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1 Solution Guide for SAP Service Cloud

This guide aims to provide you with sufficient knowledge of the capabilities we support in SAP Service Cloud
and help you accomplish your daily tasks.

With SAP Service Cloud, your service agents would have your customer information at their fingertips. Using
available collaboration tools and knowledge base you would know which service resources are available to
address a customer need immediately. Technicians can order spare parts, check inventory, manage tasks, and
complete service jobs on their mobile devices.

Create new Tickets [page 26] and update existing ones automatically. With native integration with SAP Jam”
Collaboration, you can search and share content from within agent workspaces and stay up-to-date on the
latest service requests, comments, discussions, and decisions online. SAP Service Cloud automatically assigns
tasks to a ticket based on relevant attributes to help guide agents through complex processes and create
workflow rules with ease that can generate notifications, update fields, and trigger requests for multilevel
approvals based on context and time.

Create serialized Registered Products [page 173] with customer, location, and warranty information and add to
a ticket, a maintenance plan, or replicate equipment from SAP ERP as registered products.

Use Resource Scheduler [page 274] to allocate technicians to tasks and enable real-time visibility of work
tickets in the technician calendar via desktop or mobile devices.

Use Skills Management [page 311] to schedule on-site visits efficiently by knowing which technicians are
available to meet service needs.

For more information about initial setup of your system, setting up the solution on mobile devices, integrating
analytics, and customizing the solution to your needs, see the appropriate guide on the SAP Cloud for
Customer page on the SAP Help Portal.
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2 Scoping Customer Service

Customer service relies on certain core functions that must be enabled in other scoping areas, including under

Sales.

You can find more detailed information on the scoping process in the setup guide referenced in the Related
Links section at the end of this topic.

Go to | Business Configuration # Implementation Projects 3. Highlight the appropriate project and choose
Edit Project Scope.

You can find most of the features used in customer service under Service. However, some settings are located
under Sales and other elements. Scoping settings for specific service features are located with the feature
information throughout this guide.

Scoping

Many of the scoping elements are automatically selected and cannot be deselected.

This table lists the sales and marketing scoping elements and sub-elements that should be deselected in a
customer service only implementation.

Deselect for Service Only Systems

Scoping Elements Sub-Elements

Sales Campaign Market Development > Competitor Information

Campaign Management

Sales Lead Management

Product and Service Portfolio for Sales

Sell Standard Products

New Business

Sales Lead Generation

Opportunities

Sales Planning (SAP Cloud for Customer)

This table lists features you can use in customer service that must be enabled in other areas.

i Note

For additional information on each respective business topic, refer to the topic descriptions within the
system.
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Features to Enable outside of Service

If You Want to Use This Feature...

Select this Scoping Element

Mass communication with customers using e-mail blast

|} Sales Campaign > Campaign Management > Target
Groups }

Customer surveys

|} Sales Campaign > Enhanced Sales Campaign

Functionalities > Enhanced Campaign Execution }

Ticket routing based on territory assignment

|} Sales > Account and Activity Management > Territory
Management }

Connection between your legacy system and SAP Cloud for
Customer

|} Communication and Information Exchange } Business
Process Management > Application Programming

Interface ]

Integration with SAP Jam

|} Communication and Information Exchange > People
Collaboration, Intranet, and External Services

> Communities, Document Management and External

Services 4

Integration with SAP ERP or SAP CRM

|} Communication and Information Exchange } Integration

with External Applications and Solutions: }

® Integration with SAP ERP

® Integration with SAP CRM

® Integration of Master Data

® Integration into Sales, Service, and Marketing Processes

® 360 Overview — Account

Approvals by e-mail

|} Built-In Services and Support > System Management
» E-Mail Security 4

Questions

Once you select the desired elements, you enable features at a more granular level in the Questions step.
Review the questions under each scoping element to further define the capabilities of your solution. Based
on best practices, the system has preselected features that you can accept or, where possible, adjust. Some
features are mandatory for your scope and cannot be changed. Enable specific features by marking them In

Scope.
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Questions to set as In Scope Outside of Service

If You Want to Enable This Feature...

Mark This Question In Scope

Allow users to e-mail target groups directly for mass mes-
saging

|+ Sales Campaign ¥ Campaign Management # Campaigns
> Campaign Execution } Do you want to execute campaigns

by sending e-mails directly to target groups? ]
i Note

You must also enable e-mail blast in [ Questions
» Sales # Account and Activity Management  Activity
Management 3

And Sales Campaign: Target Groups work center must
be assigned to users.

Account Hierarchy
(users can view accounts in a hierarchical structure)

You can also migrate account hierarchies. For more informa-
tion, see Migrating Account Hierarchies in the Related In-
formation section.

|} Sales > Account and Activity Management > Account
Management > Account Hierarchy > Do you want to use

account hierarchies? ]

Record customer interactions while resolving tickets

|} Sales > Account and Activity Management > Activity
Management > Activity Types ]

®* Record Phone Calls
Enables users to view incoming phone call information
displayed in Live Activity.

® Record Chat Activities
Enables users to view incoming chat information dis-
played in Live Activity.

®* Record Messaging Activity
Enables users to record information in the system from
SMS messages.

You must enable computer telephony integration
in|# Service # Customer Care # Service Request

Management Ftor Live Activity to record phone call and
chat information.

Create and use a template to send custom-formatted mass
e-mail messages to all members of a target group at the
same time

|} Sales > Account and Activity Management } Activity

Management > E-Mail Blast > Do you want to send
personalized mass e-mails to many accounts at the same

time? 3
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If You Want to Enable This Feature...

Mark This Question In Scope

Schedule visits to a customer's physical location and record
information about the visit in the solution

|} Sales > Account and Activity Management } Activity

Management > Visits > You go to your customers' physical
locations periodically. Do you want to record information from

these visits in your system? }

Additional visit options available. See related links for where
to find more information.

Route tickets to service agents based on territory assign-
ment

|} Sales > Account and Activity Management } Territory
Management » Do you want to use territory management? 3
If you enabled the Territory Management scoping element

in the previous step, then you must enable Territory Manage-
ment here as well.

Send sales quotes to customers as part of the ticket resolu-
tion process

|» Sales » New Business # Communications for New

Business > Sales Quote Forms ] (multiple questions)

Integration with SAP Jam, including use as a knowledge base

|} Communication and Information Exchange > People

Collaboration, Intranet and External Services >
Communities, Document Management and External Services

> SAP Jam Integration ] (multiple questions)
Enabling SAP Jam integration is a multi-step process. See

the related links section for where to go for more informa-
tion.

Check for duplicate accounts, individual accounts, and con-
tacts

|} General Business Data > Business Partners > Handling
of Business Partners > Duplicate Check for Business

Partners 1

Select the appropriate question to apply weak, strong, or
medium rules for the duplicate check.

Clean up your records by merging account and individual
customer records

|} General Business Data > Business Partners } Handling

of Business Partners > Business Partner Merge } (multiple
questions)

Select up to three customers to define a customer merge
instance. Once you trigger the merge, the system runs a
background job to merge the data according to your specifi-
cations to the designated master record. Any transactions
associated with the duplicate records that can be manually
changed will be reassigned to the master record (for exam-
ple, tickets, appointments, visits, opportunities, etc.).
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If You Want to Enable This Feature...

Mark This Question In Scope

Associate time entries with a ticket and submit time reports
for manager approval

|} General Business Data > Employees and Service

Agents > Employees } Enable Time Recording } and Time
Recording - General (multiple questions)

Additional options are available for time recording.

Enter address information for accounts in multiple character
sets — for example, in the Greek or Roman alphabets, or in
Cyrillic or Thai script, among others.

|} Built-in Services and Support > Business Environment

> Addresses and Languages > International Address Versions
> Do you want to specify textual master data using
international address versions? }

Once you activate this feature, you can configure the fine-

tuning activity International Address Versions to specify the
alternative alphabets or scripts to be used in your solution.

Enable encryption and signature approval for e-mail

|} Built-in Services and Support > System Management
> Security > E-Mail Security > Do you want to use encryption

and signatures for e-mails? }

Related Information

Key not found: loio0c75¢97a09694e5d976bb38b0b84b016 Set Up Guide
Solution Guide for Key not found: 10io0c75¢97a09694e5d976bb38b0b84b016

Prepackaged Integration with SAP CRM
Prepackaged Integration with SAP Jam
Scope and Configure Visits

Scoping Employee Support [page 24]

Administrators must enable core functions under Customer Care and other elements in order to set up

Employee Support.
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3 Scoping Employee Support

Administrators must enable core functions under Customer Care and other elements in order to set up

Employee Support.

Employee Support shares many core functions with customer service. If you are scoping a system for
employee support, you must first configure these core functions under Customer Care. You must also enable

certain functions under Sales and other element areas.

| Restriction

Scope core functions under Customer Care before you can enable an Employee Support system.

You can find more information on the core functions you need to scope under Customer Care and elsewhere in
the Scoping Customer Service topic referenced in the related links section.

The options you choose during the scoping phase of your implementation project are used by the system to
generate an activity list that you need to complete to go live.

To begin, go to [ Business Configuration » Implementation Projects 3. Highlight the appropriate project and

choose Edit Project Scope.

Certain functions can be enabled in either customer care, or employee support. Please be aware that if you
activate an option in one area the same function is also deployed for the other area, because they share the

same settings.

Functions That You Can Enable Either Under Customer Care or Employee Support

Employee Support

Customer Care

|} Employee Support > Knowledge Base > Knowledge Base
Options > Knowledge Base Integration }

|» Customer Care # Service Request Management

» Knowledge Base Integration 4

|} Employee Support > Knowledge Base > Knowledge Base
Options > Enable SSO for Knowledge Base Integration }

| Customer Care # Service Request Management # Enable
SSO0 for Knowledge Base Integration 4

|+ Employee Support  Knowledge Base  Knowledge Base
Options } Open KB Details in New Browser Window }

|} Customer Care > Service Request Management > Open
KB Details in New Browser Window }

|} Employee Support > Ticket Management > Entitlement
Usage for Tickets » Service Level Agreement

Determination ]

|} Customer Care > Service Request Management > Service

Level Agreement Determination |

|} Employee Support > Ticket Management > Profanity
Check 3

|» Customer Care # Service Request Management

¥ Profanity Check 4
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Employee Support

Customer Care

|} Employee Support > Communication Channel - Email
> E-Mail Channel Options > Maintain Service Requests

Automatically from Incoming E-Mails 1

|} Customer Care > Service Request Management

> Automatic Creation of Service Requests from E-Mails ]

|’ Employee Support > Analysis for Employee Support
¥ Ticket History 4

|} Customer Care > Service Request Management > Service

Request History }

Related Information

Scoping Customer Service [page 19]

Customer service relies on certain core functions that must be enabled in other scoping areas, including

under Sales.
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4 Tickets

Learn how the system creates tickets, how to work with the ticket list, and how to respond to tickets to resolve
customer issues.

Tickets are a record in the system of a request for some type of service or support from an account, customer,
or employee. This record allows you to track interactions with the service requestor, as well as details like

how much time has passed since the ticket was created, what actions were taken to resolve the issue,

priority, associated products, or warranties, and much more. Tickets are also sometimes referred to as service
requests.
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The solution creates a ticket from an incoming support request. This request could arrive from any one
of a number of channels, such as social media, a phone call, or an e-mail. Tickets can also be created
automatically from service contracts, or by sensor data on connected products.
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The system may do some automatic processing of the request to classify and route the ticket.

As an agent, you might add crucial information such as customer contact information from a phone call, or
specify how quickly the issue must be resolved.

Use the knowledge base, collaborate with colleagues in real time, or work with other systems to access the
information required to resolve the problem.

Some tickets may require a visit by a service technician. Schedule an appointment and arrange for repair
parts as needed.
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* Respond to the requestor. Communicate the solution to the customer through the same channel used to
make the initial request, or any other preferred contact point.

* Oncetheissue is resolved you can close the ticket.

¢ Use ticket analytics and reports to help you fine-tune your service strategy and make your organization
more efficient.

4.1 Scope and Configure Tickets

Administrators can configure tickets using scoping, scoping questions, and fine-tuning activities.

- Recommendation

We recommend that you review all the scoping questions in the areas that are relevant and that you have
included in your scope. When you select a question, more information appears on the tabs in the details
section of the screen.

Scoping questions and fine-tuning activities that are straightforward may not be included in this list.

4.1.1 Enable Tickets

To use tickets, administrators must add tickets to the scope of the project.

Go to | Business Configuration j» Implementation Projects 3. Select your project and navigate to |[» Edit Project

Scope » Questions » Service » Customer Care » Service Request Management 3.

Some ticket-related options do appear under other scoping elements. Scoping paths are provided for each
option.

4.1.2 Configure Ticket Creation

Administrators can configure ticket creation using the quick create form, or create tickets in detail view.

Go to | Administration » Service and Social » Tickets j» Ticket Configuration 3.
To create new tickets using ticket detail view, select the option labeled: Create tickets in detail view. If this
option left unselected, the default behavior is to create new tickets with the quick create form.

! Restriction

Creating tickets in detail view is currently incompatible with offline mode on mobile devices. Use the default
quick create form if your organization uses offline mode.

Solution Guide for SAP Service Cloud
Tickets PUBLIC 27



4.1.3 Configure Approval in Tickets

Administrators can explore how to incorporate conditions into the approval process for tickets, such as who
would be allowed to approve the ticket.

The administrator can set the work distribution for tickets. These can be: Approver of Ticket, Direct Approvers,
Manager of Agent Responsible for Ticket, Manager of Service Technician for Ticket, or Responsible for Account.

Activate the approval process for tickets under | Business Configuration » Implementation Projects 4. Select
your project and navigate to |+ Edit Project Scope ¥ Service ¥ Customer Care ¥ Service Request Management

» Group: Approval for Tickets . Go to Questions and check the boxes for the questions: Do you want to use
a multi step approval for tickets? and Do you want that the system submits automatically a ticket for
approval?

You can edit the approval process by editing steps, adding additional steps, and by changing the order of the
steps. You must define who receives approval tasks. You can also define conditions by which an approver is to
receive an approval task.

Once you scope approval for tickets, then you detail the approval process. For this step, you define the
approval conditions and an approver before the approval process is ready to use. Navigate to [ Administrator

» Approval Process 3. See Creating an Approval Process for details.

i Note

At least one approval process must be active. To define an approval process, copy the default approval
process and adapt the approval validity, ensuring one process has an unlimited validity.

Related Information

4.1.4 Configure Number Range in a Ticket

The administrator can configure the number range for your tickets via fine tuning.

You can maintain Number Range in a ticket for Customer and Employee Support. Go to Business Configuration
and search for Ticket. Your search would display the Tickets for Customer Support and Tickets for Employee
Support activities.

1. Click Maintain Number Range.
2. Adapt the Begin Number and End Number.
3. Save your changes.
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4.1.5 Configure Document Types in Tickets

Document types represent ticket types in your application. Your administrator can help you create custom
ticket types via fine tuning.

Create custom ticket types in your solution to:

¢ filter your tickets
¢ define reports

* assign service levels and define flexible notifications. For more information, see Configuring Service Level
Agreements and Configure Workflow Rules topics.

To configure Document Types in a ticket for Customer and Employee Support, go to Business Configuration
and search for Ticket. Your search would display the Tickets for Customer Support and Tickets for Employee
Support activities.

Adding a Document Type

1. Click Maintain Document Types.
2. Click Add Row and enter the required document type code and a description.

3. Decide the process variant that you want to use the document type for. For Example: employee or
customer support. You can make the type visible by checking the Requires Work flag. You can also select a
different status schema.

The process variant controls the appearance of work centers, fields, and status suitable for the
corresponding processes.

i Note

The process variant is pre-set with the corresponding setting, based on whether you opened the
activity under Tickets for Customer Support or Tickets for Employee Support.

4. Save your changes.
5. To delete a document type, simply select the entry you want to delete and click Delete. Save your changes.

i Note

You can't delete document types that are used in your tickets.

4.1.6 Configure Status Schemas for a Ticket

In addition to the standard status and status schemas for tickets, you can specify custom ones as well
by mapping them to a valid combination of life cycle status and assighment status. The administrator can
configure this activity via fine tuning.

You can change visibility, and sequence of the standard statuses. With the status schemas, you can realize
different processes in your company. For Example: you can create a status schema for your internal employee
support, as well as a status schema that is valid for the interaction with your partners.
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To maintain status schemas in a ticket for Customer and Employee Support, go to Business Configuration and
search for Ticket. Your search displays the Tickets for Customer Support and Tickets for Employee Support
activities.

* Adding a New Status Schema

1
2.
3.

Under Status Schemas click Add Row.
Enter an ID and a name for the schema.

Save your changes.
Now you can assign statuses to your schema.

¢ Assigning Status Codes to Schema

1.
2.

Click Add Row under Assign Status Codes to Status Schema.

Enter a number in the column Sort Sequence to specify the status sequence in the dropdown list in the
application.

Select a Status from the value help that comes from the Ticket Status Dictionary.

Decide whether this status should be the initial entry for all newly created tickets and whether it should
be visible in the dropdown list in ticket handling.

i Note

¢ Only the Open Life Cycle Status can be selected as initial status.

* You can select the Closed Life Cycle Status but you can't set it to visible.

5. Then save your changes.

* Maintaining a Status Schema
You can change the name of a schema and the sort sequence of the assigned statuses, statuses itself, and
checkboxes Initial Status and Status Visibility .

¢ Deleting
Select the line that you want to delete and click Delete.

i Note

Only statuses can be deleted that aren't used.

4.1.7 Configure Reporter at Ticket Creation

Use party determination to configure whether the reporter information is copied from the account data linked
to the ticket.

Context

Your administrator can choose whether the ticket reporter is copied from the account contact information,
entered as the currently logged in user, or entered manually.
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Procedure

1. Go to Business Configuration and search for Ticket. Your search returns the Tickets for Customer Support
and Tickets for Employee Support activities.

2. Based on your scenario, click either of the links and navigate to Maintain Involved Parties.
3. Select the Reporter role, and then select Maintain Determinations.

4. Select the steps used to populate the ticket reporter field.

¢ Copied from Partner Contact

¢ Copied from Contact of Account
¢ Copied from Individual Customer
* Current User

->Tip

Each of these steps is evaluated in the order shown. The first value found is used to fill the reporter
field. For example, if you select all four steps, and there is no account associated with the ticket, then
the currently logged in user is used as the reporter. If no steps are selected, then the reporter must
always be entered manually.

If the ticket is created as a follow-up, or copied from an existing ticket, then the reporter and other
party information is copied from the source object.

4.1.8 Configure Ticket Status Dictionary

To use your own ticket statuses in your processes and schemas, the administrator would have to create the
statuses first in the Ticket Status Dictionary and assign them to life cycle and assignment status.

To maintain entries for ticket status schemas, you first create them in the Ticket Status Dictionary. Go to

|» Business Configuration » Implementation Projects 3. Select your project and navigate to [ Open Activity
Lists # Fine-Tune J and search for Tickets for Customer Support. Click Maintain Status Dictionary Entries, and
using the Add Row button, maintain the status and create additional status for tickets here.

Use the status values you create in ticket status dictionary and then go to Ticket Status Schemas to assign
them to a ticket.

The following table lists the pre delivered status values that you can select in the ticket and the possibilities to
change them in the ticket. When you create your statuses keep these possibilities in mind.

You can change the description of the pre delivered statuses, but you can't delete them.

Current Status Reachable Statuses Non-Reachable Statuses Description
Open * In Process ®* Copied to CRM This status is not reachable
* Customer Action * Closed from any other value.

* Completed
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Current Status Reachable Statuses

Non-Reachable Statuses

Description

In Process * Copied to CRM * Open If the status changes from
* Customer Action * Closed In ProcesstoClosed
* Completed the system completes and
closes the ticket.
Copied to CRM None * Open This status is only reachable

* In Process

* Customer Action
* Completed

* Closed

after In Process. If this
status is set the ticket is
replicated to the SAP CRM
On-Premise system. It is not
reachable if the document

is inconsistent and it can-
not be changed in the SAP
Cloud for Customer system.
But the status is changeable
for inbound actions because
in case a ticket is set to
Completed in the CRM On-
Premise system the status
Completed is written back
to the Cloud system.

* In Process
* Copied to CRM
* Completed

Requires Work

* Open

* Closed

when creating a ticket, if you
select the ticket type as work
relevant, the Requires Work
status flag gets enabled.

Completed * In Process
* Customer Action

* Closed

* Open
* Copied to CRM

A ticket, which is
Completed cannot be set
toCopied to CRM. In
Process is not reachable

if the ticket was completed
by the On-Premise system. A
ticket can only be revoked if
it was not transferred to an
On-Premise system.
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Current Status Reachable Statuses Non-Reachable Statuses Description

Closed None * Open If a ticket is closed, it is not
* In Process possible to open it again. This
* Copied to CRM status can only be used for

_ tickets still in the system.
* Customer Action )
New tickets are not allowed

* Completed touse Closed.

i Note

Once a ticket is set to
closed, you can't change
the ticket status.

Besides these, our solution also provides you with various statuses for tickets integrated with SAP ERP. The
SAP ERP ticket statuses are as follows:

* Release to SAP ERP: Once your work on the ticket is complete, you can set the action to Finish Work. The
ticket is now ready to be released to SAP ERP.
* Release Pending: When the ticket is in process the ticket has the Release Pending status.

¢ Release Discarded: If there are issues when data is sent to SAP ERP, errors display in the error log of the
ticket.

* Released: If there are no issues in the ticket data when released to SAP ERP, the status updates to
Released.

Add and Delete Ticket Status

To add a status click Add Row, enter a description, select the wanted life cycle and assighnment status, and save
your changes.

To delete a status, select the corresponding status line, click Delete, and save your changes.

4.1.9 Configure Item Processing Codes for Tickets

To enable ticket item defaulting based on item processing codes, the administrator has to configure item
processing codes via business configuration.

When you create a ticket item and set a ticket type to it, the system assigns it a processing code based on the
code mapping maintained in the rules table. The administrator has the ability to edit these mappings in the
rules table.

Each of the processing codes in turn are associated with and mapped to certain values and flags, such as
Pricing Relevant, ERP Relevant, Scheduling Method. You have the ability to set these values and flags in the
system using the business configuration activity list.

Solution Guide for SAP Service Cloud
Tickets PUBLIC 33



So when you select a ticket type when creating a ticket item, then the system displays default values in the
fields based on the item processing code set in the system. However, at this point, the user has the ability to
edit these fields and change the default values.

Follow the steps below to set-up item processing codes for your business.

1. Goto|r Business Configuration » Open Activity List » Fine-Tune ¥ Show All Activities ¥ Tickets for

Customer Support » Maintain Iltem Processing Codes .
2. Select Add Row.
3. To create item processing codes, populate the required fields. Enter a description.

4. Select the required System Processing Type and the Invoicing Method.

* System Processing Type
With the System Processing Type you trigger the accounting records for costs and goods movement in
your company.

Billing Request creates a request for billing.

Complaint Request can be used to report complaints on external document items. This feature
requires SDK development in order to be exposed as a front-end capability.

External Procurement creates an SAP ERP sales order with procurement items (item category
TAS), based on actual quantity.

Item Planning and Item Confirmation allows custom integration scenarios based on planned
quantity or actual quantity.

Part Consumption from Technician Stock marks the item as taken out of the stock of the technician
and triggers the required billing and costing.

Part Advance Shipment to Customer Consignment Stock marks the item to be shipped to the
customer’s consignment stock before the technician plans to visit the customer.

Part Consumption from Customer Consignment Stock marks the item as consumed material from
the customer consignment stock. It triggers also the required billing and costing.

Part Return from Customer Consignment Stock marks the item as the to be returned material
(partly or completely) from the customer consignment stock.

Time creates a CATS time posting based on actual quantity. The line item in Billing Request is
based on Invoice Method.

If no integration with SAP ERP exists, the Type field is hidden and always defaulted to this value.

* Invoicing Method
With the Invoicing Method you decide how the item shall be invoiced in SAP ERP:

Fixed Price takes the planned quantities for billing.

i Note

Please note that advance shipment doesn’t work with fixed price.

Time and Material is the default setting and takes the confirmed (actual) time and quantity for
billing.
Not Relevant

5. Save your entries.

i Note

Custom processing codes begin with Z. The rest of the codes are provided by the solution.
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Example

If an item processing code is flagged as Pricing Relevant, then a ticket item will be set by default as relevant for
pricing. However, this only applies if the ticket type is also set as Pricing Relevant. The default pricing flag at
ticket item level can be changed by the user. In this case, the pricing flag is re-determined.

4.1.10 Configure Sales Order Processing Code for Tickets

The administrator can select the Sales Order processing type code available for Ticket items under Item
Processing Codes activity in fine tuning. Customers can use this processing code while creating Sales Orders in
SAP ERP.

Go to | Business Configuration j» Implementation Projects 3. Select your project and navigate to |» Open

Activity List 3, and search and select Tickets for Customer Support or Tickets for Employee Support.

Click Maintain Item Processing Codes and select Sales Order to set the processing code.

ltem Processing Codes
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4.1.11 Configure Involved Parties in a Ticket (Customer and
Employee Support)

Your administrator would have to maintain Involved Parties in a ticket for Customer and Employee Support via
fine tuning.
Context

You can automatically determine all involved parties for business transactions and their related documents
using party roles and determination rules. This allows you to streamline account team assignments, and
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ensure that business partners are correctly assigned to business objects in a way that matches your company
processes.

Procedure

Go to Business Configuration and search for Ticket. Your search would display the Tickets for Customer
Support and Tickets for Employee Support activities.

