore, India

' Japan
\

Singapore

nport Centers
ound the world

Global Support 24x7

Support Coverage g?:zli::amo’
* Multiple language )
support /
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. SupportWeb

* Primary channel for
submitting Service
Requests

* Siebel eService

* Features:
« Service Requests
« Change Requests
* Fix Requests
* SR Reports
* Account data

» Other users’ questions and
solutions

« Extensive knowledge base
* Proactive content delivery

Home

My Account | Help | Support Search | L

o

Siebel eService Home:

Welcome to SupportWeb Hello Demo!

To access your support agreement details, click here

Support News
Siebel Installation and Upgrade Portal Expanded (3-August-2005):

In order to provide a “one-gtop shop™ for SupportWeb users’ installation and upgrade needs, the
SupportWeb Siebel Installation and Upgrade portal has added a complete 2et of Siebel 7.8 and
Siebe! Business Analytics 7.8.2 installation and upgrade guides. This is a significant
enhancement to this portal, which initially included the Siebe! 7.7 Installation and Upgrade content
only. The portal brings together installation and upgrade-related documents, ranging from Siebel
Bookshelf guides to release notes to technical notes and more. Please access the new
Installation and Upgrade Portal to discover what is included.

Sign up for Siebel Customer World Now! (3-August-2005); siebel
Customer World i October 16-19, 2005 in Boston, Massachusetts, USA. Reqgister before August
12th and zave 3400. Learn best practices, meet with Siebel solution experis, network with
peers, gain insights from industry luminaries and much more. Go to Siebel Customer World to
register or to find out more.

New SupportWeb Enhancements Available (29-July-2005): Te
SupportWeb team is pleazed to announce that the following enhancements will be available in
SupportWeb beginning July 30th:

+ Deactivation Automation: As a cenvenience for SupporfWeb users, when they
deactivate an Implementation Project, the correzponding System Profile and Third Party

product records will automatically be deactivated. When System Profiles are deactivated,

the correzponding Third Party product records will be deactivated. Users should note
that these records can only be manually reactivated.

Service Request Update Emails from Technical Support will new include both the SR
number and the SR topic to provide uzers with additional information.

My Company's Change Requests & Fix Requests view wil now display
documentation defects 20 users can track the status of these defects in addtion to

Siebel Internal's Customer Support Number {CSH)is TS_INTERNAL

My Account

y Service Requests
Create new Service Requests and check the status of existing Service Reques

My Service Account

View your Company's existing Service Reguests, Change Requests, Fix Regque:
System Profiles, Customer Surveys, Designated Contacts, Agreements, and
Software Licenze Key information.

Self Service

Browse/Search Knowledge Base (English

Obtain information and answers from an extensive knowledge base, including Alerts, Produt
Documentation, Troubleshooting Steps, Technical Notes, FAQs, Product Certification and moi

BAER IR w 2 LTS

Access File Upload/Dovniad (FTP) feature.

Contact Us
Send Uz an Emal
g | Pleaze use this email for feedback or general questions. Please log Siebel produ
| lssues, software requests, and customer service issues as service requests.

Contacting Siebel Technical Support
Options to reach Siebel Technical Support through the Internet, email, or telepho

How to get the most out of Si echnical Support

Anzwer questions on becoming a designated contact, severty levels, ezcalatio
/ and mere, in mutiple languages.

98% of service requests are logged via SupportWeb



. SupportWeb Access

Login Options for Customers

« DC Login: Each Designated Contact has their own
login which enables them to log SRs

« Read-Only login: available to all team members

« FTP Login: for uploading / downloading files to & from
Tech Support

ORACLE
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. SupportWeb Login

https://ebusiness.siebel.com/supportweb/

ORACLE

Siebel SupportiWeb Login

Siebel Supporteh continues to provide product support resources to customers and parthers with all the services offered hefare the
acquisition.

Here supported customers and parners can access our extensive technical knowledge bhase of Alerts, FAQs, Technical Motes, Solutions,
and more. Additionally, designated contacts can submit, update, and view Serice Reguests. They can also track their Change and Fix
Feguests.

Please enter helow the email address and passward diven to you by Oracle Support Services to access Siebel Suppartdieb.

Email

Password Login |

[] Remember my Login on this Computer

Siebel SupportWeb requires Internet EXxplorer 5.01 or higher or Netscape Communicator 6.X or higher.

Support Web account is not meant to be shared
Only one designated contact per SupportWeb login

ORACLE
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Important Links

» Take time to browse each link carefully

My Service Account

My Information

* My personal SRs
My Service Requests ~e——

] ety Prafile + Company’s SRs

Update

My Company

Wy Company's Service Requests
My Company's Change Requests and Fix Requests
by Company's All Fix Regquests

- My Company's Implementstion Projects and System =
/ hly Company's Designated Contacts

2. personal data

Read Only
And FTP IDs

My Company's Support Agreement

Requires periodic hly Company's License Keys

review/update

» Periodically Review > “Implementation Projects and System Profiles link”

ORACLE




Implementation Project and System Profile
Records

Main Purpose:

“ Provide to our technical engineers accurate
information on what Hardware, Software and
Third Party products you have deployed ”

. . Represents a single
Implementation Projects —» deployment at your company
Provide environment and 3° Party
Syﬁtm" Profiles ’ Products set up on each project phase

Provides the use and product type set up
at your company’ environment

Third Party Products ——»

ORACLE
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. Creating an Implementation Project/System

Profile

Implementation Projects 1b. | *Project name: | |
| M || ey ||Ed'rt ||Refresh Projects | s
Project Hame %

2. System Profile

2a. System Profiles 2b. Bl Dk | 4—T—
“Enironment
/_\ . . Y L *Siebel Product Release: | ~ |
f Profile Hame — Environment —  Siebel Product Release —  Siebel Version *Siehel Version:
Active:
/ > [Save | [Cancel

3. Third Party Products

3b d *Use: | Please Specify - | 3C _— ) T~
" T : / Query [T N Product M starting with B 1100t 10+ [ [N
3a. [Third Party Products roduct: M —p e - 3
. - \ e Y.
*status: | active | N Product = Type = Vendor s
Comments: | | ~_ _—

ORACLE
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* Siebel Product Issue:
- Log all technical questions

« Customer Service Issue:

- Upgrade License Keys
- SupportWeb account
- Suggestions

» Software request:

- Log SR only if requesting previous
Siebel versions, Quick Fix or physical

delivery

. Submitting a Service Request

Toggle using Home tab

W/

Reports

Sighel eService Hame:
Welcome to SupportWeh Hello Demo!

Siehel Internal's Customer Support Number (CSN) is TS_INTERNAL

To access your support agreemert details, click here

Support News

Product Defect and Enhancement Tracking for Oracle Business
Intelligence Enterprise Edition (OracleBl EE) Available in Alert

1257 (13-3&[3-2003): As previously announced, the Oracle Business Inteligence product
it nowe includes the Oracle's Siebel Business Analvlics next-generation Bl infrastructure
software and analytic applications. In ne with this product strategy Oracle Corporation i
integrating the tracking of all Bl EE defects and enhancements, Effective September 16, 2008,
change request and fix request information far open CracleBl EE, Oracle Real-Time Decisions
(RTD), and! Siebel Business Analytics Applications product defects and enhancements wil be
available in Alert 1257 Cracle Business Inteligence Enterprise Edtion (BI EE), Oracle Real-Time:
Decisions (RT0), and Sighel Business Analytics Applications Change Request and Fix Reguest
Statuiz. Alert 1257 wil be undated every Monday to ensure that you have the latest information on
any defect andior enhancement that you are tracking

For all ather products, product defect and enhancement informetion will continue to he accessible
viathe My Company's Change Requests and Fix Requests view. This includes CracleBl EE,
Oracle RTD, and Siehel Business Analytics Agplications defects and enhancements that were
cloged prior to September 16, 2006,

If o ate unakle to find the procuct defect or enhancement, or if you redguire addtional detals,
please updste your existing Service Request, or create a new Service Reguest,

My Account /

My Zervice Requests
Creste new Service Requests and check the status of existing Service Requests.

My Service Account

Wigw your Company's existing Service Requests, Change Reguests, Fix Requests,
System Profles, Designated Contacts, Agreements, and Software License Key
informatian.

ily Service Requests Pending by Action

Mo Recards
SRHumber —  Substatus Topic

Self Service

Browsefsearch Knowledge Base (English)

Obtain information and answers from an extensive knowledge base, including Alerts, Product
Documertation, Troubleshoating Steps, Technical Notes, FAGE, Product Certification and mare
BEE T v a- 20FE MR IL TR,

Aecess Fil Unload Dovmload (FTP feature.
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. Service Request Severity Levels &
Response Times

Severity 4 2 Days™* Minimal Business

Impact: Info request,
documentation
clarification, enhancement

Severity 3 1 Day* Some Business

Impact: Impt Features
Unavailable-Workaround
Available

Severity 2 2 Hour* Significant Business

Impact: Impt Features
Unavailable-No
Workaround

Severity 1 1 Hour* Critical Business

Impact: Production
down system

*Support during Business hours except for qualifying 24x7 SRs

ORACLE
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. Escalating Service Requests

Steps to escalate a Service Request

1. Review SR for status on Siebel SupportWeb

2. Contact Siebel Support via siebelsupport@Oracle.com OR
by calling Siebel Technical Support Hotline

3. What to provide:

Service Request number;
Business impact to the users;
Any timelines that are affected;

Time factors that are key to the customer (for example,
available on-site expertise);

Reasons for escalation;
What action you would like Technical Support to take;
g. Please indicate if you want manager call back