Based on your scenario, click either of the links and navigate to Maintain Involved Parties. You can decide
which party roles you want to use in your application. However some party roles are set as mandatory by
default and you cannot deactivate these.

Add or edit party roles and under Party Role Assignments click Add Row.

4. Select a Party Role from the dropdown list.

Decide whether the role should be, for example, active, mandatory, unique, or should be forbidden for
manual changes.

6. Save your changes.

Then click Maintain Determinations where you can edit the determination for the newly added party role.

For Delete Role Assignments, select the line you want to delete and click Delete.

Related Information

Scope and Configure Involved Parties [page 973]

Administrators can configure involved parties using scoping, scoping questions, and fine-tuning activities.

4.1.12 Configure ltem Processing Determination for Tickets

For item processing determination, you can configure which processing codes can be determined based on the
product, product category, or ticket type

When creating an item in a ticket, after you enter the product, the determination of the ItemProcessingCode is
triggered based on the settings you've maintained in the Iltem Processing Determination fine tuning table.

Follow the steps below to set-up and assign item processing codes with the item processing determination for
your business.

1.

36

Go to|r Business Configuration # Implementation Projects 3. Select your project and navigate to | Open
Activity List  Fine-Tune ¥ Show All Activities ¥ Tickets for Customer Support ¥ Maintain Item Processing

Determination 3.
Select Add Row.

. To create item processing determination, populate the required fields, such as Usage Type and ltem

Processing Codes.
Save your entries and activate the rule.
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4.1.13 Configure Custom Involved Parties for Tickets

The administrator can configure custom involved parties for a ticket. You can then determine custom involved
parties from Installed Base or Registered Product, using the party determination framework.

Use the determination option for Installed Base and Registered Product for custom parties to provide flexibility
to customers where they can add custom involved parties to a ticket and also take advantage of the party
determination framework for custom involved parties.

To add a custom involved party, navigate to |» Business Configuration ¥ Activity List » Tickets for Customer

Support ¥ Involved Parties 3.
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4.1.14 Enable Party Determination Rules for Creating
Tickets from Registered Products, Installed Base, and
Installation Points

You can choose to determine the Service Technician and Service Technician Team using party determination
rules instead of copying this information from the associated registered product, installed base, and installation
point, when creating ticket from them. Your administrator can enable this option by selecting the related
question in business configuration.
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Go to | Business Configuration » Implementation Projects . Select your project and navigate to | Edit Project

Scope » Questions ¥ Service ¥ Customer Care j Service Request Management 3, and under the Business
Option, select the scoping question: Use rules to determine technician and team when creating new ticket
from registered product, installed base, or installation point?

4.1.15 Configure Ticket Routing Rules

Administrators can create routing rules for automated ticket assignment.

Context

| Restriction

Your organization can choose to route tickets either with routing rules, or by work distribution, but not
both.

Procedure

1. Goto|r Administrator » Service and Social » Work Distribution J, then select one of these options:

* Ticket Routing Rules by Organization or Territory
* Ticket Routing Rules by Employee
2. Set up the rules table with Adapt Columns.
The first time you set up business rules you must configure the rules table. By default, the first 20 fields on
the screen appear as columns in the table. Use the left and right arrow buttons to remove any unwanted

default columns and add only the fields you wish to use. You can have up to 15 columns in the table,
including the results column.

- Tip

Use only the columns required for assigning objects. Extra columns can impact performance. You can
add additional columns and rules at any time.

3. Choose Insert Row above the rules table. A new row with an asterisk in each field of the row is added to the
table.

You can add values to more than one field in a row. The fields in one row evaluate with a logical AND
relationship. The field values must all evaluate to true in order for the rule to evaluate to true.

4. Click the asterisk symbol (¥) in a cell to enter a value for that field. The rules table offers a variety of logical
operators to define your values.
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->Tip

We recommend that you take full advantage of operators to consolidate your rules for better
performance.

For example, if your rules determine assignments based on ZIP codes, use the Between operator to set
up a range of ZIP codes in sequence. Use the Include operator to group ZIP codes that have the same
prefix.

The Comparison Operations document in the Related Links section provides detailed information on
operators in your solution.

5. Continue to add rows for each desired result.

The system compares rows using the logical OR operator. The system compares each rule, top to bottom,
until ONE evaluates to true.

Rearrange rows by selecting the row and clicking Swap.

->Tip

Among other properties, you can specify customer language as a criteria for ticket routing rules, to
assign tickets to a team or a territory.

6. Choose Save when finished.
Click Activate Rules.

To enable your changes, you must activate the new rules. Otherwise, the system uses the previous rule set.

Related Information

http://help.sap.com/saphelp_nw73/helpdata/en/50/9eecf3152c4fb08d50e94faafda277/content.ntm

4.1.16 Configure Ticket Routing Rule Restrictions for Local
Administrators

Assign local administrators to geographical areas for which they can create rules.

Context

Only administrators with global access rights can create and edit restrictions for local administrators.
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Procedure

1. Goto|r Administrator ¥ Service and Social » Work Distribution }» Ticket Routing Rules 3 to open the rules
table.

2. Choose Add Row above the Local Administrators Restrictions table.
3. Enter a Country and Region to allow for rule creation.

4. Choose a local administrator for that country and region.

The local administrator can create rules that apply only to the specified country and region.
5. Continue to add rows for each local administrator you wish to assign.

6. Choose Save when finished.

4.1.17 Configure Ticket Routing by Organization or Employee

Administrators can define work distribution rules to enable routing of tickets to particular team or agent
queues.

Prerequisites

| Restriction

Your organization can choose to route tickets either with routing rules, or by work distribution, but not
both.

* You have created or uploaded employee and product data.
* You've created and activated your organizational structure, and set up your teams for ticket handling.

* If your system is configured to support social media channels and you want to use social media channels
as routing criteria, you've configured those channels.

* If your system is configured to support e-mail as a channel and you want to use e-mail as routing criteria,
you have configured e-mail and added the corresponding inbound e-mail addresses.

Context

Work items are tickets in the system created from customer messages. You can also create organizational work
distribution rules to manage escalation routing and routing based on social media channels.

By default, all incoming customer service tickets are visible to all employees with the corresponding access
rights. The Organizational Work Distribution and Employee Work Distribution views enable you to manage the
distribution of customer tickets within your service organization. You create rules that allow the system to
evaluate the tickets and distribute them to the responsible team or the responsible processing agent.
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Procedure

1. Goto|p Administrator » Service and Social Settings ¥ Organizational Work Distribution 3, OR Employee
Work Distribution.

2. Select the work category: Service and Support Team for Service Requests - Social Media and choose Edit.
3. Choose Add Rule or Copy Rule.
The system processes work distribution rules according to their priorities. If you have maintained multiple
rules for a work category, the system only uses the first rule that applies. By default, new rules are added to

the bottom of the list, and so have the lowest priority. To change the priority, move a rule up or down in the
table.

i Note

To ensure that all tickets are routed properly, we recommend that you create a default rule at the
bottom of the rule list. Make the default rule applicable to the properties of any incoming customer
message. If no other routing rules apply, the default rule routes tickets.

4. Enter the name, choose, or enter the ID of the responsible customer service org. unit, or service agent and
enter the validity period for the rule.

5. Go to the Rule Details section and specify the parameters for the rule.

Each of the following parameters appears as a tab. Using the parameters, you can specify which parameter
is to be included in the rule or excluded from the rule.

* ABC Classification

¢ Country/region

* Product Category

* Service Category

* Account (Includes all individual customers and customer accounts)
* Service Priority Code

* Escalation Status

¢ Channel Type

i Note
The social media channel type is only supported by SAP Cloud for Social Engagement.
¢ Channel

6. Choose Check to verify that your rule is consistent and then save your entries.

7. Move the rule up or down in the list to set priority in the processing sequence.
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4.1.18 Configure Next Ticket

You, as an administrator can enable and set the scope and order for the next ticket queue.

Context

If your service organization's ticket processing flow allows agents to request tickets from a list, then you can
enable the next ticket feature and set up the queue.

Procedure

1. Goto| Business Configuration » Implementation Projects 3. Select your project and navigate to [ Edit
Project Scope » ¥ Questions » Service » Customer Care ¥ Service Request Management » Next Ticket

Option for Agent 3 and select the scoping question: Do you want to allow agents to request the next
available ticket?

2. Setup the logic that defines which ticket agents receive when they request the next ticket. Go to:
| Administrator ¥ Service and Social # Work Distribution » Next Ticket Configuration 3.
3. Inthe SCOPE section, select the pool of tickets that make up the next ticket queue.

* All tickets that can be viewed and edited by the agent (All Tickets)
* Tickets assigned to the Team to which the agent belongs (My Team Queue)
* Tickets belonging to a Territory to which the agent is assigned

4. Inthe SORTING section, select the fields to use for sorting the tickets, and set the sort order. Select fields
then use the right and left arrow buttons to move the desired Available Fields to the Selected Fields list. Use
the up and down arrows to change the order of the selected fields.

The top field in the list determines the primary sort order. The next field is used as a secondary sort within
the primary order, and so on. Typically, the sort is based on the priority in combination with one or more of
the date fields.

i Note

If the next ticket in the queue is locked - by another user or an automated process - when a user
requests the next ticket, then the locked ticket is skipped and the user receives the following ticket in
the queue.
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4.1.19 Configure Service Level for Tickets

The administrator would create a new service level in the system.

Context

Follow these steps to create a new service level in the solution.

Procedure

1. Goto|r Administrator » Service and Social Settings » SLA Setup 3
Configure the settings for the new service level in the four tabs: General, Reaction Times, and Operating
Hours. The Changes tab is for change history and is blank for new entries.

2. Enter aname, ID, and description for the new service level on the General tab.

3. Add milestones on the Reaction Times tab.

4. Select a milestone type.

* Due Date for Completion

* Due Date for Initial Review
* Due Date for On-site Arrival
* Due Date for Resolution

* Due Date for Response
You can set the Recurring flag for the Due Date for Response option. Each time a customer responds to
a ticket, Due Date for Response is recalculated according to the time you define for this milestone (in
the Operating Hours tab under Time Ranges).

| Restriction

Automatic alerts for overdue custom milestones are not currently supported in SAP Cloud for
Customer.

5. Add details for a milestone. Select an entry in the Milestones table and then add rows to the Details of
Milestone table as needed. Select Type of Service, Priority, and Net Labor Time for each row.

You can maintain multiple service types and priorities for a milestone. Add a new row for each priority.
->Tip

For Net Labor Time if you enter the duration in hours, the system only considers operating hours. If
you enter the duration in days, the system uses the Weekly Configuration, but not the time ranges. You
enter this information on the Operating Hours tab in the next step.

o Example

Your working days are from Monday to Friday, from 8:00 to 18:00 and the reporting date is
Wednesday 1.1.2014, 15:00
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If you enter a duration of 48 hours the system calculates a due date on Wednesday,8.1.14,

* If you enter a duration of 2 days the system calculates a due date on Friday, 3.1.2014,15:00.
13:00.

6. Setthe Working Day Calendar, Time Zone, Weekly Configuration, and Time Ranges on the Operating Hours

tab.

Time Ranges allows you to set the hours when your service staff is available. Operating Hours may not be
available, depending on your configuration. If you do not enter operating hours, the system assumes that
service is available 24/7.

Select Save to save the new service level. The service level is saved in the system and added to the Service
Levels tab.

Activate the new service level. Select the row for the newly created service level and select Change Status,
then choose Active. Status options include: Active, Blocked, and Obsolete.

4.1.20 Configure Service Level Determination Rules for

Tickets

Administrators can set up rules that automatically assign service levels to tickets.

Context

When you create or edit a service request or ticket, the system uses rules to evaluate which service level to
apply. When a rule is found that matches the ticket, the system applies the appropriate service level. The
service level pushes details about reaction times and due date calculations to the ticket.

Procedure
1. Goto|r Administrator » Service and Social » SLA Setup ¥ Determine Service Level ] to open the rules
table.
2. Set up the rules table with Adapt Columns.
The first time you set up business rules you must configure the rules table. By default, the first 15 fields on
the screen appear as columns in the table. Use the left and right arrow buttons to remove any unwanted
default columns and add only the fields you wish to use. You can have up to 15 columns in the table,
including the results column.
->Tip
Use only the columns required for assigning objects. Extra columns can impact performance. You can
add additional columns and rules at any time.
Solution Guide for SAP Service Cloud
44 PUBLIC Tickets



3. Choose Insert Row above the rules table. A new row with an asterisk in each field of the row is added to the
table.

You can add values to more than one field in a row. The fields in one row evaluate with a logical AND
relationship. The field values must all evaluate to true in order for the rule to evaluate to true.

4. Click the asterisk symbol (¥) in a cell to enter a value for that field. The rules table offers a variety of logical
operators to define your values.
->Tip

We recommend that you take full advantage of operators to consolidate your rules for better
performance.

For example, if your rules determine assignments based on zip codes, use the Between operator to set
up a range of zip codes in sequence. Use the Include operator to group zip codes that have the same
prefix.

The Comparison Operations document in the Related Links section provides detailed information on
operators in your solution.

5. Continue to add rows for each desired result.

The system compares rows using the logical OR operator. The system compares each rule, top to bottom,
until ONE evaluates to true.
Rearrange rows by selecting the row and clicking Swap.
6. Choose Save when finished.
Click Activate Rules.

Enable your changes by activating the new rules. Otherwise, the system uses the previous rule set.

Related Information

http://help.sap.com/saphelp_nw73/helpdata/en/50/9eecf3152c4fb08d50e94faafda277/content.ntm

4.1.21 Configure External Pricing Call in Tickets

Administrators can learn about external pricing call configuration to retrieve the complete pricing result from
SAP on premise systems to your cloud solution.

If external pricing is selected, a synchronous call is required to retrieve the complete pricing result from the
SAP on premise system to your cloud solution. Replicated sales documents also require a synchronous pricing
update once the sales document is updated during save.

If the document was previously replicate, with this configuration, you can disable the synchronous pricing call
to the system,. In addition, you can disable the synchronous call completely, which is also valid for quotes
created in your cloud solution. For both configuration options, the pricing status is calculated successfully
through the asynchronous call from the external system. The user can still trigger pricing synchronously by
clicking the asynchronous call action.
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To configure external pricing call, go to fine-tuning activity | Ticket j» Tickets for Customer Support

» Document Types 3
* Enable External Pricing for ticket type.
* Enable ticket item processing code for pricing.
Next, go to | Ticket » Tickets for Customer Support ¥ Item Processing Codes 3

* Ifanitem processing code is flagged as Pricing Relevant, then the ticket item would be set as relevant for
pricing, by default.

* The default pricing flag on ticket item level can be changed by the user.

* The pricing flag is re-determined if the item processing code is changed by the user.

4.1.22 Configure Main Ticket Closure

Administrators can configure the solution to prevent closing main tickets with open sub-tickets.

Go to|F Business Configuration # Implementation Projects . Select your project and navigate to | Edit
Project Scope » Questions » Service » Customer Care » Service Request Management » Questions » Ticket

Completion 3.

To prevent closing main tickets with open sub-tickets, select the scoping question: Do you want to prevent users
from completing main tickets when sub-tickets remain open?

4.1.23 Configure Skills in Ticket

The administrator must enable Skills via business configuration to use the feature in ticket.

Go to|lr Service » Customer Care ¥ Service Request Management » Questions 3 and select the question: Do
you want to enable Skills Functionality in Ticket?

4.1.24 Configure Tickets Summary and Signature

Administrators can configure the template for a ticket summary.

Go to | Business Configuration » Implementation Projects 3. Select your project and navigate to | Edit Project

Scope » Questions ¥ Service ¥ Customer Care ¥ Service Request Management ¥ Ticket Summary Templates 3
and select the scoping question: Do you want to use locally-stored templates for ticket summary reports?
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4.1.25 Configure Employee Work Distribution Rules

As an administrator, you can create employee work distribution rules to enable the system to evaluate work
items and to determine the responsible service agent.

Context

In this case the work items are tickets in the system created from customer messages. You can also
create organizational work distribution rules to manage escalation routing and routing based on social media
channels.

Procedure

1. Goto|r Administrator » Service and Social Settings » Employee Work Distribution .

2. Select the work category: Service and Support Team for Service Requests - Social Media and choose Edit.

3. Choose Add Rule or Copy Rule.
The system processes work distribution rules according to their priorities. If you have maintained multiple
rules for a work category, the system only uses the first rule that applies. By default, new rules are added to

the bottom of the list, and so have the lowest priority. To change the priority, move a rule up or down in the
table.

4. Enter the name, choose or enter the ID of the responsible customer service agent, and enter the validity
period for the rule.

5. Go to the Rule Details section and specify the parameters for the rule.
Each of the following parameters appears as a tab. Using the parameters, you can specify which parameter
is to be included in the rule or excluded from the rule.

* ABC Classification

¢ Country

* Product Category

* Service Category

* Account (Includes all individual customers and customer accounts)
* Service Priority Code

* Escalation Status

¢ Channel Type

i Note
The social media channel type is only supported by SAP Cloud for Social Engagement.

* Channel

6. Choose Check to verify that your rule is consistent and then save your entries.
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7. Move the rule up or down in the list to set priority in the processing sequence.

4.1.26 Configure Ticket Response Templates

Administrators and users can create templates for standard ticket response text.

Context

Follow the steps to create and set up a template for ticket response.

Procedure

1. Gotolp Service » Templates 3.
2. Add a new template and enter the required information: Name, Subject, Channel Type, and Template Text.
For response templates, select Text-Based for Template Type.

You can edit the template text as needed when you add placeholders.

i Note

Use document-based templates to create branding that surrounds the reply text. Branding templates
can be linked to specific communications channels.

3. Select Save and Open to view template details for further editing.

4. Add placeholders (optional). Add a row to the placeholder table. Define a placeholder tag in the first
column and select a field in the second column to populate the placeholder.

Placeholders names are surrounded by the pound sign (#). For example, define a placeholder name
#CustID# and select the field Customer ID to insert the customer ID number into the template text. Once
you define your desired placeholders, you can insert them into the template text. When the user selects the
template, the solution fills in the placeholders with ticket data.

5. Settemplate as Corporate to make it available to all users (optional).
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4.1.27 Configure Microsoft Outlook for Ticket Responses

The administrator would set up your system to use Microsoft Outlook to respond to service tickets.

Context

You must scope Microsoft Outlook in your solution to use the tool for responding to your customers.

Procedure

1. Goto|» Business Configuration » Implementation Projects . Select your project and navigate to |j¢ Edit
Project Scope ¥ Questions ¥ Service # Customer Care j» Service Request Management ¥ Group: E-mail
replies via Microsoft Outlook (1)

2. Set the question to In Scope.

3. Instruct all agents to download and install the SAP Cloud for Customer Add-In for Microsoft Outlook from
the Download page.

Results

Service agents can now use Microsoft Outlook to respond to tickets. Agents can also respond with the built-in
response editor by deselecting the Use Microsoft Outlook checkbox in Interactions.

4.1.28 Configure ATP Check for Tickets

Administrators can set up document types and item processing codes for available-to-promise (ATP) check.

Context

ATP check is only available for tickets with specific criteria.

* The document type is relevant for ATP
* Theitem processing code is relevant for ATP check
* The status for ticket item work progress is:

* Open

* Ready
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* Not Relevant

Procedure

1. Configure document types. Go to |F Business Configuration j» Implementation Projects 3 and select Open
Activity List. Select All Activities, then search for ticket. Select Tickets for Customer Support, then select
Maintain Document Types. Select the ATP Relevant checkbox for each document type you wish to enable

for ATP check.

Save and Close

Document Types

Document Type
SRRQ

ZAO1
ZAO2
ZFP
ZWNP
ZIR
Z_MA
Z_RO
Z_WT

Version: Customer Specific

Save

Add Row Delete

DOCUMENT TYPES

Business Option: Tickets for Customer Support

Close Translate

Description

Service Request

AO InvoiceComplaint

AQ DeliveryComplaint

Service Request - Fixed price

Work Ticket ERP no external pricing
Information Request (CTDF)
Maintenance (CTDF)

Repair Order with Pricing (CTDF)

Work Ticket

You can define new document types. Only for newly created document types you can configure its settings.

Note: When creating your entries in the table below, the Document Type must begin with the letter Z.

ATP Relevant
v

2. Configure item processing codes. Go toGo to |» Business Configuration » Implementation Projects J and
select Open Activity List. Select All Activities, then search for ticket. Select Tickets for Customer Support,
then select Maintain Item Processing Codes. Select the ATP Check Relevant checkbox for each processing
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code you wish to enable for ATP check.

System Processing Type
Item Planning

Item Planning

Billing Request

Billing Request

Time

Part Return from Customer C
Part Advance Shipment to Cu
Part Consumption from Custc
Part Consumption from Techr
Billing Request

Complaint Regquest

Item Planning

ITEM PROCESSING CODES
Version: Customer Specific
Save and Close Save Close Translate Determination Table
You can use this activity for maintaining delivered item processing codes and creating additional item processing codes.
New values must start with Z or Y.
Add Row
Processing Code = Description
ZSAN NSAN test
ZHDO For information: Preparation time
ZC3T ERP Test
SRV1 Service
SRs1 Time
SRP4 Part Return from Consignment Stock
SRP3 Part Advance Shipment
SRP2 Part Consumption from Consignment Stock
SRP1 Part Consumption from Technician Stock
SRPO Billing Request
SRCM Complaint ltem
SIP1 Item Planning
Sic1 Item Confirmation

Item Confirmation

Business Option: Service: Customer Care: Service Request Management: Tickets for Customer Support

Invoicing Method

Fixed Price

Not Relevant
Fixed Price

Fixed Price

Time and Material
Not Relevant

Not Relevant
Time and Material
Time and Material
Time and Material
Not Relevant

Not Relevant

Not Relevant

Assigned to Tab
Parts

Service
Expenses

Service

Service

Service

ATP Check Relevant

4.1.29 Configure Access Restriction for Tickets Via Business

Role

The administrator can restrict some business roles from creating new tickets, by configuring authorization via

Access Restriction. This feature restricts ticket creation to selected employees, based on their role.

Navigate to [» Administrator » General Settings » Users #» Business Roles J and select the necessary business
role to set up access restrictions for ticket creation.

i Note

This feature is available online only.
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4.1.30 Configure Ticket Access by Employee Service
Organization

You, as an administrator, can authorize all service-related screens by employee service organization, rather
than by service unit. Authorizing by organization enables all employees within a service organization to access
tickets assigned to any employee within the organization hierarchy.

Go to |F Administrator ¥ General Settings ¥ Users  Business Roles .

1. Select the business role, then select the Tickets work center view.

2. Select View All, then on the Access Restrictions tab, select the technical name:
SEOD_TICKETMD_SADL_WCVIEW.

3. Select restriction rule: 6 - Service Organization of Employee.

4.1.31 Configure Contract Restrictions Based on Ticket Type

The administrator would configure contract types and usage restrictions based on additional criteria such as
ticket type.

You can create different contract document types with restricted coverage based on the context they are used
in. You can associate specific contract types with specific ticket types to auto assign the appropriate contract
for a ticket type.

Set up ticket document types to support contract restrictions as follows:

1. Goto|p Business Configuration » Implementation Projects 1.
2. Select your implementation project and choose Open Activity List.

3. Gotolp Fine Tune » Activity List } Tickets for Customer Support # Tickets for Customer Support
» Maintain Document Types 4.

4. Add document types and descriptions. A new document type should start with the letter Z.

5. Select a Contract Usage Restriction for each document type as required.

6. Choose Save and Closewhen finished.

Users can specify usage restrictions for each contract item. When a user creates a work ticket, the system
automatically applies the specified usage restrictions based on the ticket type.

4.1.32 Configure Stock for Tickets

Scoping the Stock allows you to view all stock-related information for service technicians, service team, or
service organizations. To use the stock option in a ticket, the administrator would have to assign the Stock work
center to the field service technician business role.

To scope stock for your solution, go to |F Business Configuration # Implementation Projects J. Select your

project and navigate to | Edit Project Scope » Service ¥ Entitlement Management » Stock Location 3 and
select the checkbox. Next, go to the Questions tab to select the option for using the Stock work center to
enable you to view the stock location data.
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To assign the Stock work center to the field service technician business role, go to |+ Administration » Work

Center and View Assignments Jtab. Assign the Stock work center to the field service technician business role
with COD_STOCKLOCATION_WCF ID code.

4.1.33 Configure Knowledge Base Integration for Tickets

The administrator has to scope and enable Knowledge Base Integration in SAP Cloud for Customer solution.

Context

Enabling this feature turns on the solution finder feature of the workspace where your external knowledge base
is integrated.

Procedure

1. Goto|r Business Configuration » Implementation Projects 3 and select the relevant implementation
project.

Click Edit Project Scope.

Click Next > until you reach Questions.

In the Scoping Elements list, select | Service » Customer Care » Service Request Management 3.
Enable Knowledge Base Integration by selecting In Scope for that question.

Click Next .

Click Next .

N o s W

4.1.34 Configure Web Service

Administrators can create a knowledge base web service.

Context

Create a web service to access knowledge base content.
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Procedure

N oo s W

Go to |F Administrator » Mashup Web Services 3.
Click New, then RSS/Atom Service.

Single sign-on (SS0O) is not supported for knowledge base integration.

Enter the URL of the RSS or Atom feed and click Extract Parameters.

The system extracts any parameters and displays them under Input Parameters.

If you already have the input parameters, you can also enter them manually.

Adjust the input parameter values as required, ensuring that the search term parameter is blank.