Q0o o

()]
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. Escalation Process

The Escalation owner has managerial responsibility for

e
development of an action plan for the Case they are ﬂsmgne!d. /. U.P. o E}{EEI_Iti'JE
€.
Bi N
/Er. Manager or Director

Customer

*Please allow escalation to work at each level before progressing escalation

ORACLE
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. SupportWeb Knowledge Base

« Searchable Knowledge Base

«  Wide Range of Content: s
« Technical Notes R 5738 | Deusc | Francls | Esatol | Porlgues Braslero
« FAQs
Support Sea

» Siebel Alerts oy

Using Technical Services

e Service RequeStS Siobel Alrts

Product Documentation

Search Tips | A

H Installatien and Upgrade y I* Py 4 A B ¢ { ‘ —
° T ro u b I es h OOtI n g Ste p S Troubleshooting Steps Product |..IHES‘
Technical Notes Welcome to the Supportieb Knowledge Base! [ eBusiess

On this page, you wil find the latest hot tapics and new Alerts, FAQs, Technical Notes, and Troubleshooting ™ CRM Profes
Steps that are posted daily. If you would ke to search the knowledge baze, please use Support Search,

* Error Messages

Siebel Error Messages

. FAQs located in the right column. Advanced Search iz alzo avalable and uzers are able to &tore their search Product el
° S e b e I B 00 kS h e If Product Certification profils for future searches. IL j 0
Support Times Newsletlers Skebel 7 (V1
Hot Topics [ Siehel 59 (v
° : ' :
Release Notes BT v s B
° M ain te nance Re I ease N Otes \SEEI'Ch Survey Alert 1178: & Blank Window Remaing Open After Attempting To Expert Records Content Types
Take the survey now! Last Modified: 14-Jul-2005 Area: Client Functionality Release(s): \/7 (Professional), V7 (Enterprize) ]
Statements of Direction K
. )
a Siebel Weekl Alert 1179 Siebel 7.8 Upgrade - Important Steps to a Succeasful 7.8 Upgrade I service et
. Iete _y ; Last Modified: 14-Ju-2005 Araa: Upgrade Releasefs): V7 (Professional), V7 (Enterprise) ™ Fags
+ System Requirements Content Notification
SEWICE Restrict your s&
o - New Content content types or
SUpported Platforms SUhSCFIbE‘leHY] Thin wsnnlidn nmu Piakal Alarda CARa Tanhninal Mabsn and Trahlanhastine Chann EVE‘f’Sfo;IiO ]

 File Upload/Download (FTP)
« Proactive Weekly Content Notification Service

ORACLE
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1.

SupportWeb Knowledge Base > Searchable Knowledge Base

" Technical Notes FAQs Siebel Alerts
Service Requests Troubleshooting Steps
Error Messages Siebel Bookshelf Release Notes

Wide range of content: [ig ,
Maintenance Release Notes Statements of Direction

I System Requirements Supported Platforms
Support Search

HOTE: Defautt search mode is now Boolean e T

Search Tips | Advanced Search Search

Product Lines: 2 .
O eBusiness O micmtarket [ Lam
D CRM Professional

Support Search

Using Technical Services
Mavigate by Raole

Siebel Alerts

Product Documentation
Installation and Upgrade
Troubleshooling Steps
Technical Notes

2a Product Documentation
Product Releases:

[ siebel 7 w7 [ siebel 2000 (6)
[ siebel 99 vsy [ Siebel 98 w4

D Siehel Self-Service (edocs) & Brightware
I:| Express Server (Boldfizh)

& Siebel Bookshelf
& Mairtenance Release Guides

Fix Pack
Documentation

Siebel Error Messages

FAQs

Content Types & Product Versions:
D Siehel Alerts D Troubleshooting Steps
O Fags [ Technical Motes 3

Software
Documentation

Siebel Weekly
Content Notification

Restrict vour search resilts by version for the below
captent brpes only (Mast check a bax before
chOOSIRG & versioh)

Service

D Siehel Bookshelf D Error Messages

Subscribe today!
l:l Releaze Motes D Service Requests

[1 Maintenance Release Guides

D System Requirements & Supported Platforms

4. “Accuum |He|p |suppurtsean:h |FTP | 4_

Proactive Weekly Content
Notification Service

File Upload/Download (FTP)

ORACLE
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. Accessing and Using the FTP Site

Self Service
Broww=esSearch Knowledoge Base (English)

Obtain information and answers from an extensive knowledoe base, including Alerts, Product
H —_ Documertation, Troukleshooting Steps, Technical Motes, FAGs, Product Cerification and more.
1. C ViaHome Page : 0 Steps, Fags,

BAFE T L vl - ANEFE ek I Ui LTS,

> Access File UploadDovenload (FTP) feature.

mnccuum |HEIp |5uppurt e |FTP | 2. : Vla KnOWIedge Base

Enter ¥our FTR Usernarne: I:I

Enter FTP |Ogin IDS > Enter ¥our FTF Password::
available on SupportWeb -

2] 2]

Current Directories
BS.tar todd_sfilez. ..

[DIRECTORY] bhin. . . . . @2 tp.sebelcon
[DIRECTORY] dev. . . . . 5 S My Documents <« copy/paste file
4. [DIRECTORY] download . . o By ok P

[DIRECTORY] wupload .
[DIRECTORY] usr.

. Other Places

Details ¥

Small files should be attached to Service Request / Over 6 MBs upload on FTP site

ORACLE
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. Summary

Best Practices for working with Technical Support

v’ Always search Knowledge Base before creating SR

v One person per login ID

v" Respond quickly to SR updates

v Update SRs via SupportWeb

v" Access Defined Escalation Process and Channels

v Work with Support engineer to define communication and resolution plan

v Return Surveys for all Service Requests to build customer satisfaction
history

v Take advantage of product training available
v Develop Partnership with Customer Account Team and Technical Support

ORACLE
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. How to Contact Siebel Support

»SupportWeb > https://ebusiness.siebel.com/supportweb/

Details on Home Page

*Primary contact mode
Contact Us

Send Us an Emai
_| Please use this emai for feedhack or general questions. Please log Siebel procuct

> B y P h one > WO r l d WI d e H Otl I nes: v lzzues, software requests, and customer service issues as service requests.
North America 1.800.214.0400 toll-free @ Contacting Siebel Technical Support
North America 1.650.341.0700 International J Options to reach Siebel Technical Suppart through the Internet, email, or telephane.

Brazil (Sao Paulo) + 55.11.5189.3330

UK (London) +44 (O) 118 9245678 Howy ta get the most out of Siehel Technical Support

Germany (Munich) +49 891 430 1710 9 Anzyver questions on becoming & designated cortact, severity levels, escalation, and
 in multiple | .

Japan (Tokyo) 0120.606.750 toll-free Japan domestic only e R s

Japan: + 81.3.5251.8884 Outside of Japan

Singapore + 65.6436.1866

* If SupportWeb is not available

»By email > siebelsupport@oracle.com

* If SupportWeb and phones are not available

Service Offerings

Learn mare about our Customer Care services, which are helping customers get the
E mast fromtheir Siebel softweare investment through application of Siebel expertize

and best practices:
» Siebel TAM Services Techrical Support
Expert Services
For details on: { * EXpert Services — i
. S u p po rt Offe rin g S Attend our free Warking with Siebel Technical Support online training to maximize

the return on your technical support investment.

ORACLE
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Supplemental Material:

- Knowledge Base Search Techniques

« E-Delivery Product Downloads

« License Codes

ORACLE
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. Support Search Features

« Boolean Search as default, full wildcard searches
- Searching PDF files

* Improved relevancy (more weighting placed on
solution keywords and title.)

« Search Service Requests by major version

« Search Results can now be sorted by Title & Last
Modified Date

« Advanced Search — Select All and Clear All buttons,
new General Product & Services Info filter

ORACLE
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. Using Boolean Operators

« AND

* OR

- ANDNOT
* NEAR

* ONEAR

ORACLE
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. Using Boolean Operators

- AND
* Query for Multiple Words
* This is the default search mode
« Example: workflow AND maintenance
— results contain all the keywords.

« OR
* Query for One or More Words
« Example: workflow OR maintenance
— results contain any one of the keywords.

ORACLE
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. Using Boolean Operators

« ANDNOT
 Focus your Query by Excluding Specific Words

* use this operator to specify words that you don't want to
appear in your search results.

«  Example: integration ANDNOT enterprise

* NEAR or ONEAR

* You can use these operators, rather than AND, to return
documents that contain words that are close to each other.

«  Example: system NEAR manager

— returns results in which the keywords are within
approximately 4 words of each other.

ORACLE
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. Keyword Search

Boolean (default)

Search engine will automatically append your query with
AND to look for content which contains each keyword
you input

Exact Phrase

Adding double quotes (“) return documents containing
the exact phrase you specified

ORACLE
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. Keyword Search Example

Boolean (default)
performance tuning => performance AND tuning

Exact Phrase
“performance tuning” => performance tuning

ORACLE
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. Sear C h FI I te r S e — Search Feedback =

HOTE: Defaull search mode is novy Boolean

Search Tips | Advanced Search

Product Lines:
[} eBusiness (] Micharket [ Uan
E CRM Professional

Product Lines

eBusiness, SPE/Midmarket, UAN,
ect.

*Product Releases

*Version 7, Version 6, Version 5, ect.
Content Type

*Siebel Alerts, FAQs, Tech Notes
*Product Versions

*Service Request, Bookshelf,
Release Notes, Error Msgs,
Maintenance Release Guides...