Save your entries and activate the service.

Example

For example, if the URL for the RSS or Atom feed for your knowledge base vendor is https://
KBvendor . com/search?q=test, then the system would extract the parameter, q, with the constant, test.
You would need to delete the constant value so it remains blank.

4.1.35 Configure Data Mashup

As the administrator, once you've created the web service for your knowledge base, create a data mashup
to specify the mapping between the search parameters used by the system and the web service input
parameters.

Procedure

Go to | Administrator  Mashup Authoring 3.

2. Click New, then Data Mashup to open the guided activity for creating a new mashup.

On the General Information screen, enter the Mashup Name as: KNOWLEDGE_BASE.
The name must be KNOWLEDGE_BASE for the mashup to function correctly.

Enter a description if desired.

For Port Binding, choose Knowledge Base Search. You can type the first few characters into the field for a
quick search, or select from the value list.

5. Select Next to define the mashup details.

6. Select + Binding Port under Add Initial Input. The Input-Binding Port should be

54

Knowledge_Base_Search_Info.

Click the Input-Binding Port title to open the properties. Enter a test search expression that you know will
return results.
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You'll use the test search expression to preview the mashup results later in this process.
8. Add a service and select RSS/Atom Service.
9. Select the knowledge base web service you created previously as the source for the data mashup.

10. Edit the source properties by clicking the Service Source title. For the input variable you configured in the
web service, select the Search Expression parameter.

11. Click Preview to preview the results of your test search expression in the result pane.
12. Click Next to review the mashup.

13. Verify the details and click Finish to save and activate your mashup.

4.1.36 Configure SAP JAM as Knowledge Base for Tickets

The administrator would scope and configure SAP Jam as a knowledge base for ticket responses.

i Note

Your system must be integrated with SAP Jam for Feed content before you can use SAP Jam as a
knowledge base.

To scope, go to |# Service » Customer Care ¥ Service Request Management # Questions 3. In the scoping
questions for the Knowledge Base Group, select and scope the question Do you want to use SAP Jam as a
knowledge base provider?

4.1.37 Set Up SAP JAM for Collaboration

As the administrator, once you've enabled SAP JAM for collaborating in a ticket, set up SAP JAM in your
system.

Follow these steps for setting up your system:

In SAP JAM, register your solution as an OAuth Client.
In your solution, register the SAP JAM system.
In SAP JAM, register your solution as a SAML Identity provider.

AW

Confirm successful integration within your solution.
->Tip

We recommend using dynamic on-boarding, without explicit user mapping. There are several ways to
achieve this. Refer to the screenshot and find the appropriate option that addresses your user provisioning:
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4.1.38 Configure SAP JAM Integration in Ticket

To use SAP JAM to collaborate and resolve a ticket, the administrator must first enable the feature, and
integrate it with our solution.

Go to | Scoping # Business Configuration  Implement Project » Edit Project Scope » Communication and
Information Exchange » People Collaboration, Intranet and External Services » Communities and Document

Management » Questions 3. Under SAP JAM Integration, select the question: Do you want to integrate SAP
JAM with your cloud solution?
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4.1.39 Configure System Processing Type for External
Procurement

Each of the item processing codes maintained in fine tuning for Tickets is associated with and mapped
to certain values and flags. These can be Pricing Relevant, SAP ERP Relevant, or Scheduling Method. The
administrator can set these values and flags in the system using the business configuration activity list.

Maintain system processing type code for External Procurement, which would in turn create a SAP ERP sales
order with procurement items (item category TAS). This can also be used for SAP ERP sales order with regular
items (TAN).

4.1.40 Configure Processor and Team Consistency Check

You, as an administrator can configure the processor and team consistency check in business configuration
scoping. If enabled, the consistency check ensures that the ticket processor belongs to the team assigned to
the ticket.

If you disable the consistency check, you can override the consistency check and assign any user as the ticket
processor, even if that user isn't a member of the team currently assigned to the ticket.

Navigate to | Business Configuration ¥ » Implementation Projects ¥ Questions » Service » Customer Care

» Service Request Management 3, and under the Processor and Team Consistency Check section. There are two
questions in this section. They're mutually exclusive: if you select one you can't select the other.

¢ Disable consistency check between processor and service support team when reassigning a ticket?

* Enable check and assign primary and secondary processor based on their service team when reassigning
ticket?

Team and Processor Consistency Check Options

Nothing scoped in this section The system checks whether the processor is a member of
the currently assigned team. If a new processor is assigned
and not a member of the currently assigned team, the team
assignment is removed. If a new team is assigned which
doesn't include the current processor, the processor assign-
ment is removed.

"Disable consistency check ..." in scope Turns off the check and allows you to assign any processor
and team.

"Enable check and assign primary and secondary pro- Enables consistency check, and the system also considers

cessor ..." in scope secondary team assignment. Therefore, if you change the

assigned team, and the current agent has a secondary re-
lationship with the new team, then the system retains the
agent assignment.

i Note

If you wish to make the team field mandatory so that a processor team is always assigned, set the field as
mandatory in fine tuning for involved parties. Setting the filed as mandatory in fine tuning ensures that a
warning appears in case you assign a new processor to a ticket who doesn't belong to the current team by
primary or secondary assignment.
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Related Information

Configure Involved Parties in a Ticket (Customer and Employee Support) [page 72]
Your administrator would have to maintain Involved Parties in a ticket for Customer and Employee Support
via fine tuning.

4.1.41 Configure Workflow Rule Triggers

Administrators can trigger workflow rules based on the value of the Pricing Status and ERP Release Status
fields, or on keywords contained in ticket subject and body.

* Create workflow rules based on the values in the Pricing Status and ERP Release Status fields. These
triggers allow you to set up rules that automatically release a ticket to an SAP ERP system, or request
pricing information.

¢ Keywords contained in the subject or body text of a ticket can also trigger workflow actions. For example,
route tickets based on whether certain text appears in the ticket. The text or keywords can be entered by
the customer or the agent. For tickets generated from e-mail channels, the body text of the e-mail message
is copied into the ticket description. Therefore, defining rules based on the ticket description is equivalent
to monitoring for keywords in the body of incoming messages.

4.2 Create Tickets

You can create a ticket manually from the Tickets or Work Ticket work centers, and employee support (within
our solution) based on incoming communication from various available channels.

Click the Create icon (at the bottom of the screen) to create a new ticket. We recommend data input in the
Type, Source, and Subject fields. Of course, the Subject field is mandatory. The Source field dropdown let's you
select the source of the incoming communication that led to the ticket creation. The dropdown list displays
communication channels based on what is configured and integrated in your system.

i Note

When you create a ticket manually, you are able to use certain source types. The remaining source types
are assigned to a ticket when the tickets are created via available channels.
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You can create a ticket from the following screens:

T3 00 gy 1)

Ticket
Copy e-mail to multiple Tickets
Create from un-associated e-mails
Sub Tickets (from Related Items tab)
Account
Contact
Contract
Opportunity
Sales Order
* Task
* ltems
* Involved parties
Individual Customer
Registered Products
Employee
Installed Base
Installation Point
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* Maintenance Plans

The ticket gets automatically associated to the object from where you created.

Disable Contact Determination for Tickets

Disable the contact determination for tickets created from registered product.

Procedure

1. Navigate to |* Business Configuration ¥ Implementation Project 3.
2. Select your project and click on | Edit Project Scope # Scoping ¥ Questions ¥ Service » Customer Care
» Service Request Management ¥ Party determination for Installed Base / Installation Point / Registered

Product 3.
3. Select the scoping question - Use rules to determine contact of account when creating new ticket from
registered product.

4.2.1 Configure Ticket Creation

Administrators can configure ticket creation using the quick create form, or create tickets in detail view.

Go to |F Administration ¥ Service and Social ¥ Tickets j Ticket Configuration 3.

To create new tickets using ticket detail view, select the option labeled: Create tickets in detail view. If this
option left unselected, the default behavior is to create new tickets with the quick create form.

| Restriction

Creating tickets in detail view is currently incompatible with offline mode on mobile devices. Use the default
quick create form if your organization uses offline mode.

4.2.2 Configure Reporter at Ticket Creation

Use party determination to configure whether the reporter information is copied from the account data linked
to the ticket.

Context

Your administrator can choose whether the ticket reporter is copied from the account contact information,
entered as the currently logged in user, or entered manually.
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Procedure

1. Go to Business Configuration and search for Ticket. Your search returns the Tickets for Customer Support
and Tickets for Employee Support activities.

2. Based on your scenario, click either of the links and navigate to Maintain Involved Parties.
3. Select the Reporter role, and then select Maintain Determinations.

4. Select the steps used to populate the ticket reporter field.

* Copied from Partner Contact

* Copied from Contact of Account
* Copied from Individual Customer
* Current User

- Tip

Each of these steps is evaluated in the order shown. The first value found is used to fill the reporter
field. For example, if you select all four steps, and there is no account associated with the ticket, then
the currently logged in user is used as the reporter. If no steps are selected, then the reporter must
always be entered manually.

If the ticket is created as a follow-up, or copied from an existing ticket, then the reporter and other
party information is copied from the source object.

4.3 Manage Tickets

Learn about the options and parameters you have for handling ticket setup and management in the solution.

You have a wide variety of options for classifying, organizing, linking, and routing tickets in the solution. Your
administrator or service manager sets many of these options based on how your organization uses tickets.

Managing the Ticket List [page 62]
The Tickets tab displays all tickets in the solution.

Use Ticket Types [page 65]
Select a ticket Type to define the kind of ticket you are creating in the system.

Status Handling in Tickets [page 66]
You can maintain dictionary entries for the user status, combine the dictionary entries, assign them to
status schemas, and finally assign the status schemas to ticket types.

Assign Involved Parties to Tickets [page 71]
You can assign involved party to a ticket at creation or after creating the ticket.

Number Range in Tickets [page 75]
Ticket Number is created and assigned at the creation of the ticket. Administrators can define number
ranges for tickets. When you create a ticket the system automatically determines the next free number
of the defined number range.

Apply Access Restrictions to Tickets [page 76]
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Apply consistent access restrictions to the various ticket work centers. The administrator sets this up
in the system.

Time Points [page 77]
Time Points comprise of various time lines in a ticket providing you with information about when
certain ticket tasks were created, highlighting deadlines, and the time range when a ticket for a
particular stage of processing needs to be completed.

Credit Check in Tickets [page 79]
You can check the credit status, credit limit, and credit exposure for your customers before providing
them any service.

Organize Tickets with a Ticket Hierarchy [page 79]
Organize tickets by adding sub-tickets to a main ticket.

Determine Skills in Tickets [page 80]
In tickets, skills are determined from customers, registered products, products, and installed base.
Skills can be determined in tickets only in the online mode.

Define Service Location in Tickets [page 82]
The Service Location in a ticket refers to the location or address where the service would be
performed. The address can be defined as: Address of a Business Partner (Ship-To-Party), Address of
an Installation Point or Installed Base or Registered Product, Document-specific address in the ticket.

Route Tickets [page 82]
Set up ticket routing based either on organizational structure or team and territory.

Next Ticket [page 87]
The next ticket queue can help you process tickets more efficently.

Set Up Service Level Agreements for Tickets [page 89]
Service levels determine the initial response and completion due time for processing customer support
tickets.

Create Service Categories for Tickets [page 92]
Service categories are used to capture consistent information, to allow for reporting and
benchmarking, and for determining service level assignments.

4.3.1 Managing the Ticket List

The Tickets tab displays all tickets in the solution.

Once you log on to the system, navigate to [ Service j» Tickets 1 to view tickets in the system. You have further
options to see a list of open and in-process tickets from this tab by choosing a different search filter.

i Note

You can't delete tickets from the system, but tickets with status set to Irrelevant are removed from all lists.
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The following graphic shows the tasks that you can perform with the tickets in your ticket list:

i

Set as lrrelevant Change Ticket Status

Assign Ticket to Escalate / ' -

Self / Agent/ De-escalate
Processing Ticket Team / Territory Ticket Open Ticket to
in Ticket List Resolve and Respond
%
Add Mote Change Ticket Priority

->Tip

You can find all ticket processing options in the Actions menu.

Here's a short video to get you started working with tickets:

Related Information

4311 Ticket Queries

Use the queries in the ticket list to narrow the pool of tickets shown. Here are a few selected queries and how
they act to filter the list.

Ticket Queries

Query Description
My Tickets Tickets with you (the logged in user) assigned as the agent.
My Team Tickets assigned to your team or teams. If you don't belong

to any service team, then the query returns all tickets.

All Tickets Returns all tickets.
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Query Description

Tickets with My Involvement Tickets listing your user in any role.

Work Tickets with My Involvement Work tickets listing your user in any role.

My Team Queue Open or in-process tickets assigned to your team or teams.
i Note

All queries shown in the table exclude irrelevant tickets (tickets with status set to irrelevant).

4.3.1.2 Edit Ticket Subject and Priority in Work List

Update ticket subject and priority in the work list without having to open the ticket detail view.

Context

You, as an administrator can enable editing in the work list by logging into the fiori client, navigating to your
user profile menu and selecting | Settings  Company Settings ¥ Enable Editing in Dataset in Fiori Client 4.

Procedure

1. Find the ticket you wish to edit in the ticket list.
2. Select the ticket, then select the Edit icon at the top right of the list.

3. Select the ticket subject or priority and edit as required.

Select a new priority from the menu. Subject is a text field you can edit as usual.

4. Select Save to save your changes and exit edit mode.

4.3.1.3 Tickets Tab in Detail View

You can link tickets to related objects such as accounts, customers, contacts, and opportunities. Related
tickets appear in the Tickets tab in the object detail view.

You can search, sort, and filter the related tickets list. Choose default views to see:

* AllTickets
* Tickets | Created
* Tickets Involving This (Object) in Any Role
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4.3.1.4 Show Tickets with Account in Secondary Role

View tickets where the current account, contact, or individual customer is involved in a secondary role.

Context

When you open the tickets tab for an account, contact or individual customer, the default view for the list
shows you tickets where the account, contact, or individual customer has the primary role. You can select a
view with broader parameters to see tickets that include the current account, contact, or individual customer in
a secondary role, such as the bill-to or ship-to party.

Procedure

1. Open the Tickets tab for an account, contact, or individual customer.

2. Select the view labeled: Tickets involving Account in Any Role.

The filter label reflects the type of object you're viewing - Account, Contact, or Individual Customer.

4.3.2 Use Ticket Types

Select a ticket Type to define the kind of ticket you are creating in the system.

SAP provides one standard ticket type each for Employee Support and Service Request. You can define
your own ticket types and associated processes. Administrators can define new ticket types in business
configuration, where this is referred to as document types.

i Note

You can only configure settings for the document or ticket type that you create.

Based on the ticket type, you can define the status schema; whether it is relevant for external pricing, contract
use, work tickets, or ATP (available to promise).

Example

If you'd like to handle inquiries, feedback, or complaint processes differently in your organization, you would
create three different ticket types.

Solution Guide for SAP Service Cloud
Tickets PUBLIC 65



4.3.21 Configure Document Types in Tickets

Document types represent ticket types in your application. Your administrator can help you create custom
ticket types via fine tuning.

Create custom ticket types in your solution to:

¢ filter your tickets
* define reports

* assign service levels and define flexible notifications. For more information, see Configuring Service Level
Agreements and Configure Workflow Rules topics.

To configure Document Types in a ticket for Customer and Employee Support, go to Business Configuration
and search for Ticket. Your search would display the Tickets for Customer Support and Tickets for Employee
Support activities.

Adding a Document Type

1. Click Maintain Document Types.
2. Click Add Row and enter the required document type code and a description.

3. Decide the process variant that you want to use the document type for. For Example: employee or
customer support. You can make the type visible by checking the Requires Work flag. You can also select a
different status schema.

The process variant controls the appearance of work centers, fields, and status suitable for the
corresponding processes.

i Note

The process variant is pre-set with the corresponding setting, based on whether you opened the
activity under Tickets for Customer Support or Tickets for Employee Support.

4. Save your changes.
5. To delete adocument type, simply select the entry you want to delete and click Delete. Save your changes.

i Note

You can't delete document types that are used in your tickets.

4.3.3 Status Handling in Tickets

You can maintain dictionary entries for the user status, combine the dictionary entries, assign them to status
schemas, and finally assign the status schemas to ticket types.

In a Ticket, for the user status dropdown list, only those entries that you've maintained via configuration
display.
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i Note

You can set the status for multiple tickets in the Tickets tab.

Example
TICKET Subject:  Example status schema
3999104 Status: | ppen B Priority:
MNext Response Due; In Process Completion Due:
Example Status
Team: Completed Installed Base ID:
Closed
OVERVIEW INTERACTIONS FEED SERVICE AND REPAIR ACTIVITIES
[
This is an explaination text

Example

The following are few commonly used status:
Work Progress Status

¢ Open
* Partially Ready:
¢ Atleast oneitemisin status Ready, and at least one item is in status Open or In Scheduling.
* Inscheduling
* Ready:
¢  When Requires Work flag is set (via Ticket Type or Status), item work progress status is automatically
set to Ready.

* If Resource Scheduling is scoped, then for items with service requirement, scheduling flag is set. Those
items aren't directly set to status ready. Status is set to Ready when an assignment is created.

e Started:

* Status Started is set when actual quantity of one item is changed, or when item action Start Work is
triggered.

® Finished:

* Use the Finish Work item action to set the ticket status to Finished. Finish Work also copies the planned
quantity to actual quantity for an item, and marks the item as Read Only, preparing the item for
release to ERP.

Release to ERP Status

* Not Relevant
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* Not Released to ERP
* Releasedto ERP

4.3.3.1 Configure Ticket Status Dictionary

To use your own ticket statuses in your processes and schemas, the administrator would have to create the
statuses first in the Ticket Status Dictionary and assign them to life cycle and assignment status.

To maintain entries for ticket status schemas, you first create them in the Ticket Status Dictionary. Go to

|\ Business Configuration § Implementation Projects . Select your project and navigate to | Open Activity
Lists » Fine-Tune J and search for Tickets for Customer Support. Click Maintain Status Dictionary Entries, and

using the Add Row button, maintain the status and create additional status for tickets here.

Use the status values you create in ticket status dictionary and then go to Ticket Status Schemas to assign
them to a ticket.

The following table lists the pre delivered status values that you can select in the ticket and the possibilities to
change them in the ticket. When you create your statuses keep these possibilities in mind.

You can change the description of the pre delivered statuses, but you can't delete them.

Current Status Reachable Statuses Non-Reachable Statuses Description
Open * In Process * Copied to CRM This status is not reachable
* Customer Action * Closed from any other value.

* Completed

In Process * Copied to CRM * Open If the status changes from

* Customer Action * Closed In ProcesstoClosed
the system completes and
closes the ticket.

* Completed
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Current Status Reachable Statuses Non-Reachable Statuses Description

Copied to CRM None * Open This status is only reachable
* In Process after In Process. If this
status is set the ticket is
replicated to the SAP CRM
On-Premise system. It is not

®* Customer Action
* Completed

* Closed reachable if the document

is inconsistent and it can-
not be changed in the SAP
Cloud for Customer system.
But the status is changeable
for inbound actions because
in case a ticket is set to
Completed in the CRM On-
Premise system the status
Completed is written back
to the Cloud system.

Requires Work * In Process * Open when creating a ticket, if you

* Copied to CRM e Closed select the ticket type as work
relevant, the Requires Work

status flag gets enabled.

* Completed

Completed * In Process * Open A ticket, which is

* Customer Action * Copied to CRM Completed cannot be set

e Closed toCopied to CRM. In
Process is not reachable
if the ticket was completed
by the On-Premise system. A
ticket can only be revoked if
it was not transferred to an
On-Premise system.

Closed None * Open If a ticket is closed, it is not
* In Process possible to open it again. This
* Copied to CRM status can only be used for
_ tickets still in the system.
* Customer Action )
New tickets are not allowed

* Completed touse Closed.

i Note

Once a ticket is set to
closed, you can't change
the ticket status.

Besides these, our solution also provides you with various statuses for tickets integrated with SAP ERP. The
SAP ERP ticket statuses are as follows:
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* Release to SAP ERP: Once your work on the ticket is complete, you can set the action to Finish Work. The
ticket is now ready to be released to SAP ERP.

* Release Pending: When the ticket is in process the ticket has the Release Pending status.

¢ Release Discarded: If there are issues when data is sent to SAP ERP, errors display in the error log of the
ticket.

* Released: If there are no issues in the ticket data when released to SAP ERP, the status updates to
Released.

Add and Delete Ticket Status

To add a status click Add Row, enter a description, select the wanted life cycle and assignment status, and save
your changes.

To delete a status, select the corresponding status line, click Delete, and save your changes.

4.3.3.2 Configure Status Schemas for a Ticket

In addition to the standard status and status schemas for tickets, you can specify custom ones as well
by mapping them to a valid combination of life cycle status and assignment status. The administrator can
configure this activity via fine tuning.

You can change visibility, and sequence of the standard statuses. With the status schemas, you can realize
different processes in your company. For Example: you can create a status schema for your internal employee
support, as well as a status schema that is valid for the interaction with your partners.

To maintain status schemas in a ticket for Customer and Employee Support, go to Business Configuration and
search for Ticket. Your search displays the Tickets for Customer Support and Tickets for Employee Support
activities.

* Adding a New Status Schema
1. Under Status Schemas click Add Row.
2. Enter anID and a name for the schema.

3. Save your changes.
Now you can assign statuses to your schema.

* Assigning Status Codes to Schema
1. Click Add Row under Assign Status Codes to Status Schema.
2. Enter a number in the column Sort Sequence to specify the status sequence in the dropdown list in the
application.
3. Select a Status from the value help that comes from the Ticket Status Dictionary.

4. Decide whether this status should be the initial entry for all newly created tickets and whether it should
be visible in the dropdown list in ticket handling.

i Note

* Only the Open Life Cycle Status can be selected as initial status.
* You can select the Closed Life Cycle Status but you can't set it to visible.
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5. Then save your changes.

* Maintaining a Status Schema
You can change the name of a schema and the sort sequence of the assigned statuses, statuses itself, and
checkboxes Initial Status and Status Visibility.

* Deleting
Select the line that you want to delete and click Delete.

i Note

Only statuses can be deleted that aren't used.

4.3.3.3 Assighment Status of a Ticket

The Assignment Status of a ticket tells you who the ticket is assigned to and has several options.

* Processor Action: The ticket is created by the requestor and the processor has to react to the ticket, for
example, the customer creates a ticket and the first level support reacts to the ticket.

* Planner Action: The ticketis forwarded to a planner or technician who has to do the work, such as
repairing a technical issue, or delivering services. This assignment status sets also the Requires Work flag
in the ticket.

* Requestor Action: The ticket isin process and the support colleague asks the customer to do
something on his or her side to solve the issue.

* Provider Action: The first level support cannot solve the ticket alone and needs help from the
second level support or a third party provider. He or she can use this status and the ticket is forwarded
automatically to the corresponding destination, for example, an external system.

* Not Assigned: Can only be used with Life Cycle Status Closed.

4.3.4 Assign Involved Parties to Tickets

You can assign involved party to a ticket at creation or after creating the ticket.

You can automatically determine involved parties for a ticket using determination rules and master data. Add a
role and party based on maintained configuration. You can activate or deactivate these roles in configuration.
However some party roles are set as mandatory by default and you cannot deactivate them.

While creating a ticket for a registered product, party information such as Customer and Service Technician, is
copied to the ticket from the registered product. For some parties the information is based on involved party
determination rules defined for the ticket.
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4.3.4.1 Configure Involved Parties in a Ticket (Customer
and Employee Support)

Your administrator would have to maintain Involved Parties in a ticket for Customer and Employee Support via
fine tuning.

Context

You can automatically determine all involved parties for business transactions and their related documents
using party roles and determination rules. This allows you to streamline account team assignments, and
ensure that business partners are correctly assigned to business objects in a way that matches your company
processes.

Procedure

1. Goto Business Configuration and search for Ticket. Your search would display the Tickets for Customer
Support and Tickets for Employee Support activities.

2. Based on your scenario, click either of the links and navigate to Maintain Involved Parties. You can decide
which party roles you want to use in your application. However some party roles are set as mandatory by
default and you cannot deactivate these.

3. Add or edit party roles and under Party Role Assignments click Add Row.
4. Select a Party Role from the dropdown list.

5. Decide whether the role should be, for example, active, mandatory, unique, or should be forbidden for
manual changes.

6. Save your changes.
Then click Maintain Determinations where you can edit the determination for the newly added party role.

8. For Delete Role Assignments, select the line you want to delete and click Delete.

Related Information

Scope and Configure Involved Parties [page 973]
Administrators can configure involved parties using scoping, scoping questions, and fine-tuning activities.
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4.3.4.2 Configure Reporter at Ticket Creation

Use party determination to configure whether the reporter information is copied from the account data linked
to the ticket.

Context

Your administrator can choose whether the ticket reporter is copied from the account contact information,
entered as the currently logged in user, or entered manually.

Procedure

1. Go to Business Configuration and search for Ticket. Your search returns the Tickets for Customer Support
and Tickets for Employee Support activities.

2. Based on your scenario, click either of the links and navigate to Maintain Involved Parties.
3. Select the Reporter role, and then select Maintain Determinations.

4. Select the steps used to populate the ticket reporter field.

* Copied from Partner Contact

* Copied from Contact of Account
¢ Copied from Individual Customer
* Current User

- Tip

Each of these steps is evaluated in the order shown. The first value found is used to fill the reporter
field. For example, if you select all four steps, and there is no account associated with the ticket, then
the currently logged in user is used as the reporter. If no steps are selected, then the reporter must
always be entered manually.