*Narrow the search by major Version

Product Releases:

[] sievel 7 (v (] siebel 2000 (vE)
[ sievelgacysy [ siebel 98 (va)
[] sievel Seli-Service (edocs) & Brightware
[] Express Server (Bokifish)

Content Types & Product Versions:

[ Sienel Alerts [ Troublashodting Steps

[ Facs ] Technical Motes

Reslrict your search results by version for the befow

combent pes only (Must check @ box befove choosing
& version)

[] siebel Bockshett [ Error Messages

[ Release Notes [¥] Service Requests

[ ] mairtenance Release Guides

O System Requirements & Supported Platforms

vV V VvV V

(7.8,7.7, 7.5.3, 7.5, ect. Instead of Sevei?5 |
just by Version 7, Version 6, ect.) lseboizs2 00 %

ORACLE
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. Advanced Search

Advanced Search

Find Results 1
with all of the words or phrazes | i
with the exact phrase Il i [] sa ot

.............................................................. ] we Search o

weith at least one of the words o ph‘asea| ! Search Tis
withaout the words or phrsses I '

Location Return reguts where my search Siﬂngm&;.ﬁnywhsminﬁmpaga v

Dutpart options ) List wthout dezcrigtions (5 List with descriptions | Clear Selections

Product Lines [epusiness 2pps  [1oRm Professional [ vidvisrket Apps [l Urniversal Appiication Netwark (UAN)

Product Releases [ siakel 7 (varsion 71 [ sieted 2000 version 5) || Sisbel 99 (version 51 || Siebel 88 (version 4)

[Iividbsarket (version 71 [ vidMarket (version &)
[ Erpress Server (Bokifizh) [ Skebel Self-Service redocs) & Brightvare

Content Types &
Product Versions Select All Clear Al |

[sievet plets | Troubleshooting Steps [ TechnicalNotes  [_|Faze [ General Product & Services Infarmation

Resirict your search results by varsion for the below comtert ypes only

Al
(Must check @ box before choosing @ version) —|
[ siebel Bookshett [ Mairtensnce Release Guides :
[reteaze totes [errar Mezzages i
[service Reguessts O Syetemn Reguirements & Supported Piatforms P :
Product Areas Limit wour search by selecting specific product areas
(Applicabls ba Serviee Reque sy, Siebel Alerds, FAQs, Technical Noles, and Tropblzshasling Steps)
ADM - Apo. Deployment Wanager Reports and Charts LS
Analytics Retai Fi & £ e-Banking Comin Biling AnahticsTelco Anslytics Mgr
Assignment Managsr Scheduing Comim Biling Mgr/Telco Biling Mgr

E

- Frinkdwars Simra i dherticatinn eahzziztieaServica/CSR Managar -
Dane ' Intermet
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. Advanced Search

* Find Results: Boolean modifiers not needed

Advanced Search

Find Results
with all of the words or phrazes

with the exact phrase Zave Search Opfi
e S
with at least one of the words o ph‘age-s| Search Tips
without The words or phrases I
Return resuts where my search siring :-w.u'&;.ﬁnywhsle in e page \*
) List withoul descrigtions (=) List with descrigtions | ClearSelections
Preduct Lines Cebusiness 2gps  [ICRM Protessionsl [ midvarket Agps [ Universal Application Netwaork (UAN)
Product Releases [ Siabel 7 (varsion 7) [ skl 2000 (Version 61 [ Siebel 99 (version 53 [ Siebel 98 (Version 4)

[Cwicmarket (version 71 [ Widbiarket (Varsion 6)
[CJEspres= Server (Boidfizh) [ Siabel Sail-Servica (adocs) & Brightware

Comtent Types &
Product Versions Select All Clear All |

%] siebel plertz 7] Troutieshooting Stepz  [¥] Technical Notes [¥]Facs  [¥] General Product & Ssrvices Information

Resirict your search results by wersion for the below contert ypes only
(Must check @ box before choosing @ version)

[¥]siebel Bookshett Mairterance Release Guides E?gi:g: ;g 3 ,
HE=l " i

[“lRekaze Notes [ Error Messages || Sinbel 75,2 i

v v { Siebied 7.0.5 |

Sar'.'r.'-a Reguests Systermn Reguirements & Supported Plationms Ei.ﬁml}llit;s Flalfcem 7 6.5 v E
Product Areas Limnit your search by selecting specific product areas

(Applicable fo Service Requiests, Siebel Alerts, FAQS, Technical Noles, and Tropbleshooting Steps)

[ DM - App. Deployment Manages [] Reports and Charts Siebrel Self-Service (adocs)
] anangtics [] Retai Finance ¢ e-Banking [ comm Biting AnahticeiTaleo Analydice Mgr
[ Assignment Manager [ scheduing [ Comm Biling kegr/Telco Biling kgr

E

2] B Intemet
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. Advanced Search
Select All / Clear All

Advanced Search

Find Results

Locantiom
Output opticns

Product Lines

Product Releases

Content Types &
Product Versions

1 Azzignment Manager

* Quickly select all content types
and Product versions

* Allows you to narrow search by
major release

wyith all of the words or phrazes |

with the exact phrase l

i | Search

.................. | Save Search Opfions

with at least one of the words of W'I'BSE'S|

Search Tps

without the words or phrasas I

Return resuts where my search string c-w.u's;.ﬁnywhem in thve page V

) List without geserigtions (%) List with descriptions

f :
| 10 Fesults

[ Clear Selections

[ebusiness apps [ 1CRM Professional [ midWarket 2pps [ Universal Application Nebwork (USHN)

[ siebet 7 (Wersion 7) [ siebet 2000 (version &) [ Siebel 88 (Version 51 [ Slebel 85 (Version 4)

[ndcikdarket (version 73 [ Midharket (ersion &)
; = d=hel Salf-Service (edocs) & Brightwars

Select All Clear All |

¥l siebel slarts  [¥] Troutdeshooting Stapz [V Technical Notes  [WIFAaGs  [¥] Genaral Procuct & Servces Infarmation

Reslnictyour search results by version for the below cordent hypes only
{Must check @ box before choosing @ version)

[¥ siehal Booksheit  [¥] Maintensnce Relsase Guides
%] Releaze Notes [¥1Errar Messages
Service Reqguasts S‘ym Reguirements & Supported Platforms

[] Schedulng
[T Secaritviiherdication

| Siahel 7.8

i|Siebel 7.5

| Siebel 75.3

| Siehed 7.5.2

| Siebel 705

|l Analytics Flatfesm 7.8.5

Siebel Self-Service (edocs)
[ comm Biling AnalyticzMelco Analytics Mgr
[ comm Billing Mgr/Telco Biling Mgr
[ sasssistioaSarvica SR Manager

Prochict Areas Limit your search by sebecting specific product areas

(Applicable by Service Requests, Sebel Aferts, FAQS, Technival Nobes, and Tropbleshooting Sleps)
7] ADM - App. Deployment Manager [] reparts and Charts
{71 Anahtics [] Retal Finance / e-Banking

li%

et
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. Advanced Search

Limit Search to a specific Product Area

Advanced Search

Find Results 1
with all of the words or phrazes | |
e Il .............................................................. i Save Search Options
with at least one of the words o ph‘age-s| ! Search Tips
without the words of phrases I

Location Return resuts where my search Sﬂﬁrgm;ﬂnywhsminﬁﬂpaga v

Dutpant opticns ) List withoul descrigions (= List with descriptions l Clear Selechions

Product Lines [Debusiness apps [l oRm Professionsl [ IMidMarket 2pps [ Universal Application Netwark (UAN)

Product Releases [ Sisbed 7 (arsion 7) [ skt 2000 version 8) [ Siebel 89 (version 5) [ Siebel 08 (Version 4)

[Cwicmarket (version 71 [ Widbiarket (Varsion 6)
[CJEspres= Server (Boidfizh) [ Siabel Sail-Servica (adocs) & Brightware

Comtent Types &
Product Versions Select All Clear All |

%] siebel plertz 7] Troutieshooting Stepz  [¥] Technical Notes [¥]Facs  [¥] General Product & Ssrvices Information

Resirict your search results by wersion for the below contert ypes only
(Must check @ box before choosing @ version)

%] siebel Booksheti Mairtenance Relsase Guides E?gi:g: ;g 5 -

HE=l " i
Hale:asa Notes Errur Messages EEEu:I:.d rh2 {
] v || Siabel 705 |
Sar'.'r.'-a Reguests Systermn Reguirements & Supported Plationms || Bnalics Flalfoem 785 = |

Produet Areas Limyit your search by selecting specific product areas
(Applicable bo Service Requests, Sebel Aferts, FAQS, Techniva Noles, and Tropblzshooting Staps)

1 ADM - App. Deployment Manager ] Reparts and Charts Siebel Self-Service (edocs)
] anangtics [] Retai Finance ¢ e-Banking [ comm Biting AnahticeiTaleo Analydice Mgr

[ Assignment Manager [ scheduing [ Comm Biling kegr/Telco Biling kgr
Pl s [ eanssiztioasarvicaiCsk Manager

£ ntermst




. Advanced Search

Save Search Option

Advanced Search

Find Results 1
with all of the words or phrazes | |
el oot Il .............................................................. i Save Search Opfions
with at least one of the words o ph‘age-s| ! Search Tips
without the words of phrases I

Location Return resuts where my search Sﬂﬁrgm;ﬂnywhsminﬁﬂpaga v

Outpat options ) List withoul descrigions (= List with descriptions [ Clear Selections

Product Lines [Debusiness apps [l oRm Professionsl [ IMidMarket 2pps [ Universal Application Netwark (UAN)

Product Releases [ Siabel 7 (varsion 7) [ skl 2000 (Version 61 [ Siebel 99 (version 53 [ Siebel 98 (Version 4)