If the ticket is created as a follow-up, or copied from an existing ticket, then the reporter and other
party information is copied from the source object.

4.3.4.3 Configure Custom Involved Parties for Tickets

The administrator can configure custom involved parties for a ticket. You can then determine custom involved
parties from Installed Base or Registered Product, using the party determination framework.

Use the determination option for Installed Base and Registered Product for custom parties to provide flexibility
to customers where they can add custom involved parties to a ticket and also take advantage of the party
determination framework for custom involved parties.

Solution Guide for SAP Service Cloud
Tickets PUBLIC 73



To add a custom involved party, navigate to |+ Business Configuration ¥ Activity List # Tickets for Customer
Support ¥ Involved Parties 3.
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4.3.4.4 Enable Party Determination Rules for Creating
Tickets from Registered Products, Installed Base,
and Installation Points

You can choose to determine the Service Technician and Service Technician Team using party determination
rules instead of copying this information from the associated registered product, installed base, and installation
point, when creating ticket from them. Your administrator can enable this option by selecting the related
question in business configuration.

Go to | Business Configuration ¥ Implementation Projects 4. Select your project and navigate to | Edit Project

Scope ¥ Questions ¥ Service ¥ Customer Care j Service Request Management 3, and under the Business
Option, select the scoping question: Use rules to determine technician and team when creating new ticket
from registered product, installed base, or installation point?
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4.3.4.5 Add Contact for Custom Involved Party in a Ticket

Add a contact for custom involved party of category Other Party directly in a ticket.

Go to |l Tickets # Involved Parties 3 and set contact field for custom parties.
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4.3.5 Number Range in Tickets

Ticket Number is created and assigned at the creation of the ticket. Administrators can define number ranges
for tickets. When you create a ticket the system automatically determines the next free number of the defined
number range.

Number range for tickets may not always be in sequence. Depending on where the ticket is created the
corresponding number ranges is picked up and assigned. Hence they may not be in the sequence.

Sometimes there maybe missing ticket numbers. Ticket number is created and assigned at the creation of
the ticket. If the Ticket fails to save due to user cancellation or any other process this number would be lost
explaining the missing ticket numbers.

4.3.5.1 Configure Number Range in a Ticket

The administrator can configure the number range for your tickets via fine tuning.

You can maintain Number Range in a ticket for Customer and Employee Support. Go to Business Configuration
and search for Ticket. Your search would display the Tickets for Customer Support and Tickets for Employee
Support activities.
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1. Click Maintain Number Range.
2. Adapt the Begin Number and End Number.
3. Save your changes.

4.3.6 Apply Access Restrictions to Tickets

Apply consistent access restrictions to the various ticket work centers. The administrator sets this up in the
system.

When access restrictions are applied to any ticket work center, they apply to context access. This results in the
most lenient access all tickets-related work centers that share the access context.

Ticket work centers in same access context

Work Center Technical Name

Tickets SEOD_TICKETMD_SADL_WCVIEW
Queue SEOD_QUEUE_SADL_OWL

(Not visible to end user) TICKET_DESKTOP_NAVIGATION
(Not visible to end user) TICKET_TABLET_NAVIGATION

- Remember

All work centers assigned to a business user or business role that share the same access context should
have the same level of access restriction.

4.3.6.1 Configure Access Restriction for Tickets Via
Business Role

The administrator can restrict some business roles from creating new tickets, by configuring authorization via
Access Restriction. This feature restricts ticket creation to selected employees, based on their role.

Navigate to [ Administrator » General Settings » Users » Business Roles 3 and select the necessary business
role to set up access restrictions for ticket creation.

i Note

This feature is available online only.
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4.3.6.2 Configure Ticket Access by Employee Service
Organization

You, as an administrator, can authorize all service-related screens by employee service organization, rather
than by service unit. Authorizing by organization enables all employees within a service organization to access
tickets assigned to any employee within the organization hierarchy.

Go to | Administrator » General Settings » Users » Business Roles

1. Select the business role, then select the Tickets work center view.

2. Select View All, then on the Access Restrictions tab, select the technical name:
SEOD_TICKETMD_SADL_WCVIEW.

3. Select restriction rule: 6 - Service Organization of Employee.

4.3.7 Time Points

Time Points comprise of various time lines in a ticket providing you with information about when certain ticket
tasks were created, highlighting deadlines, and the time range when a ticket for a particular stage of processing
needs to be completed.

The following list provides you with options of ticket tasks that you might want to capture in your ticket:

Time Point Explanation
Request Receipt Time Point Time point at which a request is received, and when Ticket is
reopened.
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Time Point

Explanation

Warranty start reference time point

Together with a duration from the date profile, the warranty
start reference time point determines the start date of a
warranty, which is assigned to a ticket.

Escalation Time Point

Time point when the ticket was escalated. Deescalation initi-
alizes the time point.

Posting Time Point

Time point at which an accounting document in Financial
Accounting becomes effective and the period balances of
the concerned accounts change.

Due Date for Completion

Time point at which something shall be completed.

Due Date for On-site Arrival

Time point at which the technician shall be at the customers
site.

On-site Arrival Date

Time point at which the technician arrived at the customers
site.

Due Date for Resolution

Time point at which the issue shall be fixed for the customer.

Resolved On Date

Time point at which the issue was fixed for the customer.

Due Date for Initial Review

Time point at which an initial reaction should take place (Set
to In Process)

Due Date for Response

Ticket creator(such as: Customer) will be continuously in-
formed about the Ticket status and progress. As long as the
ticket is in “Processor Action”, the processor needs to send
an update, such as:. every 2 hours.

Response by Processor Reference Time Point

Reference Time point for calculation of Due Date for Re-
sponse

Response by Processor Time Point

Time point at which the processor sends an update to the
requester (such as: Customer). Sets also the reference time
point.

Response by Requester Time Point

Time point at which the requester (such as: Customer)
sends an update onto the Ticket. Sets also the reference
time point.

Request Closed at Time Point

Time point at which a request is considered as finally closed.

Request Finished at Time Point

Time point at which the processing of a request is com-
pleted.

Request Initial Receipt Time Point

Time point at which a request is received for the first time
(customer reports incident)

78 PUBLIC

Solution Guide for SAP Service Cloud
Tickets



Time Point Explanation

Request in Process at Tme Point Time point at which an order is taken up for processing.

You would be able to see the maintained Time Points in a ticket as displayed in the following screenshot:
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4.3.8 Credit Check in Tickets

You can check the credit status, credit limit, and credit exposure for your customers before providing them any
service.

In a ticket, selecting |» Actions » Request External Pricing A would provide you information for Credit Status,
Credit Limit, and Credit Exposure from the SAP ERP system.

i Note

Credit Status is added in Ticket Approval workflow as a condition.

4.3.9 Organize Tickets with a Ticket Hierarchy

Organize tickets by adding sub-tickets to a main ticket.

View ticket hierarchy under ||+ Service » Ticket Hierarchy
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4.3.9.1 Sub-Tickets

Sub-tickets enable you to group multiple tickets under one main ticket. For example, several tickets created
due to the same root cause can be grouped under one main ticket and closed once the underlying issue is
resolved.

From the ticket detail view, Sub-Tickets tab you can perform the following actions with sub-tickets, both online
and while working in offline mode:

¢ Add an existing ticket as a sub-ticket

* Create a new ticket as a sub-ticket to this main ticket
¢ Set status for one or more sub-tickets

* Additems to sub-tickets

You can quickly add the current ticket as a sub-ticket by entering a ticket ID in the Main Ticket field in the
header area on the Overview tab.

4.3.9.2 Configure Main Ticket Closure

Administrators can configure the solution to prevent closing main tickets with open sub-tickets.

Go to |r Business Configuration ¥ Implementation Projects J. Select your project and navigate to |» Edit
Project Scope # Questions » Service ¥ Customer Care  Service Request Management ¥ Questions j# Ticket
Completion 3.

To prevent closing main tickets with open sub-tickets, select the scoping question: Do you want to prevent users
from completing main tickets when sub-tickets remain open?

4.3.10 Determine Skills in Tickets

In tickets, skills are determined from customers, registered products, products, and installed base. Skills can
be determined in tickets only in the online mode.

The Skills tab of Tickets displays the list of all skills that are determined or added at the tickets header level. If
any of the entities ( customers, registered products, products, or installed base) is updated in a ticket, skills are
redetermined. You can modify a skill by selecting or deselecting the Mandatory checkbox. You can also delete a
skill. If a skill is updated manually, it is not updated during redetermination.

If you want to add additional skills, you have to add them manually. To add skills manually to tickets, on the
Skills tab, click Add and in the Add Skills window, enter the required details.

i Note

If you want to make the skill mandatory, select the Mandatory checkbox.

When you add a new skill, skills are redetermined in the ticket.
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»» Example

There is a ticket for a customer named BlueDrive, and French is maintained as a language skill for this
customer. The ticket also has a registered product associated to it. The Serial ID is SOLGRD 98907870. For
this registered product, the Processing Unit Repair skill is maintained. Therefore, based on the customer
and the registered product, these two skills (French and Processing Unit Repair) are determined for the
ticket.

Tickets & BlueDrive [x]
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Determine Skills in Ticket Items

When an item is added in a ticket, skills from the ticket header are determined for the item as well. Skills
maintained for a product are also determined at the ticket item level.

The Skills tab at the ticket item level displays the list of skills for that item. You can modify a skill by selecting or
deselecting the Mandatory checkbox. You can also delete a skill.

If you want to add additional skills, you have to add them manually. To add skills manually to a ticket item, on
the Skills tab, click Add and in the Add Skills window, enter the required details.
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i Note

If you want to make the skill mandatory, select the Mandatory checkbox.

If an item is in Ready or equivalent status, you cannot update or determine the skill.

4.3.10.1 Configure Skills in Ticket

The administrator must enable Skills via business configuration to use the feature in ticket.

Go to |» Service » Customer Care j» Service Request Management » Questions i and select the question: Do
you want to enable Skills Functionality in Ticket?

4.3.11 Define Service Location in Tickets

The Service Location in a ticket refers to the location or address where the service would be performed. The
address can be defined as: Address of a Business Partner (Ship-To-Party), Address of an Installation Point or
Installed Base or Registered Product, Document-specific address in the ticket.

* Address of a Business Partner (ship-to-party):
Create a new ticket and enter a customer. The service location information is automatically referenced
from the customer information.

* Address of an Installation Point, Installed Base, or Registered Product:
Create a new ticket and enter a customer, and serial ID of the product. The service location information is
automatically referenced from the information maintained in the product via serial ID.

* Document-specific Address in Ticket:
Create a new ticket and enter service location information directly in the ticket.

4.3.12 Route Tickets

Set up ticket routing based either on organizational structure or team and territory.

4.3.12.1 Route Tickets by Team or Territory

Set up ticket routing based on service teams or territories.

i Note

Among other properties, you can specify customer language as a ticket routing rule criteria to assign
tickets to a team or a territory.
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4.3.12.2 Configure Ticket Routing Rules

Administrators can create routing rules for automated ticket assignment.

Context

| Restriction

Your organization can choose to route tickets either with routing rules, or by work distribution, but not
both.

Procedure

1. Goto|r Administrator ¥ Service and Social » Work Distribution J, then select one of these options:

* Ticket Routing Rules by Organization or Territory
* Ticket Routing Rules by Employee
2. Set up the rules table with Adapt Columns.

The first time you set up business rules you must configure the rules table. By default, the first 20 fields on
the screen appear as columns in the table. Use the left and right arrow buttons to remove any unwanted
default columns and add only the fields you wish to use. You can have up to 15 columns in the table,
including the results column.

->Tip

Use only the columns required for assigning objects. Extra columns can impact performance. You can
add additional columns and rules at any time.

3. Choose Insert Row above the rules table. A new row with an asterisk in each field of the row is added to the
table.

You can add values to more than one field in a row. The fields in one row evaluate with a logical AND
relationship. The field values must all evaluate to true in order for the rule to evaluate to true.

4. Click the asterisk symbol (*) in a cell to enter a value for that field. The rules table offers a variety of logical
operators to define your values.

->Tip

We recommend that you take full advantage of operators to consolidate your rules for better
performance.

For example, if your rules determine assignments based on ZIP codes, use the Between operator to set
up a range of ZIP codes in sequence. Use the Include operator to group ZIP codes that have the same
prefix.

The Comparison Operations document in the Related Links section provides detailed information on
operators in your solution.
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5. Continue to add rows for each desired result.

The system compares rows using the logical OR operator. The system compares each rule, top to bottom,
until ONE evaluates to true.

Rearrange rows by selecting the row and clicking Swap.

->Tip

Among other properties, you can specify customer language as a criteria for ticket routing rules, to
assign tickets to a team or a territory.

6. Choose Save when finished.
Click Activate Rules.

To enable your changes, you must activate the new rules. Otherwise, the system uses the previous rule set.

Related Information

http://help.sap.com/saphelp_nw73/helpdata/en/50/9eecf3152c4fb08d50e94faaf4a277/content.htm

4.3.12.3 Configure Processor and Team Consistency Check

You, as an administrator can configure the processor and team consistency check in business configuration
scoping. If enabled, the consistency check ensures that the ticket processor belongs to the team assigned to
the ticket.

If you disable the consistency check, you can override the consistency check and assign any user as the ticket
processor, even if that user isn't a member of the team currently assigned to the ticket.

Navigate to [ Business Configuration ¥ ¥ Implementation Projects ¥ Questions ¥ Service  Customer Care

» Service Request Management 3, and under the Processor and Team Consistency Check section. There are two
questions in this section. They're mutually exclusive: if you select one you can't select the other.

* Disable consistency check between processor and service support team when reassigning a ticket?

* Enable check and assign primary and secondary processor based on their service team when reassigning
ticket?

Team and Processor Consistency Check Options

Nothing scoped in this section The system checks whether the processor is a member of
the currently assigned team. If a new processor is assigned
and not a member of the currently assigned team, the team
assignment is removed. If a new team is assigned which
doesn’t include the current processor, the processor assign-
ment is removed.

"Disable consistency check ..." in scope Turns off the check and allows you to assign any processor
and team.
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"Enable check and assign primary and secondary pro- Enables consistency check, and the system also considers

cessor ..." in scope secondary team assignment. Therefore, if you change the
assigned team, and the current agent has a secondary re-
lationship with the new team, then the system retains the
agent assignment.

i Note

If you wish to make the team field mandatory so that a processor team is always assigned, set the field as
mandatory in fine tuning for involved parties. Setting the filed as mandatory in fine tuning ensures that a
warning appears in case you assign a new processor to a ticket who doesn't belong to the current team by
primary or secondary assignment.

Related Information

Configure Involved Parties in a Ticket (Customer and Employee Support) [page 72]

Your administrator would have to maintain Involved Parties in a ticket for Customer and Employee Support

via fine tuning.

4.3.12.4 Configure Ticket Routing Rule Restrictions for Local

Administrators

Assign local administrators to geographical areas for which they can create rules.

Context

Only administrators with global access rights can create and edit restrictions for local administrators.

Procedure

1. Goto|p Administrator » Service and Social » Work Distribution » Ticket Routing Rules 3 to open the rules

table.
2. Choose Add Row above the Local Administrators Restrictions table.
3. Enter a Country and Region to allow for rule creation.

4. Choose a local administrator for that country and region.

The local administrator can create rules that apply only to the specified country and region.

5. Continue to add rows for each local administrator you wish to assign.
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6. Choose Save when finished.

4.3.12.5 Configure Ticket Routing by Organization or
Employee

Administrators can define work distribution rules to enable routing of tickets to particular team or agent
queues.

Prerequisites

| Restriction

Your organization can choose to route tickets either with routing rules, or by work distribution, but not
both.

* You have created or uploaded employee and product data.
* You've created and activated your organizational structure, and set up your teams for ticket handling.

* If your system is configured to support social media channels and you want to use social media channels
as routing criteria, you've configured those channels.

* If your system is configured to support e-mail as a channel and you want to use e-mail as routing criteria,
you have configured e-mail and added the corresponding inbound e-mail addresses.

Context

Work items are tickets in the system created from customer messages. You can also create organizational work
distribution rules to manage escalation routing and routing based on social media channels.

By default, all incoming customer service tickets are visible to all employees with the corresponding access
rights. The Organizational Work Distribution and Employee Work Distribution views enable you to manage the
distribution of customer tickets within your service organization. You create rules that allow the system to
evaluate the tickets and distribute them to the responsible team or the responsible processing agent.

Procedure

1. Goto|r Administrator » Service and Social Settings # Organizational Work Distribution 3, OR Employee
Work Distribution.

2. Select the work category: Service and Support Team for Service Requests - Social Media and choose Edit.
3. Choose Add Rule or Copy Rule.

The system processes work distribution rules according to their priorities. If you have maintained multiple
rules for a work category, the system only uses the first rule that applies. By default, new rules are added to
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the bottom of the list, and so have the lowest priority. To change the priority, move a rule up or down in the
table.

i Note

To ensure that all tickets are routed properly, we recommend that you create a default rule at the
bottom of the rule list. Make the default rule applicable to the properties of any incoming customer
message. If no other routing rules apply, the default rule routes tickets.

4. Enter the name, choose, or enter the ID of the responsible customer service org. unit, or service agent and
enter the validity period for the rule.

5. Go to the Rule Details section and specify the parameters for the rule.

Each of the following parameters appears as a tab. Using the parameters, you can specify which parameter
is to be included in the rule or excluded from the rule.

ABC Classification

Country/region

Product Category

Service Category

Account (Includes all individual customers and customer accounts)
Service Priority Code

Escalation Status

Channel Type

i Note

The social media channel type is only supported by SAP Cloud for Social Engagement.

Channel

6. Choose Check to verify that your rule is consistent and then save your entries.

7. Move the rule up or down in the list to set priority in the processing sequence.

4.3.13 Next Ticket

The next ticket queue can help you process tickets more efficently.
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4.3.13.1 Configure Next Ticket

You, as an administrator can enable and set the scope and order for the next ticket queue.

Context

If your service organization's ticket processing flow allows agents to request tickets from a list, then you can
enable the next ticket feature and set up the queue.

Procedure

1. Goto| Business Configuration » Implementation Projects 3. Select your project and navigate to [ Edit
Project Scope » ¥ Questions » Service » Customer Care ¥ Service Request Management » Next Ticket

Option for Agent 3 and select the scoping question: Do you want to allow agents to request the next
available ticket?

2. Setup the logic that defines which ticket agents receive when they request the next ticket. Go to:
| Administrator ¥ Service and Social # Work Distribution » Next Ticket Configuration 3.
3. Inthe SCOPE section, select the pool of tickets that make up the next ticket queue.

* All tickets that can be viewed and edited by the agent (All Tickets)
* Tickets assigned to the Team to which the agent belongs (My Team Queue)
* Tickets belonging to a Territory to which the agent is assigned

4. Inthe SORTING section, select the fields to use for sorting the tickets, and set the sort order. Select fields
then use the right and left arrow buttons to move the desired Available Fields to the Selected Fields list. Use
the up and down arrows to change the order of the selected fields.

The top field in the list determines the primary sort order. The next field is used as a secondary sort within
the primary order, and so on. Typically, the sort is based on the priority in combination with one or more of
the date fields.

i Note

If the next ticket in the queue is locked - by another user or an automated process - when a user
requests the next ticket, then the locked ticket is skipped and the user receives the following ticket in
the queue.
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4.3.14 Set Up Service Level Agreements for Tickets

Service levels determine the initial response and completion due time for processing customer support tickets.

Service Levels

Use service levels to ensure that your organization delivers adequate service, on time, to all your customers.
Define service levels for your organization in accordance with business priorities, to deliver a competitive cost
model, and to measure performance and quality of customer service. Service levels include rules that impact
tickets, which end up in your Queue.

Service Level Determination Rules

Determination rules are the conditions that determine how a service level is applied. The values and sequence
(top to bottom) set out in the determination rules table is used for selecting and applying a service level for
customer tickets.

| Restriction

To implement service level agreements, configure both service levels and determination rules. You can
restrict service levels to:

* A specific service type or priority maintained at the service level.

* A particular product category, service category, or incident category, or particular country or customer
group that you can maintain in the determination rules.

4.3.14.1 Configure Service Level for Tickets

The administrator would create a new service level in the system.

Context
Follow these steps to create a new service level in the solution.
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Procedure

Go to|F Administrator ¥ Service and Social Settings » SLA Setup 3

Configure the settings for the new service level in the four tabs: General, Reaction Times, and Operating
Hours. The Changes tab is for change history and is blank for new entries.

2. Enter aname, ID, and description for the new service level on the General tab.

Add milestones on the Reaction Times tab.

4. Select a milestone type.

5.

6.

920

* Due Date for Completion

* Due Date for Initial Review
* Due Date for On-site Arrival
* Due Date for Resolution

* Due Date for Response
You can set the Recurring flag for the Due Date for Response option. Each time a customer responds to
a ticket, Due Date for Response is recalculated according to the time you define for this milestone (in
the Operating Hours tab under Time Ranges).

| Restriction

Automatic alerts for overdue custom milestones are not currently supported in SAP Cloud for
Customer.

Add details for a milestone. Select an entry in the Milestones table and then add rows to the Details of
Milestone table as needed. Select Type of Service, Priority, and Net Labor Time for each row.

You can maintain multiple service types and priorities for a milestone. Add a new row for each priority.
->Tip

For Net Labor Time if you enter the duration in hours, the system only considers operating hours. If
you enter the duration in days, the system uses the Weekly Configuration, but not the time ranges. You
enter this information on the Operating Hours tab in the next step.

* Example

Your working days are from Monday to Friday, from 8:00 to 18:00 and the reporting date is
Wednesday 1.1.2014, 15:00

* If you enter a duration of 2 days the system calculates a due date on Friday, 3.1.2014,15:00.

* If you enter a duration of 48 hours the system calculates a due date on Wednesday,8.1.14,
13:00.

Set the Working Day Calendar, Time Zone, Weekly Configuration, and Time Ranges on the Operating Hours
tab.

Time Ranges allows you to set the hours when your service staff is available. Operating Hours may not be
available, depending on your configuration. If you do not enter operating hours, the system assumes that
service is available 24/7.

Select Save to save the new service level. The service level is saved in the system and added to the Service
Levels tab.
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8. Activate the new service level. Select the row for the newly created service level and select Change Status,
then choose Active. Status options include: Active, Blocked, and Obsolete.

4.3.14.1.1 Recalculation of Custom Milestone

Allows recalculation for custom milestones in addition to the standard milestones.

Recalculation for custom milestone is enabled based on the waiting time. You can do your BADI
implementation to influence the recalculation of the custom milestones as per your business needs.

4.3.14.2 Configure Service Level Determination Rules for
Tickets

Administrators can set up rules that automatically assign service levels to tickets.

Context

When you create or edit a service request or ticket, the system uses rules to evaluate which service level to
apply. When a rule is found that matches the ticket, the system applies the appropriate service level. The
service level pushes details about reaction times and due date calculations to the ticket.

Procedure

1. Goto|» Administrator » Service and Social » SLA Setup # Determine Service Level [to open the rules
table.

2. Setup the rules table with Adapt Columns.
The first time you set up business rules you must configure the rules table. By default, the first 15 fields on
the screen appear as columns in the table. Use the left and right arrow buttons to remove any unwanted

default columns and add only the fields you wish to use. You can have up to 15 columns in the table,
including the results column.

- Tip

Use only the columns required for assigning objects. Extra columns can impact performance. You can
add additional columns and rules at any time.

3. Choose Insert Row above the rules table. A new row with an asterisk in each field of the row is added to the
table.

You can add values to more than one field in a row. The fields in one row evaluate with a logical AND
relationship. The field values must all evaluate to true in order for the rule to evaluate to true.
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4. Click the asterisk symbol (¥) in a cell to enter a value for that field. The rules table offers a variety of logical
operators to define your values.

> Tip

We recommend that you take full advantage of operators to consolidate your rules for better
performance.

For example, if your rules determine assignments based on zip codes, use the Between operator to set
up a range of zip codes in sequence. Use the Include operator to group zip codes that have the same
prefix.

The Comparison Operations document in the Related Links section provides detailed information on
operators in your solution.
5. Continue to add rows for each desired result.

The system compares rows using the logical OR operator. The system compares each rule, top to bottom,
until ONE evaluates to true.

Rearrange rows by selecting the row and clicking Swap.
6. Choose Save when finished.
Click Activate Rules.

Enable your changes by activating the new rules. Otherwise, the system uses the previous rule set.

Related Information

http://help.sap.com/saphelp_nw73/helpdata/en/50/9eecf3152c4fb08d50e94faaf4a277/content.htm

4.3.15 Create Service Categories for Tickets

Service categories are used to capture consistent information, to allow for reporting and benchmarking, and
for determining service level assignments.

A second reason why categorization plays a central role is that it gradually builds up valuable knowledge

on the individual customer service business: Frequencies of categorizations among the respective business
transaction documents can be analyzed and interpreted in terms of business requirements and market
demands.

Creating and defining categories helps build valuable knowledge about the customer and also collects data that
can be analyzed to understand business requirements and market demands.

The following are some service category functionality:

* Define Multi-Level Categories.

® Support categories in different languages.
* Create a version of the existing Catalog.

* Manage the status of a Catalog.
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4.3.15.1 Create Service Category Catalog

The administrator can create and maintain service category catalog.

Context

The administrator can create Service Categories to channel incoming service incidents to different service
catalogs, as defined in the system.

Procedure

1. To create and organize service categories and incident categories (subcategories) within service category
catalogs, go to | Administrator » Service and Social Settings 3 and choose Service Categories.

2. Click New, then choose Service Category Catalog to open the New Service Category Catalog editor.

3. Onthe General tab, enter the following data:

a. Inthe General section, enter the catalog name, valid from/to date, and description.
b. Inthe Usage section, select the business documents that use the catalog.

For SAP Service Cloud, select Ticket.

4. Onthe Catalog Structure tab, add your service categories to the catalog. The catalog consists of one
top-level category by default.

a. To add additional categories, click Create and select either At Same Level or At Lower Level.

b. Enter aname and ID for your categories and select the Category Type for each category. Each category
type is associated with a selection field, allowing agents to assign one or more categories to a ticket.
The system checks your catalog structure and will not allow agents to select conflicting categories. You
can choose from the following types:

Category Type Workspace Selection Field Category Type Code
Process Service Category 1
Incident Incident Category 2
Object Part Object Category 4
Cause Cause Category 5
Activity Resolution Category 6
->Tip

We recommend starting with a Process category type at the top level of your catalog structure,
followed by the other category types as sub level categories.
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There is no limit to the number of service-category levels you can create in a service catalog. However,
we recommend that you do not create more than four sublevels as an increased number of levels may
make it more difficult to navigate.

5. To edit a category, select the category from the Categories table and edit the details, such as category
name, type or ID.

- Tip
A service category catalog can no longer be edited after the valid-from date is reached. In this case,

simply create a new catalog version.

Click Change Status, then Release to release the new service category catalog.
Click Save.

Click Close to return to the Service Categories view.

© ® N O

The new service category catalog is added to the list in the Service Categories view. To open the service
category catalog from this list, click the appropriate catalog ID link.

Results

Service and incident categories can be used as follows:

* To determine service level assignments
* Assigned to tickets

* Excluded from warranties

4.3.15.2 Upload Service Category Catalog

You can create a comma separated value (CSV) file to upload your entire service category catalog, rather than
creating each entry manually in the system. This method also supports uploading multiple languages in the
same file.

Create a spreadsheet with the following data pattern and save in CSV format.

<CategorylD>;<CategoryType>;<ParentCategorylD>;<Languagel>;<Namel>;<Descriptionl>
;<Language2>;<Name2>;<Description2>. ..

i Note

Service category catalog files are Microsoft Excel files in comma separated value (CSV) format. Enter
values as shown in the table.
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CategorylD Category- ParentCa- Languagel Namel Descrip- Language2 Name2 Descrip-

Type tegorylD tionl tion2

TT-CO 1 EN Complaint  Complaint DE Reklama- Reklama-
tion tion

CO-ACC 2 TT-CO EN Accommo- Accommo- DE Unterkunft  Unterkunft

dation dation

CO-TR 2 TT-CO EN Transfer Transfer DE Transfer Transfer

CO-AIR 2 TT-CO EN Airport Airport DE Flughafen Flughafen

CO-FL 2 TT-CO EN Flight Flight DE Flug Flug

For a complete list of supported language codes, refer to SAP Cloud for Customer System and Software
Requirements .

Points to remember:

* The category ID and Parent Category ID must be different, or else the upload stops with an error.

* For category IDs, the prefix CA_is reserved for categories created manually in the system, and is never
used for category IDs in upload files.

¢ Use a semicolon as a separator in the CVS file. The semicolon as a value separator allows you to use
commas in entry text.

* The same restrictions on ID apply to uploaded records as to manually created categories.

¢ Use additional columns to add multiple languages. Repeat the same data pattern for each additional
language.

¢ Uploading a catalog replaces the current catalog, if any. The system can have only one service category
catalog.

i Note

Points to remember:

* category ID: no more than 25 characters
* category name: no more than 40 characters
* category description: no more than 80 characters

* Define a ParentCategorylD as a Category|D before referencing as a parent category, for example,
TT-CO in the example table

A Caution

The upload file is limited to a combined total of 25,000 category entries in all languages. If you require a
larger service category catalog, please contact SAP support.

1. Navigate to |» Administrator » Service and Social Settings 3

2. Select|p New » Catalog from file 1.

3. Select the file to upload.
If you have included a header row in the file, select Exclude Column Headers. The system discards any
entries in the first row.
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4. Select Upload.
Uploading the file creates a service category catalog with the status of In Preparation. Open the new
catalog and verify that the contents have imported correctly.

5. Click Change Status, then Release to release the new service category catalog.
6. Click Save.
7. Click Close to return to the Service Categories tab.

Related Information

SAP Cloud for Customer System and Software Requirements

4.3.15.3 Create Catalog Version

To create a new version of a catalog, click on the catalog and select New then Version.

Consider the following when managing catalog versions:
* You can have only one active catalog per usage, for example for service requests, at any one time.
* Catalogs with overlapping periods and overlapping usages aren't allowed.

The following example shows the correct way to use catalog versions.

> Example

Catalog 1 V1 from 1 January 2010 to 31 December 2010 for service requests

Catalog 1 V2 from 1 January 2011 to 31 December 9999 also for service requests
The following example shows the wrong way to use catalog versions. In this case, there are overlapping periods
for the same usage, service requests.

* Example

Catalog 1 V1 from 1 January 2010 to 31 December 2010 for service requests

Catalog 1 V2 from 1 August 2010 to 31 December 2010 also for service requests

- Remember

* Before deleting or changing categories in your catalog, consider where those ticket categories are
used. Be sure to update your workflow rules, self-service portal, custom solutions, APIs, or any other
instance that includes a list of categories.

* When you create or update a ticket from APIs or custom solutions, the solution is lenient and saves the
ticket with invalid categories. You'll see a warning message requesting a correction the next time you
open that ticket in the system.
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4.3.15.4 Change Status and Delete a Catalog

Consider the following when deleting a catalog or changing the status of a catalog:

You can delete only catalogs that are In Preparation.
You can set a released catalog back to In Preparation if the valid-from date has not yet been reached.

Catalogs that have already been released and are in use cannot be deleted or modified. To remove the
catalog from use, create a new version of the catalog, limit the valid-to date to today’s date, and release it.

4.4 Process Tickets

Explore your options and tools that help you work with tickets in the solution.

The solution provides many tools and options that help you deliver excellent customer service. Respond to
tickets, set up an on-site appointment for a work ticket, or check warranty or contract terms. The information
in this section helps you with your daily ticket processing tasks.

Respond to Tickets [page 98]
Learn about your various options for responding to tickets.

Use Items in Tickets in Field Service [page 103]
Ticket Items can be used in multiple scenarios such as work tickets, complaint tickets, or simple billing
requests. If you have enabled SAP ERP integration (required for Field Service scenarios), you are able
to create items for Services, Expenses, Pricing, Shipping, Parts, and Time. Alternatively, only complaint
and billing request items are available to you.

Use Activities in Tickets [page 107]
Tickets use two types of activities: phone calls and tasks.

Ticket Summary Reports [page 108]
Provide customers with ticket summary reports showing actions and resolution and any parts or
services required.

Ticket Summary and Signature [page 109]
You can generate a ticket summary and capture a signature for it. This feature is also available in the
offline mode.

Check Item Availability from Tickets [page 111]
Check in SAP ERP system if ticket items are available to promise (ATP).

Flexible Offline Pricing for Tickets [page 113]
Flexible offline pricing is available for tickets.

Use Surveys in Tickets [page 116]
Use surveys with tickets for checklists and satisfaction surveys.

Warranty in Tickets [page 117]
You can assign a warranty to a registered product or installation point, and determine its coverage in a
ticket.

Contract Determination in Tickets [page 117]
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A contract is determined and automatically added to a work ticket during ticket creation. This also
applies to a SLA (service level agreement), which might form as part of a contract that you would be
able to view after ticket determination in the ticket header.

Ticket Scheduling in Field Service [page 120]
Once you've determined that a ticket needs service, add service items in the Items tab based on service
requirement.

Van Stock in Tickets for Field Service [page 122]
You have the option of consuming stock from the Work Tickets tab.

Approve Tickets [page 123]
Learn about the tickets approval process and how to define work distribution and edit conditions.

Assign Product Lists in Tickets [page 125]
Product List is a list of products or product categories that can be assigned to a customer, sales area,
sales territory, product (required products), or product category. The Service Item category type of
product list is used in a ticket.

Unlock a Ticket [page 127]
Unlock tickets opened for editing with unsaved changes.

4.4.1 Respond to Tickets

Learn about your various options for responding to tickets.
Once you start work on a ticket you can communicate back or respond to the customer to let them know:

* The ticket status
¢ That you require further information or follow-up steps

* You have a solution to the issue

Respond either on the original communication channel or switch to a new, more appropriate communication
channel, depending on the customer preference.

Compose your reply with the built-in response editor, or use an external e-mail application, depending on your
company preference.

4411 Ticket Response Editor

Use the built-in editor to compose and send ticket responses.

The response editor includes basic text formatting options. You can apply templates and add images to your
response.
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Reply X

Email SMS Portal
From cod.servicerequest@my .com ra
To emai  @gmail.com Cc Bee +
Ce w01 @gmail.com -

Subject Re: [ Ticket: 69434 ] = Status of my order : 3588560

Templates Chat Link Attachments (0) &

\eritfonl—size|x v 11px v | |Alv|[|D]~ Para... » B I U  a
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11}
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From: email01 @gmail.com

Sent: March 15 13:13:49
To:cod.servicerequest@my: .mail
CC: vboy(l @gmail.com

Subject: Status of my order : 3589560

Dear Support

Can you provide me the status of the order : 35895607

Send SaveAsDraft Cancel

Basic text formatting tools are always visible above the text entry area. The More tools menu includes buttons
to set alignment, insert tables, print the reply, and more.

- Tip

Drag and drop images into your response, or browse for an image, or enter a URL for an on-line image.

To keep reply file size down, the current reply does not include images from previous messages in the thread.
You can view all images in the thread in the interactions list.

44.1.2 Ticket Response Templates

Use response templates to save time when replying to tickets.

Response templates are text-only snippets containing frequently used content. These templates increase your
efficiency by speeding up text entry for ticket responses.

Your organization can create corporate response templates visible to all agents. Each user can also create
personal templates based on their own habits and preferences. Response templates can include placeholders
that are automatically resolved by the system when adding them to a response. When you select a template,
the system displays templates that match the current communication channel. For example, when composing
an e-mail the system shows e-mail templates and not messaging or social media templates. Users and
Administrators can define queries to show only specific templates. For example, show only response templates
matching the ticket language.
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4413 Configure Ticket Response Templates

Administrators and users can create templates for standard ticket response text.

Context

Follow the steps to create and set up a template for ticket response.

Procedure

1. Goto|pr Service » Templates 3.
2. Add a new template and enter the required information: Name, Subject, Channel Type, and Template Text.

For response templates, select Text-Based for Template Type.

You can edit the template text as needed when you add placeholders.

i Note

Use document-based templates to create branding that surrounds the reply text. Branding templates
can be linked to specific communications channels.

3. Select Save and Open to view template details for further editing.
4. Add placeholders (optional). Add a row to the placeholder table. Define a placeholder tag in the first
column and select a field in the second column to populate the placeholder.

Placeholders names are surrounded by the pound sign (#). For example, define a placeholder name
#CustID# and select the field Customer ID to insert the customer ID number into the template text. Once
you define your desired placeholders, you can insert them into the template text. When the user selects the
template, the solution fills in the placeholders with ticket data.

5. Settemplate as Corporate to make it available to all users (optional).

44131 Template Reports

Your administrator can define Template Usage for additional channels like SMS, Portal, or Social.

You can summarize usage reporting across channels or segregate reporting by channel, ensuring templates
with high usage are identified and low usage templates are made obsolete or updated.
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Design Reports il Template Usage Details - Report... @
@ Report Name: Template Usage Details - Report opened by Administrator in Business Analytics work center. Y Y - o
View: Template Usage () Selection: Initial ()
Template = L4 Ticket L4 Incident Category = Counter *
1502 1st QCD 100093 Park rangers are st... 10015191 Not assigned 1
Ausdruck 100676 Brief scannen 10015315 Mot assigned 1
Briefeingang auto... 10015314 Mot assigned 1
Auto Template QC... 100119 Park rangers are st... 10015191 Mot assigned 2
Daikin issue 100683 Daikin issue 10015404 Not assigned 1
Death template 01... 100036 NYC issues iconic ... 10015196 Not assigned 1
HTML based respo... 100654 From Netflix to Dis... 10015322 Not assigned 1
NB_1 100661 Test 10015271 Mot assigned 1
NB_4646 100662 Test 10015271 Mot assigned 1
Test Portal Template 100364 Realme Watch loo... 10015504 Not assigned 3
Test SMS Template 100281 Realme Watch loo... 10015504 Not assigned 3
Test Social Templa... 100018 This is new produc... 29764 Not assigned 1

44132 Configure Template Editing Permissions

Your non-admin users can now edit templates created by admins.

You can see the change history in the template detail view.

Scope and Configure

Enable this feature under |p Business Configuration » Questions » General Business Data » Templates
» Templates Configuration ¥ Question "Allow non-administrator users to edit templates created by others" 3.

44.1.4 Ticket Response with Microsoft Outlook

Reply to tickets using Microsoft Outlook as your external e-mail editor.

Service agents can use Microsoft Outlook and the SAP Cloud for Customer add-in for Microsoft Outlook to
compose and send replies to tickets.

Your Administrator can configure your system to use an external e-mail editor for ticket replies, in this case,
Microsoft Outlook. Replies sent via an external e-mail editor appear as replies on the Interactions tab, rather
than as ticket activities. Once Outlook integration is enabled you can choose to reply from Outlook, or using
the built-in response editor. When you reply with Outlook, you compose and send in a new Outlook window. To
associate the reply with the ticket, include the ticket number in the subject line.

Each agent must download the SAP Cloud for Customer add-in for Microsoft Outlook and add any shared
e-mail accounts your organization uses to respond to tickets to Microsoft Outlook.
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4415 Configure Microsoft Outlook for Ticket Responses

The administrator would set up your system to use Microsoft Outlook to respond to service tickets.

Context

You must scope Microsoft Outlook in your solution to use the tool for responding to your customers.

Procedure

1. Goto|r Business Configuration ¥ Implementation Projects 3. Select your project and navigate to ||+ Edit

Project Scope ¥ Questions ¥ Service » Customer Care  Service Request Management ¥ Group: E-mail

replies via Microsoft Outlook (1) .
2. Set the question to In Scope.

3. Instruct all agents to download and install the SAP Cloud for Customer Add-In for Microsoft Outlook from

the Download page.

Results

Service agents can now use Microsoft Outlook to respond to tickets. Agents can also respond with the built-in

response editor by deselecting the Use Microsoft Outlook checkbox in Interactions.

4.41.6 Set Ticket Status

Ticket status reflects the progress of tickets in the system. Status can be linked to approval process and

assignment status.

Select a ticket status from the list in ticket details.

TICKET Subject:  Example status schema

3999104 Status: | ppen B Priority:

MNext Response Due; In Process Completion Due:
Example Status
Team: Completed Installed Base ID:

Closed

OVERVIEW INTERACTIONS FEED SERVICE'AND REPAIR ACTIVITIEY

This is an explaination text

Solution Guide for SAP Service Cloud

102 PUBLIC

Tickets



->Tip

You can set the status for multiple tickets in the Tickets list.

Your administrator defines the statuses available in the list.

Related Information

Status Handling in Tickets [page 66]
You can maintain dictionary entries for the user status, combine the dictionary entries, assign them to
status schemas, and finally assign the status schemas to ticket types.

4417 Pause Ticket SLA Clock

Track the total time a ticket spends with an agent and the total time with the customer.

You can track the total elapsed time a ticket has spent in any status mapped to processor action. Use this
information to track service level agreement (SLA) and milestone compliance.

* Pause the SLA clock while ticket is in customer action status. Resume when ticket returns to agent. This
feature allows you to track the total time with the agent against the SLA terms. Applies to Completion Due,
Resolution Due, and On-Site Arrival milestones.

¢ Time with agent and with customer appears in ticket details. Processor and requester durations are
adjusted on status change. Use reports to check for SLA and milestone compliance.

4.4.2 Use Items in Tickets in Field Service

Ticket Items can be used in multiple scenarios such as work tickets, complaint tickets, or simple billing
requests. If you have enabled SAP ERP integration (required for Field Service scenarios), you are able to

create items for Services, Expenses, Pricing, Shipping, Parts, and Time. Alternatively, only complaint and billing
request items are available to you.

i Note

You must maintain configuration for [tem Processing Codes and Item Processing Determination to use this
feature.

Field Technicians can create items in the Items tab, and based on assignments maintained via business
configuration, the product would get assigned to the related tabs such as Service, Parts, Time, Expenses.

Administrators can assign Products to Usage in master data to filter product search by Service, Time, Part,
and Expenses in the corresponding Work Tickets tab. Administrators can also assign Products to display in the
related tabs such as: Service, Time, Parts, and Expenses based on the associated Processing Codes.

You can create Ticket Items for the following scenarios:
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* Field Service or Work Tickets: items can be created for billing requests, services, parts, expenses.
¢ Complaint Tickets: items can be created for complaint requests, complaint follow-up documents.
* Normal Tickets: items can be created for billing requests.

Fixed Price Service

Services and Parts are invoiced based on the planned quantity and agreed pricing conditions. Time items are
used for pricing only (Timesheet).

Time and Material Service (based on actual costs of parts and time)

Services are used for resource planning only. Time and Parts are invoiced based on the actual quantity. Time
and Parts are also used as cost.

Time & Material Service (based on actual service and parts)

Planned Services is used for resource planning, and actual service and parts is used for billing. Parts are
invoiced based on the actual quantity. Time items are only used for costing. This scenario lets you differentiate
between the actual services that are invoiced to the customer, and the actual time (labor and travel) spend on a
service assignment.

44.21 Configure Item Processing Codes for Tickets

To enable ticket item defaulting based on item processing codes, the administrator has to configure item
processing codes via business configuration.

When you create a ticket item and set a ticket type to it, the system assigns it a processing code based on the
code mapping maintained in the rules table. The administrator has the ability to edit these mappings in the
rules table.

Each of the processing codes in turn are associated with and mapped to certain values and flags, such as
Pricing Relevant, ERP Relevant, Scheduling Method. You have the ability to set these values and flags in the
system using the business configuration activity list.

So when you select a ticket type when creating a ticket item, then the system displays default values in the
fields based on the item processing code set in the system. However, at this point, the user has the ability to
edit these fields and change the default values.

Follow the steps below to set-up item processing codes for your business.

1. Goto|r Business Configuration » Open Activity List » Fine-Tune ¥ Show All Activities ¥ Tickets for
Customer Support » Maintain ltem Processing Codes 4.
2. Select Add Row.
3. To create item processing codes, populate the required fields. Enter a description.
4. Select the required System Processing Type and the Invoicing Method.
¢ System Processing Type
With the System Processing Type you trigger the accounting records for costs and goods movement in
your company.
* Billing Request creates a request for billing.
* Complaint Request can be used to report complaints on external document items. This feature
requires SDK development in order to be exposed as a front-end capability.
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* External Procurement creates an SAP ERP sales order with procurement items (item category
TAS), based on actual quantity.

* [Jtem Planning and Item Confirmation allows custom integration scenarios based on planned
quantity or actual quantity.

* Part Consumption from Technician Stock marks the item as taken out of the stock of the technician
and triggers the required billing and costing.

* Part Advance Shipment to Customer Consignment Stock marks the item to be shipped to the
customer’s consignment stock before the technician plans to visit the customer.

® Part Consumption from Customer Consignment Stock marks the item as consumed material from
the customer consignment stock. It triggers also the required billing and costing.

® Part Return from Customer Consignment Stock marks the item as the to be returned material
(partly or completely) from the customer consignment stock.

¢ Time creates a CATS time posting based on actual quantity. The line item in Billing Request is
based on Invoice Method.
If no integration with SAP ERP exists, the Type field is hidden and always defaulted to this value.

* Invoicing Method
With the Invoicing Method you decide how the item shall be invoiced in SAP ERP:

* Fixed Price takes the planned quantities for billing.

i Note

Please note that advance shipment doesn't work with fixed price.

* Time and Material is the default setting and takes the confirmed (actual) time and quantity for
billing.
* Not Relevant
5. Save your entries.

i Note

Custom processing codes begin with Z. The rest of the codes are provided by the solution.

Example

If an item processing code is flagged as Pricing Relevant, then a ticket item will be set by default as relevant for
pricing. However, this only applies if the ticket type is also set as Pricing Relevant. The default pricing flag at
ticket item level can be changed by the user. In this case, the pricing flag is re-determined.
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4422 System Processing Code Types

These are some system processing code types maintained by SAP in the back-end system, but not visible on

the UL

System Processing Type

Processing

TIME (0001)

® Creates a CATS time posting based on actual quantity

® Lineitemin Billing Request, based on Invoice Method

PART CONSUMPTION FROM TECHNICIAN STOCK (0002)

® Creates a MM goods movement:

® Supports technician stock based on Plant & Stor-
age Location combination

® Supports technician stock based on Consignment
Stock

® Lineitemin Billing Request, based on Invoice Method

PART ADVANCE SHIPMENT TO CUSTOMER CONSIGN-
MENT STOCK (0004)

Creates a sales order of type Consignment Fill-up

PART CONSUMPTION FROM CUSTOMER CONSIGNMENT
STOCK (0003)

® Creates a MM goods movement from customer con-
signment stock

® Lineitemin Billing Request, based on Invoice Method

PART RETURN FROM CUSTOMER CONSIGNMENT STOCK
(0005)

Creates a sales order of type Consignment Pick-up

BILLING REQUEST (0007)

Creates a billing request

COMPLAINT REQUEST (0006)

No processing in ECC

ITEM PLANNING (0008) & ITEM CONFIRMATION (0009)

Allows custom integration scenarios based on planned
quantity or actual quantity

EXTERNAL PROCUREMENT (0010)

Creates an ECC sales order with procurement items (item
category TAS), based on actual qty

4.4.2.3 Configure Item Processing Determination for

Tickets

For item processing determination, you can configure which processing codes can be determined based on the

product, product category, or ticket type

When creating an item in a ticket, after you enter the product, the determination of the ItemProcessingCode is
triggered based on the settings you've maintained in the Item Processing Determination fine tuning table.

Follow the steps below to set-up and assign item processing codes with the item processing determination for

your business.
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1. Goto|r Business Configuration ¥ Implementation Projects 3. Select your project and navigate to [ Open
Activity List  Fine-Tune » Show All Activities  Tickets for Customer Support » Maintain Item Processing
Determination .

2. Select Add Row.

3. To create item processing determination, populate the required fields, such as Usage Type and Item
Processing Codes.

4. Save your entries and activate the rule.

4.4.2.4 Items in Tickets Relevant for SAP ERP

All Work Tickets relevant for Field Service must have SAP ERP integration enabled.

¢ [fanitem processing code is flagged as ERP Relevant, the ERP Release status of a ticket item is set to Not
Released.

¢ Ifanitem processing code is not flagged as ERP Relevant, the ERP Release status of a ticket item is set to
Not Relevant.

* The ERP Release status can be changed either way from Not Relevant to Not Released by using the item
actions.

4.4.3 Use Activities in Tickets

Tickets use two types of activities: phone calls and tasks.

* Phone call activities are generated automatically from calls in the live activity center. The system
associates call activities with tickets based on incoming call information. You can also add phone calls
to a ticket manually.

* Task activities are typically added from activity plans associated with surveys.

Related Information

Activity Planning and Routing [page 1054]
Activity planner is used to plan activities such as surveys and tasks that help you achieve different business
goals. By using routing rules, you can assign the surveys and tasks to business objects that are associated
with specific accounts or territories.

Surveys [page 1093]
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4.4.4 Ticket Summary Reports

Provide customers with ticket summary reports showing actions and resolution and any parts or services
required.

Preview or attach the Adobe Acrobat (PDF) format summary report file to the ticket and send it to the
customer. Include an optional customer signature as an acknowledgment or approval of work done.

Your administrator can customize the output by modifying the form templates with your company branding.
You can create multiple output templates for different uses that include specific ticket information for each
scenario.

4441 Configure Ticket Summary Templates

Administrators can create and edit templates for ticket summary reports.

Prerequisites

Under Downloads, you have installed Adobe LiveCycle Designer and the Add-In for Adobe LiveCycle Designer.

Context

Use form templates to define the content and layout of ticket summary report documents. Summary
reports are generated in portable document format (PDF) documents that can be printed, or sent as e-mail
attachments.

You can create country/region-specific form template variants. Language variants are determined by the user
logon language, or in certain cases, by the preferred language of the receiving business partner. For example,
an employee in a German company sends a summary report to a business partner in France. The solution
searches for a French language variant of the form template and uses this template to generate the document.
If a language variant is not available in the recipient language, then the form template in the fallback language
English is used.

i Note

Customers and partners can use the SAP Cloud Application Studio development tool to implement custom
logic for selecting a template variant.

| Restriction

You cannot delete a form template once it is used to output a report because the template is referenced in
the document output history.
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- Recommendation

We recommend that you edit form templates provided by SAP or partners instead of creating new form
templates. Editing provided templates means that you do not have to adapt any output settings and
you can also manage all versions of the template. Form template versions that you customize are not
overwritten by SAP or partner upgrades.

Procedure

1. Goto|» Administrator » Form Template Maintenance 3.
2. Select atemplate and choose [» Copy » As New Template .

As a starting point, select a template with characteristics similar to the form you want to create.

3. Enter a name and description, and select a language.
If you are creating a country/region-specific form template, select the country/region. If the template is
not country/region-specific, leave this field blank.