[Cwicmarket (version 71 [ Widbiarket (Varsion 6)
[CJEspres= Server (Boidfizh) [ Siabel Sail-Servica (adocs) & Brightware

Content Types &

Product Versions Select All Clear Al | i1
%] siebel plertz 7] Troutieshooting Stepz  [¥] Technical Notes [¥]Facs  [¥] General Product & Ssrvices Information
Resirict your search results by wersion for the below contert ypes only {Siebel 7.8 |
(Must check @ box before choosing @ version) | 5|
[¥]siebel Bookshett Mairtenance Releass Guides E?gi:g: ;g 3 i
HE=l " i
¥ reteaze Notes [#Error Messages 555|.=|;.d 152 {
P = | Siebel 705 |
#lservice Reguests Systermn Reguirements & Supported Plationms | Analtics Platfoem 7.8.5 v |
Product Areas Limit wour search by selecting specific product areas
(Applicable bo Service Requests, Sebel Aferts, FAQS, Techniva Noles, and Tropblzshooting Staps)
] ADM - Agp. Deployment Manager [} Reports and Charts oo HE Ll s
0 Analytics [ RetaiFi # f e-Banking [ comm Biling AnahticziTealco Ansdytics Mgr
0 Assignment Managsr [ st wing [ comm Biling Mgr/Telco Biling Mgr
P Tmdshens ] Secusitvizuihetiation Clestwiaovcoconone .0 =
£ ntermst
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. Product Downloads
: g

» Siebel latest version software is available for v’ Maintenance Releases
download at http://edelivery.oracle.com . )
v' Fix Packs for 7.0.5 and higher

v’ Latest Base media version

» User to complete export validation process

(@ )
3. Siebel CRM Products Naming Convention PS: SEA

. . . . i Siebel Business
SEA > Siebel Enterprise Application/Siebel Horizontal (Call Center) Application

SIA > Siebel Industry Application/Siebel Vertical (Bundled Industry:
FINS, Pharma, COM, Energy, etc..)

SIA
Siebel Business

I t
G ndustry

J/

4. Software Media

Quick Fix>
Fixes made to specific
behavior/environment
reported by customer

MR/Fix Pack
collection of major
fixes released

Base

(Full version + Lang.Pack)

s

* Quick fixes are not available on E-Delivery and require SR logged via SupportWeb

ORACLE
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. Accessing E-Delivery site

1. Goto > htip://edelivery.oracle.com. 4. Siebel Software is divided into
Complete export validation form two product packs
. Oracle Business Intelligence
. Siebel CRM- Lists both the SEA

Export Validati
2. |Fxportyaidation and SIA application software

@ 11P Each time you visit this site, enter the information exscty the same. This will reduce the chance of
long delays while processing your request, For example, if vou include your middle initial one time but .
5. Select the operating system

leave it out the next time, your name rmust be processed as a new user,

Meed help? Look at our Frequently Asked Questions.
Full name (FIRST LAST) * | @ ClICk on the GO bUtton

Example. John Doe

Company name * | .
software available for the
above combination

E-mail address * I

Example. John Doegot

Country * | Select a country - j
Mote: * indicates a required field.
#
Select | Description If_ele& Eﬁher Updated Parts /
||7 YES, I accept these Export Restrictions | Hiee

o Sicbel Business Applications Release 7.8.2.2 Fe220 BI3666-01 MMay-10-2006 25 /7

FixPack Media Pack for Microsoft Windows (32- 125

it

YES, I accept the Trial License Terms and Export Restrictions and [ acknowledoe that T have reviewed and

¥ understood the agreement and agree to use the language 1 selected in entering into this agreement,
DR, I have dready obtained a license from Cracle which governs ry use of the software »To view contents. drilldown or select the software and
click Continue.

3. Select the product
» This should display all the downloadable files for the

Select a Product Pack | Siebel CRM ~| @ .
! -l selected media pack.
Platform | Microgoft Windows (32-bit) =l
Go | Download | Siebel Business Applications, Wersion 7.8.2, Base Applications B27743-01 47 1M
for Windows (Part 1 of &) Part L of &
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. Oracle Business Intelligence

Siebel Analytics is now bundled as part of Oracle’s Business Intelligence suite.

1. Select Product Pack:

2 major components which make up Business
Select o Product Pack | Oracle Business Inleligence ! (5 |nte”igence (Analytics):

Patioem | Miceosolt Windows (325} -
=

» Oracle Business Intelligence Enterprise Edition (EE) (formerly
Analytics Platform)

— known as “Standalone” or “out of the box”

Bishenyne & Parts [
T

InteBgence 10g Aalegse 1 10.1.2.0.2  B3ISTIN-0L MOV-DR-2006 43S
AEvn Madn Pack G

# Dok Busness Miokgonce Medl Fack A5TA0-01 MOV-08-T0) iy . . . .
et e szl — no horizontal or vertical or any kind of pre-built content
Tofalk: 2
Bk | | Contimme
Comvyrght £ A003-2008 D, A1 Fights Resened

» Oracle Business Intelligence Applications (formerly Siebel Business
Analytics Applications)

— integrated into the Siebel vertical & horizontal product
2. Results:

D ache Burtieedd Inkelgene Media Pack v1
Readme | | Wiew Digest
Siep . H
Select Same: Fart famber Select: Oracle Business
Daowndoad | Sebal Analptice Quick Irstallaton Guide B31021-01 Tk Intelllgence Media Pack
Daownlioad | Oracks Bukiness Ineligencs EE and Sebal Business Analytc BETER-01 =T
T Flatform, Version 7.8.5.1 Windows Frograms (DD Partlaf 2
{Fart 1 of 2)
Daowibous | Qracke Businsss Imeligene BE and Siebel Business Anahtos BAF2E01 M
Flatform, Yersion 7.8.5, 1 Wirdows Frograns VD) Part2af 2
Fart 2ol 2
Dtrwrriicus] | Ot b B ireei: Iriellienas EE &rvd Siebe] Busress Ansbytas BT 2201 o
Platfir s, Version 78,5, 1 UNEE Prograes (DAVD) (Part 1ol 6) PartlalG
Dawnlosd | Orack Business Infe igence EE and Sehel Business Anafytics E30Fz2-01 45T
Flatform, Yersion 7.8.5.1 LRI Programs (VD) (Part 2 of &) Part2af s
Duriwindicied | OFacks Bk iness Insligencs EE and Skebsl Bisiness Analytcs B0722-01 /e
T Flatform, Viersion 7.8.5.1 UNE Programs (VDY Part 3 of 5) Part3af &
Drwridiosdd | Oracke Buiness: Immeligends BE ard Siebal Busness Anakits BOOT01 e
Flatform, Vergion 78,51 LN Prograss (DVD) Part 4 of 6) Partdal g
Downlosd | Oracl Busiress Ineligencs EE ard Sebel Business Analytcs BTS20 S14M
Platform, Version 7.9.9.1 UM Prograems D60 Part 5 of &) PartSaofl &
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. License Codes

« Customers are now free to download License Codes directly
from http://licensecodes.oracle.com/siebel

Note: Service Requests still required for the following
» Upgrades (i.e. 7.7 to 7.8)
» Legacy Versions (i.e. below 7.5)
* Unable to find an Option/Module from the licensecodes site

* You may Email Oracle directly licensecodes ww@oracle.com
for upgrades.

 License Codes (formerly called License Keys)

ORACLE
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. License Codes

» Customers are now responsible to only deploy into live
production the Options/Modules/Functionality covered under
their current maintenance quote. Non-compliance will be
considered a violation of your Oracle Support Agreement

» Consult Account or Maintenance Renewals Rep if you have
guestions regarding entitlements.

ORACLE
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License Codes: Siebel CRM Quick Reference Steps

1. Go to http://licensecodes.oracle.com

2. Dirill into Siebel CRM and review Prerequisite steps

ORACLE
IW&INE&! INTELLIGENCE | SIEBEL CRM | PEOFLESOFT EMTERPRISE | JD ECVYARDYE ENTERPRISEOME JD EDWARDE WORLD THRD PARTY
3. Choose the appropriate Types of 4. Scroll down to your industry/version
LicenseCodes that suits your
needs

5. Navigate to Key (Option) and Copy/Paste the License Code to
Product Specific: your implementation.

- Permanent (non-expiring) Single ?@
Option Li k
puon Hicense keys Siebel CRM - Customer Applications - Cross-Industry

All Inclusive:

- Enables practically every Customer Options
functionality. May expire. Praduct or Option Name License Key(s)
Siebel eCustomer BETT 2171 3923 8163 71323013 291

Siebel eSales 3494 B789 2134 4892 8926 2984 421

Siebel eSenice 782301321480 5783 32103721 0
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License Codes: Business Intelligence Quick
Reference Steps

1. Go to http://licensecodes.oracle.com

2. Drill into Business Intelligence (formerly Siebel Analytics)

ORACLE

IBIISINES! INTELLIGENCE | SIEBEL CRM | PECFLESOFT ENTERPRISE | JD ECWVARDS ENTERPRISEORE JD EDWWARDS WORLD | THRD PARTY

3. Scroll down to ‘Oracle Bl Applications — CRM Content’ or ‘Oracle Business Intelligence EE Server /
Analytics Platform

4. The following are the choices under ‘Oracle Bl Applications — CRM Content’ :

Siebel CRM Release License Key file
SEA TS
SIAT.S

SEAT.T Al EMW apps (Hoe + 7.7 bridge) [2ip, 4kb]

SIAT.T All R + 7.7 bri in, 4

SEAT.S

SIAT.5 Bl BV apps (vert+ 7.5 hridoe) [zio, kbl
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