4. If you want to use master templates to determine the layout of the template, select the Form Master
Template checkbox. If you use a company-specific form master template, the header, footer, and sender
address used in the form are defined and consistent. If a company-specific master template in not
available in the solution, the system uses a default master template.

5. Select the form template variant you want to edit and choose [ Open » Adobe LiveCycle Designer 3.

For more information about using Adobe LiveCycle Designer, see the Adobe product documentation.
6. Save your changes.
Click Publish.

Publishing makes your new template version available for all users.

Related Information

4.4.5 Ticket Summary and Signature

You can generate a ticket summary and capture a signature for it. This feature is also available in the offline
mode.

Go to Tickets tab and select a ticket:

1. Select|p Action # Generate Local Summary 3.
2. Select atemplate whose summary is to be generated.
3. Select sign to capture signatures such as: Customer, Agent, or Technician signature on the PDF summary.
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4. Select Generate after adding the signature. A summary is generated under Attachments tab with the added

signatures.

i Note

Currently all published templates (irrespective of the country) are listed in the list of available templates.

This feature is available in English only.

Service Ticket Summary

GENERAL INFORMATION
Ticket 1D

Service Technician

Priority

24 AM

= o Auiewti foems

Customer Signature

CUSTOMER

Customer
Adidress

Contact
Ship-To

Ship-To Contact & Entar Your Nama

SERVICE LOCATION

House Number

Street : East Adams Street
City : Springtield

State : Fed, St Micronesia
Country 2 United States
Postal Cade 162701

Installation Best Buy

tware
Incident Category : Frame
Cause Category : Anti-Virus
Resolution Category = Cleaned
Object Category : AnywhereR N

Sign

4451 Configure Tickets Summary and Sighature

Administrators can configure the template for a ticket summary.

T 19N

Cancel

Go to | Business Configuration ¥ Implementation Projects . Select your project and navigate to | Edit Project

Scope » Questions » Service » Customer Care » Service Request Management » Ticket Summary Templates 3
and select the scoping question: Do you want to use locally-stored templates for ticket summary reports?
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4.4.6 Check Iltem Availability from Tickets

Check in SAP ERP system if ticket items are available to promise (ATP).

If you are using the Fiori client, you can check if ticket items are available to promise in your SAP EPR system.
Trigger ATP Check in the Actions menu in ticket detail view. Availability date and quantity information appears
on the ltems tab under ATP.

446.1 Configure ATP Check for Tickets

Administrators can set up document types and item processing codes for available-to-promise (ATP) check.

Context

ATP check is only available for tickets with specific criteria.

* The document type is relevant for ATP
* Theitem processing code is relevant for ATP check
* The status for ticket item work progress is:

* Open

* Ready

* Not Relevant

Procedure

1. Configure document types. Go to |» Business Configuration ¥ Implementation Projects . and select Open
Activity List. Select All Activities, then search for ticket. Select Tickets for Customer Support, then select
Maintain Document Types. Select the ATP Relevant checkbox for each document type you wish to enable
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for ATP check.

DOCUMENT TYPES

Version: Customer Specific  Business Option: Tickets for Customer Support

Save and Close Save Close Translate

Note: When creating your entries in the table below, the Document Type must begin with the letter Z.

You can define new document types. Only for newly created document types you can configure its settings.

Document Types
Add Row De
Document Type Description ATP Relevant
SRRQ Service Request
ZAD1 AD InvoiceComplaint
ZAO2 AOD DeliveryComplaint
ZFP Service Request - Fixed price
ZWNP Work Ticket ERP no external pricing
Z IR Information Request (CTDF)
Z MA Maintenance (CTDF)
Z RO Repair Order with Pricing (CTDF)
Z_WT Work Ticket

2. Configure item processing codes. Go toGo to |» Business Configuration » Implementation Projects 3 and
select Open Activity List. Select All Activities, then search for ticket. Select Tickets for Customer Support,
then select Maintain Item Processing Codes. Select the ATP Check Relevant checkbox for each processing

112

code you wish to enable for ATP check.

ITEM PROCESSING CODES

Version: Customer Specific  Business Option: Service: Customer Care: Service Request Management: Tickets for Customer Support

Save and Close Save Close Translate Determination Table

‘You can use this activity for maintaining delivered item processing codes and creating additional item processing codes.
New values must start with Z or Y.

Add Row Delete
Processing Code = Description System Processing Type Invoicing Method Assigned to Tab
ZSAN NSAN test Item Planning Fixed Price Parts
ZHDO For information: Preparation time Item Planning Not Relevant Service
ZC3T ERP Test Billing Request Fixed Price Expenses
SRV1 Service Billing Request Fixed Price Service
SRs1 Time Time Time and Material Time
SRP4 Part Return from Consignment Stock Part Return from Customer C  Not Relevant Parts
SRP3 Part Advance Shipment Part Advance Shipmentto Cu  Not Relevant Parts
SRP2 Part Consumption from Consignment Stock Part Consumption from Custc  Time and Material Parts
SRP1 Part Consumption from Technician Stock Part Consumption from Techr  Time and Material Parts
SRPO Billing Request Billing Request Time and Material
SRCM Complaint Item Complaint Request Not Relevant
SIP1 Item Planning Item Planning Not Relevant Service
sic1 Item Confirmation Item Confirmation Not Relevant v Service

ATP Check Relevant

< <<
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4.4.7 Flexible Offline Pricing for Tickets

Flexible offline pricing is available for tickets.

Service technicians can request estimated pricing information for ticket service parts or products while
working in offline mode. Service uses a subset of the offline pricing fields and functionality. The enablement
steps are the same whether using offline pricing for Sales or Service.

The following four fields are used for offline pricing in service tickets:

* Sales Organization
¢ Distribution Channel
* Product

* Country/Region

| Restriction

Component-level breakdown for pricing is not available for service tickets.

4471 Flexible Offline Pricing

Flexible offline pricing supports multiple fields, price, discount, and surcharge determination.

Reuse existing pricing procedures for supported fields from ERP by simply exporting them from SAP ERP and
uploading them in SAP Cloud for Customer.

A Caution

Lean offline pricing that you may have implemented is deprecated and is supported only until 1805. Once
you have enabled the new flexible offline pricing, the previous lean offline pricing will no longer work.

i Note

You need to make sure that your SAP Cloud for Customer ERP add-on (CODERINT) should be in
CODERINT 6.0 SP26 level or above.

Related Information

SAP Cloud for Customer Administrator Guide
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https://help.sap.com/viewer/cea15f900ca04c4faa35d3044577fe27/latest/en-US

4.4.72 Use External Pricing in Tickets

You can Request External Pricing in Ticket, External Pricing Conditions in Ticket, Re-Pricing Based on Actual
Quantities in Ticket, Manual Pricing Changes in Ticket, Header Pricing Information in Ticket, or Release to SAP
ERP with Pricing Conditions.

When you create a new ticket, based on the selected ticket type, you can request for pricing in the ltems tab. In

the Items tab, fill in data for Planned Total and Actual Total and select |+ Actions » Request External Pricing 4.
The Net Price field gets populated.

Based on the data entered in the Planned Quantity and Actual Quantity fields, the system can calculate the
Actual Total, Planned Total, and Net Price of the ticket item.

You can change the actual quantity and request for pricing again. You can also manually change the price of the
item in the Items tab.

You can maintain pricing data in the ||» Tickets j Pricing Jtab.

4473 Configure External Pricing Call in Tickets

Administrators can learn about external pricing call configuration to retrieve the complete pricing result from
SAP on premise systems to your cloud solution.

If external pricing is selected, a synchronous call is required to retrieve the complete pricing result from the
SAP on premise system to your cloud solution. Replicated sales documents also require a synchronous pricing
update once the sales document is updated during save.

If the document was previously replicate, with this configuration, you can disable the synchronous pricing call
to the system,. In addition, you can disable the synchronous call completely, which is also valid for quotes
created in your cloud solution. For both configuration options, the pricing status is calculated successfully
through the asynchronous call from the external system. The user can still trigger pricing synchronously by
clicking the asynchronous call action.

To configure external pricing call, go to fine-tuning activity | Ticket » Tickets for Customer Support

» Document Types 3

* Enable External Pricing for ticket type.
* Enable ticket item processing code for pricing.

Next, go to |+ Ticket » Tickets for Customer Support ¥ Item Processing Codes 3:
* Ifanitem processing code is flagged as Pricing Relevant, then the ticket item would be set as relevant for
pricing, by default.
® The default pricing flag on ticket item level can be changed by the user.
* The pricing flag is re-determined if the item processing code is changed by the user.
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4474 Item Coverage in Pricing Request for Tickets

You can set item coverage in the Items tab and request for pricing estimate in the offline mode.

This would help you provide price estimates to your customers on the spot in the offline mode, based on the
ticket item coverage.

4475 Cloud for Service Scenario

Offline pricing usage in SAP Service Cloud.

Service technicians can request estimated pricing information for ticket service parts or products while
working in offline mode. Service uses a subset of the offline pricing fields and functionality. The enablement
steps are the same whether using offline pricing for Sales or Service.

The following four fields are used for offline pricing in service tickets:

¢ Sales Organization
¢ Distribution Channel
* Product

¢ Country

| Restriction

In addition to the limitations listed in the Solution Scope section, component-level breakdown for pricing is
not available for service tickets.

4476 Request External Pricing with SAP ERP, SAP CRM,
SAP S/4HANA

Learn more about how to request external pricing for sales quotes with SAP ERP, SAP CRM or SAP S/4HANA
on premise solution.

Your administrator has correctly set-up external pricing. You create a quote, request the pricing from the
external system by clicking |» Actions # Request Pricing Z. Similarly, you can use the action Simulate to
retrieve external pricing for a sales order.

The external system then simulates a complete document, and you receive the results in your quote or order.

In the solution, you can adapt the following header hidden fields and make them visible for external pricing:

® Pricing Status — Only a successfully calculated quote can be submitted.
* Pricing Date — A hidden field, also available in internal pricing.

* Pricing Procedure

* Total (Gross)
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On the detailed tab of the sales quote Products tab, the following fields are displayed:

* Product Pricing — Displays the pricing overview for the selected Product.

* Total Pricing — Displays the pricing overview for the complete sales quote.

* Adjusted Item Price — Considers item and header price elements

* Adjusted Item Value — Considers item and header price element times requested quantity.

i Note

Fields List Price and Product Discount (%) are not available in the product table for external pricing.

Follow-up Documents

You have an integration with an external system, process your sales orders, and can capture the references to

the follow-up documents in the quote. Navigate to | Sales Documents j External Follow-Up Documents 3.

If you have scoped external pricing, adapt and translate the condition types and pricing procedures from the
external system to your own needs in the External Pricing fine-tune activity.

Also, set the External Pricing checkbox for the corresponding sales quote document types.

Assignment to External Pricing

If your solution includes integration to an external system and you've chosen to enable external pricing, you can
configure the external price elements at the item and header levels for sales quotes to provide quick access

to view and edit the pricing data. By configuring these elements, you can also remove the Product Pricing and
Total Pricing tabs from the Products tab of the sales quote. Execute these steps to define the configuration:

In the fine tuning, go to [ External Pricing ¥ Labeling External Pricing Elements 3.
. Enter the Description for the price elements you plan to use and save your entries.

1
2
3. Go to the fine-tuning activity |» External Pricing » Assignments of External Pricing Elements
4. Add arow for each element you want to assign and select the relevant parameters for each.
You can either choose or leave blank the Pricing Procedure for a particular element. If you leave it blank,
users can edit that price element directly in the sales document without first having to trigger the action to
Request Pricing from the external system.
5. Save your entries.

4.4.8 Use Surveys in Tickets

Use surveys with tickets for checklists and satisfaction surveys.

¢ Checklists for work tickets — This type of survey can be site safety checklists, equipment checklists, and
other instances requiring a procedural aid, or guidelines. You can generate a summary of a survey and
attach it to the ticket to provide a record of the responses. Summaries enable tracking of service policies
and regulations.

* Customer satisfaction surveys — Once you complete a ticket you can send a link to a satisfaction survey
requesting customer feedback.
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Related Information

Surveys [page 1093]

44.81 Registered Products in Tickets Survey

You can define registered product surveys for specific products or product categories. Registered Product is
determined in a survey based on the ticket context and product category.

4.4.9 Warranty in Tickets

You can assign a warranty to a registered product or installation point, and determine its coverage in a ticket.

A warranty gets determined in the ticket header. Warranty determination is based on installation point,
registered product, service date, and ticket incident category. You can assign warranty coverage in a ticket,
which is determined on the ticket header, with inheritance to items. It influences external pricing (item) based
on the accounting indicator in SAP ERP.

4.4.10 Contract Determination in Tickets

A contract is determined and automatically added to a work ticket during ticket creation. This also applies to
a SLA (service level agreement), which might form as part of a contract that you would be able to view after
ticket determination in the ticket header.

The following are some features of contract determination ina ticket:

* Contract determination in a ticket occurs based on ticket header information and item data.

* Thereis no direst dependency between the contract determination given by ticket header and the
contracts determined by the ticket items.

* |tis possible to maintain multiple contracts in item level.
* Contract hierarchy is supported.
¢ Setting different contract determination logic and parameters is possible via BaDI implementation.
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4.4.10.1 Configure Contract Restrictions Based on Ticket
Type

The administrator would configure contract types and usage restrictions based on additional criteria such as
ticket type.

You can create different contract document types with restricted coverage based on the context they are used
in. You can associate specific contract types with specific ticket types to auto assign the appropriate contract
for a ticket type.

Set up ticket document types to support contract restrictions as follows:

1. Goto|r Business Configuration » Implementation Projects 3.

2. Select your implementation project and choose Open Activity List.

3. Goto|l Fine Tune » Activity List » Tickets for Customer Support » Tickets for Customer Support
» Maintain Document Types 3.

4. Add document types and descriptions. A new document type should start with the letter Z.

5. Select a Contract Usage Restriction for each document type as required.

6. Choose Save and Closewhen finished.

Users can specify usage restrictions for each contract item. When a user creates a work ticket, the system
automatically applies the specified usage restrictions based on the ticket type.

4.4.10.2 Search for Tickets Related to Contracts

You can search for tickets associated with contract (on header and item level).
User can create or select queries for:

* Header - Contract was assigned on ticket header level.

¢ All - Contract was assigned on ticket header and or ticket item level (all tickets, to which this contract has
been determined).

¢ Jtems - Only ticket item to contract item assignments.

i Note

Based on the selected query, there are different field compositions for advanced search and result
columns.
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4.4.10.3 Checking Tickets Related to a Contract

The covered object is equal to the reference object in the ticket — for that reason the agent can easily navigate
from the ticket contract hyperlink directly to the contract to inform customers about their entitlements.

Context

A customer has an issue with a product and contacts the service representative providing them their contract
id or contract name. To react quickly to the customer’s request, the representative wants to view only the
tickets only for a particular customer contract.

Procedure

Search for the contract and open it.
Navigate to Tickets.
Select the correct Ticket ID.

From the ticket overview, select |l Summary » Preview i to review billing details.
If desired, add notes to the ticket.

o0 s W

Save your entries.

For quantity contracts, you can select the quantity contract item and search in its Release History for
related tickets to see remaining quantity.

You can also navigate to the Ticket tab of the contract to see all tickets related to the contract.

Related Information

Tickets [page 26]

Learn how the system creates tickets, how to work with the ticket list, and how to respond to tickets to
resolve customer issues.

4.4.10.4 Embed Tickets Table in Contracts

Learn how administrators can embed the tickets table tab in a contract overview section.

To have a highly flexible query for contract related tickets, we recommend embedding tickets section in
contracts.

1. As an administrator, navigate to Tickets tab of a contract.

Solution Guide for SAP Service Cloud
Tickets PUBLIC 119



Go to | Adapt » Edit Master Layout 3.

Click Copy.

Go to the contract Overview section.

Select a section in the Overview section to embed the Tickets table.
Click Paste.

Click Apply.

Click [ Adapt » End Layout .

© N OO AW

You can now view the embedded Tickets table including all of its queries.

4.4.11 Ticket Scheduling in Field Service

Once you've determined that a ticket needs service, add service items in the Items tab based on service
requirement.

The following are our supported scheduling methods:

* Manual scheduling requires a resource planner to assign a service technician for the requested service.
Start and end times define time constraints for the planning phase and this data is inherited from the
header. The expected duration for any service is calculated from the planned quantity of the item. Define a
service team that would perform this service.

* Auto Dispatch scheduling automatically searches for an available service technician.

¢ Appointment Offering scheduling allows the service agent/technician to select appointment slots for their
customer, when creating a service appointment. You have to first enable this option via fine tuning.

Once you maintain the ticket details, you can trigger the demand creation by setting the work progress of the
ticket item to Release for Scheduling. This creates a demand and sends it to resource planning.

i Note

In the ticket, maintain the service team and requested time range.
This action sends the demand to the resource scheduler tab and sets the item to In Scheduling. Once the
demand gets scheduled, the status changes to Ready and gets linked to the assignment.

The planned duration for this demand is calculated based on planned quantity. If this UoM is not a time based
unit, then use the conversion rules for the product.

In the ticket, maintain the service technician team and requested time range.
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4.4.11.1 Scheduling Workflow in Tickets

The scheduling method can be configured for the item processing codes for service items relevant for
scheduling.

Context

This is the general flow of tasks and activities for scheduling in Tickets.

Procedure

Determine service technician team and technician in a ticket.
Enter service item with processing code relevant for scheduling.
Release ticket for scheduling and save ticket.

Work progress status of service item is set to In Scheduling.

Demand gets created and linked to the appropriate service item.

O

Assign demand to technician using Resource Scheduler or external scheduling tool (Multiresource
Scheduling).

Assignment is created and linked to the service item.

~

8. Work progress of service item is set to Ready.

9. Service technician information gets updated in the ticket header and ticket service item.

4.4.11.2 Appointment Offering in Resource Scheduler

This feature offers your customers the ability to preselect time slots for a service appointment.

The service agent can offer the customer the ability to choose their appointment time slot and date range.
However, you would need to enable this option first.

When you select the scheduling method for a repair item as Appointment, and choose Release for Scheduling,
the Appointment button gets enabled.

i Note

Only items with In Scheduling work progress status are relevant for appointment booking. The Appointment
button, is otherwise disabled. So to change the status of a ticket item to In Scheduling, you would have to
execute an item based action.

On the Appointment Offering screen, you can select a date range and a time slot. Click the Get Appointment
button to get a list of available appointment offerings within your selected date range and time.

Next, select the time your customer requests and save the appointment time to ensure that the time slot is
booked.
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Once you save, the item status displays as Ready, which means that the assignment for that item has been
created. You can view details of this item in the General Data tab, at the bottom of the screen. You would also
see that the system has assigned a technician for the appointment based on the requested time slot and date.

In the Assignments tab, you can view the appointment you scheduled. Here's a short video with more
information on the Appointment Offering feature.

Fixed Flag

As the name suggests, this feature restricts editing the time slot or technician based on the type of fixed flag
selection. You can choose this option when choosing an appointment.

The Fixed flag helps avoid any unintended changes to a set time slot. You can choose from these options:

* Fixed Time
Selecting this option would restrict the appointment time. So if the time slot is fixed to morning, then you
can move the appointment to a different hour within the morning time slot of the same day. However, you
cannot move the appointment to the evening or another day. In this case, you would still have the option of
changing the technician.

* Fixed Time and Technician
Selecting this option would restrict the appointment time and the technician. Hence in addition to the time
slot, you cannot change the technician.

4.4.12 Van Stock in Tickets for Field Service

You have the option of consuming stock from the Work Tickets tab.

The stock feature provides information on available parts in stock for servicing and repair. The stock data is
replicated from SAP ERP to SAP Cloud for Customer based on the mapping of service technician, service team,
and service organization with the plant and storage location.

* You have an option of adding stock from the Work Tickets work center.

* You also have the option of adding Van Stock Products as Ticket items.

* Inthe ltem Processing Determination fine-tuning activity for tickets, you can maintain the item processing
type depending on Stock type.

Follow these steps to use stock in a work ticket:

Go to|r Work Tickets ¥ Parts » Add from Stock Location 3.

The dialog box displays a list of stock locations assigned to the user.

Select a location to display available products in that location.

In the section Products add the actual quantity of products you want to add.
Next, click Add Products to add it to the parts list.

o s W e

i Note

If you change the stock location, then selected products get cleared.
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6. The added item gets the item processing type as defined via fine-tuning.

7. For the added stock item, select Finish Work.
Finish Work copies the planned quantity to actual quantity for an item, marks the item as Read Only, and
enables the Release to ERP action.

8. Now you can release the item to SAP ERP.
9. After a successful release, you would see the status of the item as Released.

4.4.12.1 Configure Stock for Tickets

Scoping the Stock allows you to view all stock-related information for service technicians, service team, or
service organizations. To use the stock option in a ticket, the administrator would have to assign the Stock work
center to the field service technician business role.

To scope stock for your solution, go to [r Business Configuration ¥ Implementation Projects 3. Select your

project and navigate to | Edit Project Scope p Service  Entitlement Management » Stock Location 3 and
select the checkbox. Next, go to the Questions tab to select the option for using the Stock work center to
enable you to view the stock location data.

To assign the Stock work center to the field service technician business role, go to |» Administration » Work

Center and View Assignments Jtab. Assign the Stock work center to the field service technician business role
with COD_STOCKLOCATION_WCF ID code.

4.412.2 Part Consumption from Technician Stock

You can add stock from the Work Tickets tab.

In the Parts tab, choose the Add from Stock Location action. This displays the My Stock Locations screen, so
you can choose the quantity from your available stock list. A technician can only consume parts from their own
stock.

Next, you can set the work progress status to Finished, then Release to ERP and save your updates.

4.4.13 Approve Tickets

Learn about the tickets approval process and how to define work distribution and edit conditions.

If your administrator has configured approvals, a task is triggered to forward the ticket or hinder it from moving
to the next stage.

Administrators can set up multilevel approval processes. Based on the configuration settings, user can:

* Edit and view approval notes in the Approval tab.
* Withdraw from approval under Actions, using the Withdraw from Approval field.
* Manager can submit for approval directly in the Approval tab.
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* Approvals are submitted automatically based on the tickets output settings.

4.4.13.1 Configure Approval in Tickets

Administrators can explore how to incorporate conditions into the approval process for tickets, such as who
would be allowed to approve the ticket.

The administrator can set the work distribution for tickets. These can be: Approver of Ticket, Direct Approvers,
Manager of Agent Responsible for Ticket, Manager of Service Technician for Ticket, or Responsible for Account.

Activate the approval process for tickets under | Business Configuration  Implementation Projects 4. Select
your project and navigate to |+ Edit Project Scope ¥ Service ¥ Customer Care ¥ Service Request Management

» Group: Approval for Tickets 3. Go to Questions and check the boxes for the questions: Do you want to use
a multi step approval for tickets? and Do you want that the system submits automatically a ticket for
approval?

You can edit the approval process by editing steps, adding additional steps, and by changing the order of the
steps. You must define who receives approval tasks. You can also define conditions by which an approver is to
receive an approval task.

Once you scope approval for tickets, then you detail the approval process. For this step, you define the
approval conditions and an approver before the approval process is ready to use. Navigate to [ Administrator

» Approval Process J. See Creating an Approval Process for details.

i Note

At least one approval process must be active. To define an approval process, copy the default approval
process and adapt the approval validity, ensuring one process has an unlimited validity.

Related Information

4.4.13.2 Additional Ticket Approval Conditions

You have the option to set approval conditions for a ticket based on additional fields.
The following fields have been added to the ticket approval condition fields:

* Payment Terms

* Incoterms

* Delivery Priority Code
* Incoterms Location

* Billing Block
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* Delivery Block

* Order Block

* Credit Status

e AgentID

* Service Technician ID
* Created On

¢ Created By

¢ Changed On

* Reported On

¢ Changed By

¢ Completion Due

* Initial Review Due

* Due On-Site

* Arrived On-Site

® Resolved On

¢ Sales Organization ID
¢ Sales Territory ID

¢ Service Organization ID

¢ Country
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4.4.14 Assign Product Lists in Tickets

Product List is a list of products or product categories that can be assigned to a customer, sales area, sales
territory, product (required products), or product category. The Service Item category type of product list is
used in a ticket.

Product list in a ticket can be determined from: Maintenance Plans, Reference Product, or Generic Product List.
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Related Information

Product Lists [page 1026]

Product Lists with SAP Cloud for Customer offers your company flexible product proposals in sales
transactions enabling users to streamline sales processes.

4.4.14.1 Create Ticket Item From Product List

Create item from product list in the Tickets work center.

Context

A planner or service technician would be able to plan or confirm items in a ticket based on a predefined list of
parts, service, or expenses.

Procedure

—

Create a new ticket with Service Items type product list. Add a customer and reference product.

Go to ltems tab and click |j* Action » Add From List
Select the product from list and click OK.

A w D

For the selected product, items are created in the ticket.

Results

The referenced Product and Customer from the ticket header is used for product list determination, and those
products are displayed. Product Categories from Product List are resolved.
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4.4.14.2 Generate Items Based on Maintenance Plan

You can add products to a ticket from a product list, or if a ticket is created from a maintenance plan, then
items are added to the ticket from the product list assigned to that maintenance plan.

Context

When a ticket is created from a maintenance plan, the product list maintained in the maintenance plan can be
used to assign products.

Procedure

Go to |» Registered Products » Maintenance Plans
Create a new maintenance plan.

Maintain Ticket information and go to Set Product List.

A owopoe

Enter a maintenance item.

4.4.15 Unlock a Ticket

Unlock tickets opened for editing with unsaved changes.

Context

When you edit a ticket, the solution locks that ticket until you save your changes. The lock prevents others from
making conflicting changes at the same time. Normally, the solution unlocks the ticket when you save your
changes. If you make changes, but don't save, the ticket remains locked. For example, you could be called away
before saving, or become disconnected from the network. You, as an administrator, can unlock the ticket to
allow editing and changes in case the person that last worked on the ticket is unavailable.

A Caution

Unlocking a ticket deletes any unsaved changes made by the person that opened the ticket for editing.
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Procedure

1. Navigate to: |» Administrator » Service and Social ¥ Ticket Configuration. 3
2. Enter the ticket ID in the Unlock Ticket section.

3. Select Unlock.

£y Home

E Calendar

r[TJ Service Entitlements

Service

Business Configuration

&%  Administrator

General Settings

Employees

Business Users

Delegates

Service and Social

Sales and Campaign Settings
Industry Settings

Mashup Web Services
Mashup Authoring

Master Template Maintenance

Service and Social Ticket Configuration

Ul Configuration

Create tickets in detail view

No

Enable new Ul of Ticket Changes

Open HTML flaorplah in Fiori
No

Enable inline Images for ticket description, work description and portal messages

E-Mail Editor Tools

Disable Clean Formatting Disable Insert Hypertink

v O
Disable Insert File Disable Insert Image
v O

Disable Subscript Disable Superscript

E-Mail Channel Configuration

Handle multiple e-mall channel in TO address

No

Fiori Interactions

Enable Inline Editor

Enable List View

Number of Interactions

4

Save

Default View

List View hd

Unlock Ticket

Ticket ID

Unlock

Save and Close Close

4.5 Resolve Tickets

Discover how to find answers and resolve customer issues.

The heart of customer service is resolving issues quickly and accurately. Use a knowledge base and collaborate
with colleagues to find the answers to your customer issues. If a customer requires new equipment to resolve
an issue, you can create sales quotes, opportunities, and other follow-up items from a ticket. Managers can

review aggregated ticket data to improve organizational efficiency.

Use Knowledge Base to Resolve Tickets [page 129]
The knowledge base may be pre-populated with articles based on any tags associated with the ticket. If
browsing in your knowledge base is enabled, you can search the knowledge base for relevant articles.

Use Collaboration to Resolve Tickets [page 133]
Collaborate with your colleagues to find solutions to customer issues.

Analytics in Tickets [page 135]
View ticket data in various ways.

Solution Tracking for Tickets [page 135]
Quickly identify the solution that solved the issue and closed the ticket.

Change History for Tickets [page 135]
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Any changes you make to a ticket after it has been created can be viewed in the Changes tab of the
Ticket work center. This tab helps you track attribute updates made in a ticket.

Create Follow-Up Items for Tickets [page 136]
While working on a ticket, you may discover the customer requires additional products, an upgrade, or
other services. Create a follow-up item to associate the new request with the existing ticket.

Remove Personal Data in Tickets [page 136]
Use Depersonalize in Tickets to remove personal data from obsolete tickets.

4.5.1 Use Knowledge Base to Resolve Tickets

The knowledge base may be pre-populated with articles based on any tags associated with the ticket. If
browsing in your knowledge base is enabled, you can search the knowledge base for relevant articles.

* Choose an article to preview it. Then attach it to the ticket by hovering over the article and choosing Attach,

and send the response back to your customer.

¢ When you attach an article from the knowledge base, a URL will be entered into the reply box. Choose
Reset to clear your search terms and return to the original list of recommended solutions.

4511 Prerequisites for Knowledge Base Integration for
Tickets

Enable agents to search for solutions and attach articles to responses without having to leave the workspace by
integrating an external knowledge base.

By integrating an external knowledge base, you enable agents to search for solutions and attach articles to
responses without having to leave the workspace. The workspace will also include a list of recommended
articles based on an automatic search of the knowledge base using the product and other keywords identified
via text analysis as the search parameters.

Prerequisites

* You have an external knowledge base that supports the OpenSearch standard with an RSS or Atom based
search API.

*  You know the URL for the API (from your knowledge base vendor).
* You know the search term input parameter for the API (from your knowledge base vendor).

i Note

Single sign on (SSO) is not supported for knowledge base integration.
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45.1.2 Configure Knowledge Base Integration for Tickets

The administrator has to scope and enable Knowledge Base Integration in SAP Cloud for Customer solution.

Context

Enabling this feature turns on the solution finder feature of the workspace where your external knowledge base
is integrated.

Procedure

N o O R W

Go to |r Business Configuration » Implementation Projects . and select the relevant implementation
project.

Click Edit Project Scope.

Click Next > until you reach Questions.

In the Scoping Elements list, select |» Service » Customer Care » Service Request Management
Enable Knowledge Base Integration by selecting In Scope for that question.

Click Next .

Click Next .

45.1.3 Configure Web Service

Administrators can create a knowledge base web service.

Context

Create a web service to access knowledge base content.

Procedure

1
2.

130

Go to |» Administrator » Mashup Web Services
Click New, then RSS/Atom Service.

Single sign-on (SS0O) is not supported for knowledge base integration.
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Enter the URL of the RSS or Atom feed and click Extract Parameters.

The system extracts any parameters and displays them under Input Parameters.

If you already have the input parameters, you can also enter them manually.

Adjust the input parameter values as required, ensuring that the search term parameter is blank.

Save your entries and activate the service.

Example

For example, if the URL for the RSS or Atom feed for your knowledge base vendor is https://
KBvendor .com/search?q=test, then the system would extract the parameter, q, with the constant, test.
You would need to delete the constant value so it remains blank.

4.5.1.4 Configure Data Mashup

As the administrator, once you've created the web service for your knowledge base, create a data mashup
to specify the mapping between the search parameters used by the system and the web service input
parameters.

Procedure

Go to | Administrator » Mashup Authoring 3.

2. Click New, then Data Mashup to open the guided activity for creating a new mashup.
3. Onthe General Information screen, enter the Mashup Name as: KNOWLEDGE_BASE.

The name must be KNOWLEDGE_BASE for the mashup to function correctly.

Enter a description if desired.

For Port Binding, choose Knowledge Base Search. You can type the first few characters into the field for a
quick search, or select from the value list.

5. Select Next to define the mashup details.

6. Select + Binding Port under Add Initial Input. The Input-Binding Port should be

Knowledge_Base_Search_Info.

Click the Input-Binding Port title to open the properties. Enter a test search expression that you know will
return results.

You'll use the test search expression to preview the mashup results later in this process.

Add a service and select RSS/Atom Service.

9. Select the knowledge base web service you created previously as the source for the data mashup.

10.

Edit the source properties by clicking the Service Source title. For the input variable you configured in the
web service, select the Search Expression parameter.
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11. Click Preview to preview the results of your test search expression in the result pane.
12. Click Next to review the mashup.

13. Verify the details and click Finish to save and activate your mashup.

4515 VIDEO: Creating a Knowledge Base Mashup

For Administrators: Find out how to create a data mashup to connect the articles in your external knowledge
base to your solution.

45.1.6 Configure SAP JAM as Knowledge Base for Tickets

The administrator would scope and configure SAP Jam as a knowledge base for ticket responses.

i Note

Your system must be integrated with SAP Jam for Feed content before you can use SAP Jam as a
knowledge base.

To scope, go to |i» Service » Customer Care » Service Request Management » Questions . In the scoping
questions for the Knowledge Base Group, select and scope the question Do you want to use SAP Jam as a
knowledge base provider?

45.17 Select a JAM Group for Knowledge Base

As an administrator, after you've enabled SAP Jam as a knowledge base, choose a Jam group to use as your
knowledge base.

Go to | Administrator ¥ Service and Social » Knowledge Base » SAP Jam Settings ., enter the SAP Jam group
that you want to use as knowledge base.

i Note

If the knowledge base name is left blank, the solution finder queries all groups to which the user has access.
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4.5.2 Use Collaboration to Resolve Tickets

Collaborate with your colleagues to find solutions to customer issues.

The solution provides several ways to collaborate with your colleagues. How you collaborate depends on which
optional features your organization has purchased and configured.

Collaboration Option Description

Feed Native collaboration option for the solution. You can post up-
dates, follow other users and items, and view feed updates
sent by other users.

SAP Jam Feed SAP Jam replaces and enhances the native feed function.
You can post in forums, upload content, create polls and
surveys and much more.

45.2.1 Collaborate Using SAP JAM

You can collaborate using SAP JAM groups with some ticket capabilities.
You can:

* Create new SAP JAM group within the context of a ticket.
* View all JAM group updates for that ticket.

Bring your partners on a single collaboration platform to increase partner engagement and loyalty. Use
dedicated communities to connect with your partner contacts to exchange ideas, collaborate and deliver
superior content.

For details on JAM Groups and how you can use SAP JAM see topic Partner Channel Management.

45.2.2 Set Up SAP JAM for Collaboration

As the administrator, once you've enabled SAP JAM for collaborating in a ticket, set up SAP JAM in your
system.

Follow these steps for setting up your system:

In SAP JAM, register your solution as an OAuth Client.
In your solution, register the SAP JAM system.
In SAP JAM, register your solution as a SAML Identity provider.

A owon o

Confirm successful integration within your solution.
->Tip

We recommend using dynamic on-boarding, without explicit user mapping. There are several ways to
achieve this. Refer to the screenshot and find the appropriate option that addresses your user provisioning:
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45.2.3 Configure SAP JAM Integration in Ticket

To use SAP JAM to collaborate and resolve a ticket, the administrator must first enable the feature, and
integrate it with our solution.

Go to | Scoping # Business Configuration  Implement Project  Edit Project Scope » Communication and
Information Exchange » People Collaboration, Intranet and External Services » Communities and Document

Management » Questions 3. Under SAP JAM Integration, select the question: Do you want to integrate SAP
JAM with your cloud solution?
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45.2.4 Use Product Lists Feed

Learn about the product list feed, which allows you to follow product lists that are relevant to you.

When an administrator creates product lists, an action appears in the product list feed displayed in Feed or
within the product list on the Feed tab.

Users can view feed product list changes by using the follow action.

4.5.3 Analytics in Tickets

View ticket data in various ways.

Your Administrator can configure various reports that allow you to view ticket data on your home page, in
dashboards, and as reports. You can also download report data and work with the numbers in Microsoft Excel.

You can find more information on working with analytics in the SAP Cloud for Customer Business Analytics
Guide, available at https://help.sap.com/cloud4customer.

4.5.4 Solution Tracking for Tickets

Quickly identify the solution that solved the issue and closed the ticket.

Use the Solution Center tab to track the solutions used in ticket resolution. Identify the link, note, or
attachment that solved the issue associated with a ticket. This streamlined information access can help
find the solution to similar issues. Future releases may use this data to train machine learning algorithms to
enhance the accuracy of recommended solutions.

4.5.5 Change History for Tickets

Any changes you make to a ticket after it has been created can be viewed in the Changes tab of the Ticket work
center. This tab helps you track attribute updates made in a ticket.

When you want to see the changes made within a certain time frame, fill in the appropriate date range and
select the attribute for which you want to see the changes, and click Go. The system brings up the changes and
selecting each change will display its details.

For the ticket change history, we maintain a white list to indicate which fields will be displayed.
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4.5.6 Create Follow-Up Items for Tickets

While working on a ticket, you may discover the customer requires additional products, an upgrade, or other
services. Create a follow-up item to associate the new request with the existing ticket.

Find follow-up items created from and associated with this ticket in the Related Items tab. You may need to
adapt or personalize the ticket detail layout to make the Related Items tab visible in your solution.

The following table outlines the types of requests, lists examples, and indicates how to create them in the
different client interfaces.

Sample Follow-Up Items

Example Request Type Choose

Product not workin Spare parts or repair (ticket)
€ Fiori Client: |+ +  Ticket 3

HTML Client: [» Follow-Up Items
» Create Ticket 4

Customer wants pricing for product ac- Price quote (sales quote)

cessories Fiori Client: | + # Sales Quote 4

HTML Client: | Follow-Up Items
» Create Sales Quote 4

Machine requires upgrade to the latest ~ Opportunities
Fiori Client: |} + > Opportunity }

model
HTML Client: [+ Follow-Up Items
> Create > Opportunity }
Customer interested in additional prod- Product information (lead) Fiori Client: |} + > Lead 1
ucts

HTML Client: | Follow-Up Items
> Create Lead ]

4.5.7 Remove Personal Data in Tickets

Use Depersonalize in Tickets to remove personal data from obsolete tickets.

The Depersonalize action allows you to remove personal data from a business object to ensure compliance
with the applicable data protection requirements. Depersonalize only appears in the Actions menu for users
assigned the Data Protection and Privacy work center.

When you depersonalize a ticket, the system makes the personal information associated with that

ticket anonymous. All references within the ticket are removed. Hence, when you open a ticket after
depersonalization, you won't see any information related to the contact, customer, or employee associated
with the ticket. The information you see depends on the Read-Access-Login information.
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»» Example

When you search for a ticket and view its related information, your name or ID is captured by the system
and displays in the Change History or Notes tab.

This information also becomes anonymous when you depersonalize a ticket.

All associated information from a ticket is removed from:

* Documents

* Notes

* Attachments

* Change History

* Involved Parties

i Note

Ticket must be in status Closed to depersonalize it.

Once aticket is depersonalized, you can't edit or delete it.

Related Information

Personal Data Protection and Privacy
Create Business Roles and Assign Work Centers and Views

46 Integrate with SAP ERP for Tickets

This topic displays the scope of integration between SAP Cloud for Customer and SAP ERP via high level
integrated functional scenarios.

When a Field Service technician adds the required services and parts, the type impacts how the integration
works with SAP ERP. If the type is Part then a goods movement is issued to SAP ERP for the use of the part.
If the type Service is used, then automatic time recording is integrated with SAP ERP. A billing request for the
parts and services gets created in SAP ERP.

These process flow diagrams display areas where you would integrate our solution with SAP ERP. Service areas
with focus on Tickets pertains to our solution Guide.
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SAP Hybris Cloud for Customer Integration with SAP ERP

Master Data View

SAP Hybris Cloud for Customer

Currency Sales Org Product Account Contact \ Van Stock Registered Measurement
conv. rates Hierarchy Hierarchy Product Document
Empl Product Customer Account Offline Installation Measuring
mployee focuc Material Info |Customer Hierarchy Pricing Paint Point

Factshest
SAP ERP
Currency Sales Org Material Account Contact Van Stock Equipment Measurement
conv. rates Hierarchy Group Document
Emp Material Customer Customer Prici Functional Measuring
mployee atenal Material Info Hierarchy reing Lacation Point

SAP Hybris Cloud for Customer Integration with SAP ERP

Transactional Scenario View

SAP Hybris Cloud for Customer
Online Pricing

Opportunity Online ATF

Online

Pricing for .
net value Sales ‘ Service ‘ |
- Work Ticket

Oniine , Contract
Pricing with
ATF & Credit Sales ]

imi = Time Report Create follow-up Business
e ek Order p Transaction Document

SAP ERP

‘ Y ) | Internal Order / Reference to Contract
Pricin Quote W Delive » | “*Contract ]
‘ \/I i “k" | Billing Request ] | Invoice I Revenue
Sales ] Customer o .
| Order \—l'" | Invoice "Ih’ I Goods Issues from Technical Stock l Cast
Service
Time Sheet Faeade I Adv. Shipment } | Goods Issue I Cost
(CATS)

l Timesheet (CATS) I Cost

Sales Purchase Purchase |

Order Requisition Order I

See Prepackaged Integration with SAP ERP Guide for details on how to integrate the pertinent business
objects in SAP ERP.

Integrate Work Tickets with SAP ERP [page 139]
Learn how to integrate work ticket created in SAP Cloud for Customer with SAP ERP.

Integrate Stock with SAP ERP [page 142]
After choosing parts required to complete the service for a ticket, you have the option to Release to
ERP. This action triggers the stock update process in SAP ERP.

Integrate Advance Shipment with SAP ERP [page 143]
Advance Shipment order is created in our solution, but processed in SAP ERP.

Integrate Finance and Costing with SAP ERP [page 144]
Request for Finance and Costing is made in SAP Cloud for Customer, but processed in SAP Cloud for
Customer.

Use External Pricing in Tickets [page 114]
You can Request External Pricing in Ticket, External Pricing Conditions in Ticket, Re-Pricing Based on
Actual Quantities in Ticket, Manual Pricing Changes in Ticket, Header Pricing Information in Ticket, or
Release to SAP ERP with Pricing Conditions.

Integrate with Multiple Registered Products in Ticket [page 147]
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You can add multiple registered products in the ticket header, link a single registered product or
installation point to a ticket item, and integrate with SAP ERP.

Integrate Item Processing Code with SAP ERP [page 147]
This topic describes scenarios where integration occurs between Item Processing Codes and SAP ERP.

Integrate ATP Check with SAP ERP [page 148]
The available to promise (ATP) feature in a ticket, for our solution requires integration with the SAP
ERP system. The request for ATP is made in the /tems tab of our solution, but the request or check is
processed in SAP ERP.

Integrate with External Procurement [page 151]
External Procurement integrates with SAP ERP.

4.6.1 Integrate Work Tickets with SAP ERP

Learn how to integrate work ticket created in SAP Cloud for Customer with SAP ERP.

Prerequisites

* Scope the option in Cloud: | Integration with External Applications and Solutions j Integration into Sales,
Service, and Marketing Processing Do you want to create follow-up documents for service requests from
your cloud solution to an external application? 3

* Create a controlling scenario in IAOM1, and set the controlling type as Single-Object Controlling in IAOM2
transaction in SAP ERP.

* Create each service technician or employee working on service tickets as a customer inSAP ERP.

* Toidentify the right consignment stock to be used by the technician, maintain the derivation log-in in
SM30in COD_V_PLANT_SRV.

¢ Toidentify the right activity type for CATS confirmation, maintain the material used on item level in SM30
in COD_V_MAT_ACTTY.

* Schedule jobs to ensure that booking from CATS are accounted to an internal order.

Context

Work tickets created in SAP Cloud for Customer lets you do the following:

* Integrate into controlling in SAP ERP.

¢ Automatic time confirmation for the time spent on the services. Once the time spent by a service
technician is maintained in a work ticket, the corresponding time is automatically booked in the SAP ERP
system.

* Automatic deduction of the material or spare parts used for a ticket, based on the actual quantity. Once
the quantity used by a service technician is maintained in a work ticket, the corresponding material is
automatically deducted in the consignment stock in the SAP ERP system.
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* Advance shipments and returns. A technician might need a few goods shipped in advance to carry out a
repair. Not all the quantity may be consumed, so the rest can also be returned.

Although, there are multiple activities performed for a single ticket, all the confirmations in ERP are created
with reference to a single internal order.

Following is true for every work ticket item.

Procedure

An internal order is created or determined in SAP ERP.
A follow-on billing request for the work ticket is created based on the target quantity.

For a Service Item, an automatic time booking for the technician is made based on the actual quantity.

N

For a Part from the Technician Stock, the quantity of spare parts used is automatically reduced from the
consignment stock based on the actual quantity.

5. For a Part from Advance Shipment, you can release the item to SAP ERP. Later, once the required quantity
is consumed, you can maintain the consumed quantity and the quantity to return. Separate items are
created for each of the two quantities, and you can release these items to SAP ERP. The last confirmed
delivery date and the total of all the confirmed quantities of advance shipment items are replicated from
SAP ERP.

For a service item, both invoicing methods, Fixed Price and Time and Material Billing are supported.

46.1.1 Configure Ticket Status Dictionary

To use your own ticket statuses in your processes and schemas, the administrator would have to create the
statuses first in the Ticket Status Dictionary and assign them to life cycle and assignment status.

To maintain entries for ticket status schemas, you first create them in the Ticket Status Dictionary. Go to

|» Business Configuration » Implementation Projects 3. Select your project and navigate to [ Open Activity
Lists # Fine-Tune J and search for Tickets for Customer Support. Click Maintain Status Dictionary Entries, and
using the Add Row button, maintain the status and create additional status for tickets here.

Use the status values you create in ticket status dictionary and then go to Ticket Status Schemas to assign
them to a ticket.

The following table lists the pre delivered status values that you can select in the ticket and the possibilities to
change them in the ticket. When you create your statuses keep these possibilities in mind.

You can change the description of the pre delivered statuses, but you can't delete them.

Current Status Reachable Statuses Non-Reachable Statuses Description
Open * In Process ®* Copied to CRM This status is not reachable
* Customer Action * Closed from any other value.

* Completed
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Current Status Reachable Statuses

Non-Reachable Statuses

Description

In Process * Copied to CRM * Open If the status changes from
* Customer Action * Closed In ProcesstoClosed
* Completed the system completes and
closes the ticket.
Copied to CRM None * Open This status is only reachable

* In Process

* Customer Action
* Completed

* Closed

after In Process. If this
status is set the ticket is
replicated to the SAP CRM
On-Premise system. It is not
reachable if the document

is inconsistent and it can-
not be changed in the SAP
Cloud for Customer system.
But the status is changeable
for inbound actions because
in case a ticket is set to
Completed in the CRM On-
Premise system the status
Completed is written back
to the Cloud system.

* In Process
* Copied to CRM
* Completed

Requires Work

* Open

* Closed

when creating a ticket, if you
select the ticket type as work
relevant, the Requires Work
status flag gets enabled.

Completed * In Process
* Customer Action

* Closed

* Open
* Copied to CRM

A ticket, which is
Completed cannot be set
toCopied to CRM. In
Process is not reachable

if the ticket was completed
by the On-Premise system. A
ticket can only be revoked if
it was not transferred to an
On-Premise system.
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Current Status Reachable Statuses Non-Reachable Statuses Description

Closed None * Open If a ticket is closed, it is not
* In Process possible to open it again. This
* Copied to CRM status can only be used for

_ tickets still in the system.
* Customer Action )
New tickets are not allowed

* Completed touse Closed.

i Note

Once a ticket is set to
closed, you can't change
the ticket status.

Besides these, our solution also provides you with various statuses for tickets integrated with SAP ERP. The
SAP ERP ticket statuses are as follows:

* Release to SAP ERP: Once your work on the ticket is complete, you can set the action to Finish Work. The
ticket is now ready to be released to SAP ERP.
* Release Pending: When the ticket is in process the ticket has the Release Pending status.

¢ Release Discarded: If there are issues when data is sent to SAP ERP, errors display in the error log of the
ticket.

* Released: If there are no issues in the ticket data when released to SAP ERP, the status updates to
Released.

Add and Delete Ticket Status

To add a status click Add Row, enter a description, select the wanted life cycle and assignment status, and save
your changes.

To delete a status, select the corresponding status line, click Delete, and save your changes.

4.6.2 Integrate Stock with SAP ERP

After choosing parts required to complete the service for a ticket, you have the option to Release to ERP. This
action triggers the stock update process in SAP ERP.

You have to replicate stock data from SAP ERP to SAP Cloud for Customer to be able to use the stock feature in
our solution.

There are prerequisites for SAP ERP integration:

* Maintain table COD_PLANT_SRV
* Map Service Organization / Service Technician Team / Service Employee with plant and storage location
* Maintain mapping table between SAP Cloud for Customer employee and SAP ERP employee ID
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* Replicate stock data using SAP ERP report RCOD_STOCK_EXTRACT

4.6.2.1 Integrate Parts Consumption from Technician
Stock

In the Parts tab, you can add parts with the actual quantity. Next, set the work progress status to Finished and
release to SAP ERP and save.

i Note

After you Release to ERP, Material Management (MM) movement occurs in SAP ERP.

46.2.2 Configure Stock for Tickets

Scoping the Stock allows you to view all stock-related information for service technicians, service team, or
service organizations. To use the stock option in a ticket, the administrator would have to assign the Stock work
center to the field service technician business role.

To scope stock for your solution, go to ||» Business Configuration » Implementation Projects . Select your

project and navigate to ||» Edit Project Scope » Service » Entitlement Management » Stock Location A4and
select the checkbox. Next, go to the Questions tab to select the option for using the Stock work center to
enable you to view the stock location data.

To assign the Stock work center to the field service technician business role, go to |» Administration » Work

Center and View Assignments _itab. Assign the Stock work center to the field service technician business role
with COD_STOCKLOCATION_WCF ID code.

4.6.3 Integrate Advance Shipment with SAP ERP

Advance Shipment order is created in our solution, but processed in SAP ERP.

Context

The process flow diagram displays the advance shipment flow in a Ticket.
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Advance Shipment Planned gty
item

1 Consignment Fill-up : Delivery

date updated in ticket item

Advance Shipment Actual gty .
confirmation item Billing Request Invoice
Advance Shipment Planned qty . i : :
Return item Consignment Pick-up Returns Delivery

Procedure

1. The service agent creates a ticket and plans an advance shipment item. Go to [ Service and Repair tab
» Release to ERP 1 to release the item for processing to SAP ERP.

2. The document flow gets updated with the SAP ERP consignment fill-up order and can be viewed in the
Document Flow tab.

The consignment order is processed in SAP ERP.

Next, the field technician confirms the advance shipment item. Go to | Parts tab » Confirm Part .

The solution creates the part consumption and part return items. You can view the items in the Parts tab.

o o~ w

Release to SAP ERP and save. Follow-up processes occur in SAP ERP.

Delivery notification to technician by workflow isn't currently supported.

4.6.4 Integrate Finance and Costing with SAP ERP

Request for Finance and Costing is made in SAP Cloud for Customer, but processed in SAP Cloud for
Customer.

In our solution, you have to select the Invoicing Method to implement the Finance and Costing process in SAP
ERP. Go to ||r Tickets j Service and Repair # General Data ¥ Invoicing Method 3 field.

You can select the Invoicing Method based on:

* Time and Material: billing based on actual quantity.
* Fixed Price: billing based on planned quantity.
* Not Relevant: item not relevant for billing.
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Finance and Costing integration is influenced by the following factors:

* System Processing Type:
* Time = billing and time posting
* Billing Request = billing
* Invoicing Method:
* Fixed Price
* Time and Material
* Not Relevant
* Coverage and Pricing:
* External Pricing with manual condition changes

* Coverage indicator from warranty or contract

4.6.5 Use External Pricing in Tickets

You can Request External Pricing in Ticket, External Pricing Conditions in Ticket, Re-Pricing Based on Actual
Quantities in Ticket, Manual Pricing Changes in Ticket, Header Pricing Information in Ticket, or Release to SAP
ERP with Pricing Conditions.

When you create a new ticket, based on the selected ticket type, you can request for pricing in the Items tab. In
the Items tab, fill in data for Planned Total and Actual Total and select |» Actions » Request External Pricing
The Net Price field gets populated.

Based on the data entered in the Planned Quantity and Actual Quantity fields, the system can calculate the
Actual Total, Planned Total, and Net Price of the ticket item.

You can change the actual quantity and request for pricing again. You can also manually change the price of the
item in the Items tab.

You can maintain pricing data in the |j» Tickets » Pricing . tab.

4.6.5.1 Configure External Pricing Call in Tickets

Administrators can learn about external pricing call configuration to retrieve the complete pricing result from
SAP on premise systems to your cloud solution.

If external pricing is selected, a synchronous call is required to retrieve the complete pricing result from the
SAP on premise system to your cloud solution. Replicated sales documents also require a synchronous pricing
update once the sales document is updated during save.
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If the document was previously replicate, with this configuration, you can disable the synchronous pricing call
to the system,. In addition, you can disable the synchronous call completely, which is also valid for quotes
created in your cloud solution. For both configuration options, the pricing status is calculated successfully
through the asynchronous call from the external system. The user can still trigger pricing synchronously by
clicking the asynchronous call action.

To configure external pricing call, go to fine-tuning activity | Ticket » Tickets for Customer Support
» Document Types 3

* Enable External Pricing for ticket type.

* Enable ticket item processing code for pricing.
Next, go to | Ticket » Tickets for Customer Support * Item Processing Codes J:

* Ifanitem processing code is flagged as Pricing Relevant, then the ticket item would be set as relevant for
pricing, by default.

* The default pricing flag on ticket item level can be changed by the user.

* The pricing flag is re-determined if the item processing code is changed by the user.

46.5.2 Release to SAP ERP with Pricing Conditions

You can Request External Pricing only if pricing relevant parameters are set.

Once you've set the necessary parameters, you can Releases to ERP to trigger a billing request. Request
External Pricing is enabled as a workflow action.

i Note

Release to ERP is possible even if all ticket items are not relevant for pricing.

Related Information

Use External Pricing in Tickets [page 114]
You can Request External Pricing in Ticket, External Pricing Conditions in Ticket, Re-Pricing Based on Actual
Quantities in Ticket, Manual Pricing Changes in Ticket, Header Pricing Information in Ticket, or Release to
SAP ERP with Pricing Conditions.

46.5.3 Configure Workflow Rule Triggers

Administrators can trigger workflow rules based on the value of the Pricing Status and ERP Release Status
fields, or on keywords contained in ticket subject and body.

* Create workflow rules based on the values in the Pricing Status and ERP Release Status fields. These
triggers allow you to set up rules that automatically release a ticket to an SAP ERP system, or request
pricing information.
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¢ Keywords contained in the subject or body text of a ticket can also trigger workflow actions. For example,
route tickets based on whether certain text appears in the ticket. The text or keywords can be entered by
the customer or the agent. For tickets generated from e-mail channels, the body text of the e-mail message
is copied into the ticket description. Therefore, defining rules based on the ticket description is equivalent
to monitoring for keywords in the body of incoming messages.

4.6.6 Integrate with Multiple Registered Products in Ticket

You can add multiple registered products in the ticket header, link a single registered product or installation
point to a ticket item, and integrate with SAP ERP.

When you add a Registered Product in a ticket that integrates with SAP ERP:

* You can add a Registered Product in the Ticket header, which is included in the Internal Order. The
equipment number in the ticket header is also included in Internal Order.

* You can add a Registered Product in the Ticket item, which is included in the Billing Request item. The
equipment number in the ticket item is also included in Billing Request.

4.6.7 Integrate Item Processing Code with SAP ERP

This topic describes scenarios where integration occurs between Item Processing Codes and SAP ERP.

* |fanitem processing code is flagged as ERP Relevant, the ERP Release status of a ticket item is set to Not
Released.

¢ |fanitem processing code is not flagged as ERP Relevant, the ERP Release status of a ticket item is set to
Not Released.

* The ERP Release status can be changed between Not Relevant and Not Released using item actions.

4.6.71 Configure Sales Order Processing Code for Tickets

The administrator can select the Sales Order processing type code available for Ticket items under Item
Processing Codes activity in fine tuning. Customers can use this processing code while creating Sales Orders in
SAP ERP.

Go to |» Business Configuration ¥ Implementation Projects .. Select your project and navigate to |jr Open

Activity List 3, and search and select Tickets for Customer Support or Tickets for Employee Support.

Click Maintain Item Processing Codes and select Sales Order to set the processing code.
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4.6.7.2

Custom Processing Types

Use available BaDI in SAP ERP to create custom processing types or ticket items.

* Custom processing type for Item Planning: item can be released to SAP ERP based on a planned quantity.
Work progress status isNot Relevant.

¢ Custom processing type for /tem Confirmation: item can only be released to SAP ERP when work progress
status is Finished.

¢ Use BaDlin SAP ERP interface to implement project specific integration flows.

4.6.8 Integrate ATP Check with SAP ERP

The available to promise (ATP) feature in a ticket, for our solution requires integration with the SAP ERP
system. The request for ATP is made in the Items tab of our solution, but the request or check is processed in

SAP

ERP.

* ATP Check action occurs at the Ticket Header level.

* ATPtabin|p Ticket ¥ Item 7, shows the data availability and quantity.
¢ ATP check executes a SD (Sales and Distribution module in SAP ERP) Sales Order simulation in SAP ERP.
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4.6.81 Configure ATP Check for Tickets

Administrators can set up document types and item processing codes for available-to-promise (ATP) check.

Context

ATP check is only available for tickets with specific criteria.

* The document type is relevant for ATP
* The item processing code is relevant for ATP check
* The status for ticket item work progress is:

* Open

* Ready

* Not Relevant

Procedure

1. Configure document types. Go to |F Business Configuration » Implementation Projects J and select Open
Activity List. Select All Activities, then search for ticket. Select Tickets for Customer Support, then select
Maintain Document Types. Select the ATP Relevant checkbox for each document type you wish to enable
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for ATP check.

DOCUMENT TYPES

Version: Customer Specific  Business Option: Tickets for Customer Support

Save and Close Save Close Translate

Note: When creating your entries in the table below, the Document Type must begin with the letter Z.

You can define new document types. Only for newly created document types you can configure its settings.

Document Types
Add Row De
Document Type Description ATP Relevant
SRRQ Service Request
ZAD1 AD InvoiceComplaint
ZAO2 AOD DeliveryComplaint
ZFP Service Request - Fixed price
ZWNP Work Ticket ERP no external pricing
Z IR Information Request (CTDF)
Z MA Maintenance (CTDF)
Z RO Repair Order with Pricing (CTDF)
Z_WT Work Ticket

2. Configure item processing codes. Go toGo to |» Business Configuration » Implementation Projects 3 and
select Open Activity List. Select All Activities, then search for ticket. Select Tickets for Customer Support,
then select Maintain Item Processing Codes. Select the ATP Check Relevant checkbox for each processing

150

code you wish to enable for ATP check.

ITEM PROCESSING CODES

Version: Customer Specific  Business Option: Service: Customer Care: Service Request Management: Tickets for Customer Support

Save and Close Save Close Translate Determination Table

‘You can use this activity for maintaining delivered item processing codes and creating additional item processing codes.
New values must start with Z or Y.

Add Row Delete

Processing Code = Description System Processing Type Invoicing Method Assigned to Tab ATP Check Relevant
ZSAN NSAN test Item Planning Fixed Price Parts
ZHDO For information: Preparation time Item Planning Not Relevant Service
ZC3T ERP Test Billing Request Fixed Price Expenses

SRV1 Service Billing Request Fixed Price Service

SRs1 Time Time Time and Material Time
SRP4 Part Return from Consignment Stock Part Return from Customer C  Not Relevant Parts v

SRP3 Part Advance Shipment Part Advance Shipmentto Cu  Not Relevant Parts Vi

SRP2 Part Consumption from Consignment Stock Part Consumption from Custc  Time and Material Parts Vi
SRP1 Part Consumption from Technician Stock Part Consumption from Techr ~ Time and Material Parts v
SRPO Billing Request Billing Request Time and Material

SRCM Complaint Item Complaint Request Not Relevant
SIP1 Item Planning Item Planning Not Relevant Service v

sic1 Item Confirmation Item Confirmation Not Relevant v Service
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4.6.9 Integrate with External Procurement

External Procurement integrates with SAP ERP.

The following diagram helps explain External Procurement process flow:

SAP Hybris Cloud for Customer

Work Ticket -

N External
Procurement item

Ticket upsted
Redease toERP with ECC Sales
Order il

& Sales Order OR

Procurement item
% Purchase

Matenal Master
(tem cal. TAS) Requisitian
x

[fem cat_grp BANS)

4.6.9.1 Configure System Processing Type for External
Procurement

Each of the item processing codes maintained in fine tuning for Tickets is associated with and mapped
to certain values and flags. These can be Pricing Relevant, SAP ERP Relevant, or Scheduling Method. The
administrator can set these values and flags in the system using the business configuration activity list.

Maintain system processing type code for External Procurement, which would in turn create a SAP ERP sales
order with procurement items (item category TAS). This can also be used for SAP ERP sales order with regular
items (TAN).

46.9.2 Configure Item Processing Codes for Tickets

To enable ticket item defaulting based on item processing codes, the administrator has to configure item
processing codes via business configuration.

When you create a ticket item and set a ticket type to it, the system assigns it a processing code based on the
code mapping maintained in the rules table. The administrator has the ability to edit these mappings in the
rules table.

Each of the processing codes in turn are associated with and mapped to certain values and flags, such as
Pricing Relevant, ERP Relevant, Scheduling Method. You have the ability to set these values and flags in the
system using the business configuration activity list.
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So when you select a ticket type when creating a ticket item, then the system displays default values in the
fields based on the item processing code set in the system. However, at this point, the user has the ability to
edit these fields and change the default values.

Follow the steps below to set-up item processing codes for your business.

1. Goto|r Business Configuration » Open Activity List » Fine-Tune ¥ Show All Activities ¥ Tickets for

Customer Support » Maintain Iltem Processing Codes .
2. Select Add Row.
3. To create item processing codes, populate the required fields. Enter a description.

4. Select the required System Processing Type and the Invoicing Method.

* System Processing Type
With the System Processing Type you trigger the accounting records for costs and goods movement in
your company.

Billing Request creates a request for billing.

Complaint Request can be used to report complaints on external document items. This feature
requires SDK development in order to be exposed as a front-end capability.

External Procurement creates an SAP ERP sales order with procurement items (item category
TAS), based on actual quantity.

Item Planning and Item Confirmation allows custom integration scenarios based on planned
quantity or actual quantity.

Part Consumption from Technician Stock marks the item as taken out of the stock of the technician
and triggers the required billing and costing.

Part Advance Shipment to Customer Consignment Stock marks the item to be shipped to the
customer’s consignment stock before the technician plans to visit the customer.

Part Consumption from Customer Consignment Stock marks the item as consumed material from
the customer consignment stock. It triggers also the required billing and costing.

Part Return from Customer Consignment Stock marks the item as the to be returned material
(partly or completely) from the customer consignment stock.

Time creates a CATS time posting based on actual quantity. The line item in Billing Request is
based on Invoice Method.

If no integration with SAP ERP exists, the Type field is hidden and always defaulted to this value.

* Invoicing Method
With the Invoicing Method you decide how the item shall be invoiced in SAP ERP:

Fixed Price takes the planned quantities for billing.

i Note

Please note that advance shipment doesn’t work with fixed price.

Time and Material is the default setting and takes the confirmed (actual) time and quantity for
billing.
Not Relevant

5. Save your entries.

i Note

Custom processing codes begin with Z. The rest of the codes are provided by the solution.
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Example

If an item processing code is flagged as Pricing Relevant, then a ticket item will be set by default as relevant for
pricing. However, this only applies if the ticket type is also set as Pricing Relevant. The default pricing flag at
ticket item level can be changed by the user. In this case, the pricing flag is re-determined.

4.7 Offline Features for Tickets

This topic presents an overview of supported features and limitations for service in offline mode.

Here is the list of objects supported in offline mode.

i Note

Not all the validations/determinations available online are available offline.

Edit (can edit
directly via ac-
Tab Section Field Create Display tions/navigation)
Work Tick- Overview Y Y Y*
ets*/Tickets*
*Objects have re-
strictions or some
tabs missing
Involved Parties Y
Tasks Y Y Y
Follow-up Docu- Y* Y
ments*
Visits Y
ltems Y Y Y
Services Y Y Y
Parts Y Y Y
Time Y Y Y
Expenses Y Y Y
Work Description Y Y
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Edit (can edit
directly via ac-

Tab Section Field Create Display tions/navigation)
Sub-Tickets Y Y Y
Time Entries Y Y Y
Notes Y Y Y
Attachments Y Y
Assignments Y
Edit (can edit
directly via ac-
Tab Section Field Create Display tions/navigation)
Tickets Header Main Ticket Y Y
Ticket ID Y
Subject Y Y
Description Y Y
Overview Priority Y Y Y
Escalation Status Y
Status Y Y
Work Progress Y
Contract Y
Ticket Type Y Y
Territory Y
Assigned To Y Y
Service Technician Y Y Y
Approval Status
Service and Sup- Y

port Team
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Edit (can edit
directly via ac-

Tab Section Field Create Display tions/navigation)

Service Technician Y Y
Team
Channel
Channel Type
Channel ID
Source Y

Customer Customer Y Y Y
Contact Y Y Y
E-Mail Y
Phone Y
Mobile Y
Fax Y
Gender Y
Job Title
Department
Language
Category Y
Address Y
Individual Cus- Y
tomer
Account Y

Service Location Country Y Y Y
Building/Floor/ Y Y Y
Room
Street Y Y Y
House Number Y Y Y
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Edit (can edit
directly via ac-

Tab Section Field Create Display tions/navigation)
City Y Y Y
State Y Y Y
Postal Code Y Y Y
Involved Parties Name Y Y Y
Role Y Y v
Address Y
Email Y
Phone Y
Mobile Y
Main Contact Y Y Y
Product Product Y Y Y
Installed BaseID Y Y Y
Installation Point Y Y Y
Serial ID Y Y
Warranty Y
Coverage Y

Reference Date

Warranty To Y
Warranty From Y
Product Category Y
Survey Y Y
Description Y Y
Work Description Y Y
Category Service Category Y Y
Incident Category Y Y
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Edit (can edit
directly via ac-

Tab Section Field Create Display tions/navigation)
Resolution Cate- Y Y
gory
Cause Category Y Y
Object Category Y Y

Timeline Created On Y
Created By Y
Changed On Y
Changed By Y
Requested Start Y Y Y
Date
Requested End Y Y Y
Date
Completion Due Y
Completion Date Y
Reported On Y Y

Reported By

Initial Review Due Y

Initial Review Com- Y

pleted

Next Response Y

Due

Reported On Y

Due On-site Y

Arrived On-site Y Y
Resolution Due Y

Resolved On Y Y
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Tab

Section

Field Create

Display

Edit (can edit
directly via ac-
tions/navigation)

Last Customer In-
teraction

Last Agent Inter-
action

Customer Up-
dated

Escalated On

Integration (Or-
ganizational Data)

External Sales Or-
der ID

Sales Organization

Sales Unit

Division

Distribution Chan-
nel

External Ticket ID

External Sales Or-
der ID

External Sales Sys-
tem ID

Additional Infor-
mation

Service Level ID

Service Level

Requires Work

Sales Order Y

Sales Order Item Y

Interaction

Notes

Ticket Item

External Product
ID

Line
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Edit (can edit
directly via ac-

Tab Section Field Create Display tions/navigation)
Parent Line Y
Product Y Y
Description Y
Work Progress Y
Processing Y Y
Invoicing Method Y Y
Serial ID Y Y
ERP Release Sta-
tus
Planned Quantity Y Y
Actual Quantity Y Y

Planned Total

Actual Total

Product Category Y

Requested Start v v Y
Actual Start v v Y
Actual End v v Y

Confirmed Deliv-
ery Date

Total Delivery
Quantity

Service Technician Y Y

Installation Point Y Y

Net Price

Changed On

Pricing Relevant

Coverage Y Y

Solution Guide for SAP Service Cloud
Tickets PUBLIC 159



Edit (can edit
directly via ac-

Tab Section Field Create Display tions/navigation)
Customer Infor- Y Y
mation

Succeeding Sales  Internal Note Y Y
Order
Overview / Header Address Y
Start Date Time Y
End Date Time Y
Status Y Y
Ticket Y
Service Technician Y
Notes Y
Available Offline Actions
Tab/Global Section Action Offline Availability
Tickets / Work Tickets Add attachments to tickets Y
Display notes on a new tab Y
Create Follow-Up Ticket Y
Prepopulate fields in follow- Y
up tickets
Signature capture for a ticket Y
View ticket tab from the Y
Sales Order tab
Employee, Sales Order and Y
Sales Order Items are edita-
ble
Multiple signature captures Y

(up to three signatures on a
ticket)
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Tab/Global Section

Action Offline Availability

Ticket tab available for more Y
objects. The ticket tab now

appears in:
® Accounts
® Contacts

® Individual Customers

You can create a new ticket
from these objects.

Ticket List Level

Users can scan barcode of

a registered product when off-
line, to fill in data when cre-
ating a ticket

ltems Tab

Confirm Parts for ticket items Y

Involved Party: Y
* Add

®* Delete

® Refresh

Queries for My Work Tickets Y
and Work Tickets with my In-
volvement

Add Involved Party detailsin Y
quick create for ticket

In quick create for ticket, you Y
can add Installed Base and
Installation Point.

Time Entries

New time entry enabled Y

Users can start and stop
Time recording in offline
mode

Work Ticket Items

Start Work,

Undo Work Progress

Additional read-only ticket Y
fields are available

Items List Level

Finish Work Y
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Tab/Global Section

Action

Offline Availability

Offline external Product ID is
enabled for Ticket Items

Time Recording Time Entries

Advanced Search enabled

New time entries are enabled

Work Tickets Time Entries

Time entry enabled

Sub-Tickets

Setting status enabled

Add sub-tickets to an existing

ticket

Add items to sub-tickets

Migrate sub-tickets with
main ticket reference

Notes

Add internal notes in Notes
tab in offline mode

Installed Base

Activate

Block

Obsolete

[tems

Activate

Block

Obsolete

Delete

Add Items (at the same level)

Registered Product

Activate

Block

Obsolete

[tems

Activate

Block

Obsolete

Delete
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Tab/Global Section Action Offline Availability

Add New Registered Product Y

List Create New Ticket Y
Measurement Logs and New measurement logsand Y
Readings readings can be created
Stock Add products from van stock Y

as ticket item

Add from Stock Location Search by Product ID or De- Y
scription

Installation Point Create a new functional loca- Y
tion

i Note

Capture Signature is replaced with Generate Summary. Users can capture signature when generating a
ticket summary.

Offline Limitations for Tickets

¢ No workflow rules support offline.

¢ Limited availability of object actions offline.

* Limited Work Ticket/Ticket fields are editable offline.

* Available support for tickets follow-up for Work Tickets only.

* Limited data is copied for follow-up tickets only .

* Solution Finder tab is unavailable offline.

® Changes tab is unavailable offline.

* Document Flow tab is unavailable offline.

* Groups tab for tickets is unavailable offline.

* Approval tab for tickets is unavailable offline.

* Automatic Attachment Download for tickets is unavailable offline.

* Limited availability of read-only fields for tickets offline.

* Navigation link for follow-up items does not work.

* Inthe Work Ticket/Ticket list view, not all fields are available for Advanced Filter.

* Default/Determination for ticket items is not available offline.

* Service Category, as flat lists, is editable offline. Value help shows data correctly if user selects the
categories in sequence as follows: |+ Parent Category # Child Category 3.

* Involved Party for Ticket: Main indicator is not editable offline.

* Involved Party for Ticket: Determinations for main indicator is not available offline.
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¢ Involved Party for Ticket: Only validation for unique is available offline.
* Involved Party for Ticket: No mandatory checks are performed offline.
¢ Involved Party for Ticket: Party determination does not take place for Ticket quick create in offline mode.

* Involved Party for Ticket: Partner, Partner Contact, and Company for involved parties for ticket is not
enabled offline.

¢ Currently there is no offline validation for any ticket items.

¢ When creating a ticket, determination of installed base, serial ID, product and customer occurs only the
first time you select an installation point. To redetermine, relaunch the QC for the Ticket . This applies to
the ticket detail screen as well, close and reopen the ticket and select a new installation point to have the
fields repopulate automatically.

¢ Entering Ship-To account when creating a ticket populates neither Service Location nor Ship-To Contact
automatically.

* Contract determination is not available offline.

* |tem contract determination is not available offline.

4.8 Tickets FAQ

4.8.1 Why can't | delete a ticket?

Learn why old tickets never die.

Once you resolve a customer support issue, you close the ticket. Closed tickets are referenced by numerous
other objects in the solution and contain valuable information that can be used to resolve new issues and

for analytics. Closed tickets provide a record of customer interactions, warranty usage information, response
performance information and much more.

Tickets that are created accidentally, or generated by the system, but contain no real support issue can be set
to the status of Irrelevant, which removes the ticket from all queues.

4.8.2 What are all these unassociated e-mails?

Where unassociated e-mail messages come from and how to deal with them.

If your system is configured to support e-mail as a channel for creating customer service tickets, then any
incoming e-mails that the system cannot automatically convert to a new ticket or assign to an existing ticket
get added to the list of unassociated e-mails. These e-mails must be manually processed by agents.

There are several reasons why an e-mail could not be automatically associated with a ticket. For example, your
system may be configured to require manual processing or there may be more than one contact with the same
sender e-mail address. The system displays the reason in the e-mail details to assist you determining whether

the e-mail should be converted to a new ticket or assigned to an existing ticket.
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->Tip

You'll find the list of unassociated e-mail messages under: |* Service » Unassociated E-Mails

4.8.3 Why do | see gibberish in tickets created from e-mail
messages?

E-mail messages containing unsupported formatting codes may cause escape codes to appear in the message
content.

Unsupported formatting codes can appear as gibberish or nonsense when you are reviewing the incoming
message.

4.8.4 How to Create Scheduled Tasks/Jobs & How to
Implement Custom Business Logic?

Custom logic to create scheduled tasks.

You can use the time-based workflow and email/notification workflow to create scheduled tasks.

Example

Select the business object - Ticket (you can select any other business object such as, opportunity, lead,
activity, quote, order and so on) and perform the following steps:.

1. Configure workflow trigger to a time based event (24 hours after the Ticket "Changed On" date
2. Configure workflow condition where if the Ticket Processor is "blank".

3. Configure workflow action to send email, create BTM notification, and/or field update of a header field of
the Ticket

If the workflow action is more complex such as updating a node field, creating node entries, creating follow-
ups, or the if the workflow condition needs to evaluate a BO (business object) node field (BO node event
like when a record is saved), then you will need to combine the workflow engine with some SDK ABSL/reuse
functions to achieve the advanced logic you want to evaluate.

Use Case - You want the workflow engine to trigger an email notification
when a particular Involved Party member, Ticket line item, and/or
attachment is added/removed/edited from the Ticket.

To do this, you need to:
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1. Create a before save node exit, where it would evaluate a condition true or false. If it is true, then update a
Ticket header indicator extension field.

2. Next, create a workflow rule condition to evaluate if the Ticket header indicator field is true or false. Based
on this, the workflow engine will execute the workflow action with one extra step to do a field update action
to clear out the Ticket header indicator so that if another change is on the node, then workflow engine can
be triggered again.

Use Case - You want the workflow engine to trigger business logic such as
creating a note entry in the Ticket

For the workflow engine to trigger business logic such as creating a note entry in the Ticket, insert a default
product in Ticket line item, and/or create a follow-up Opportunity, then do the following:

1. Create a custom header action on the Ticket. In the custom header action add the logic you want to
create/edit in the Ticket node. You may even want to create a Reuse function to make the logic more
generic and accept parameters and be consumed in other places besides this custom action

2. Create a custom indicator on the Ticket header.

3. Create a beforesave exit on the Ticket header where if the indicator is set true call the custom action. Once
the custom action is executed, then set the indicator back to false d. Set-up a workflow condition where it
would evaluate if the Ticket header indicator is true or false, if it is true, then call the workflow action which
could be a simple email/notification/field update or again combine it with example #1 to call a custom
follow-up action.

Using the above two examoles, you can cover just about any business logic automation scenario with a few
lines of code and point and click configuration with the workflow engine.

4.8.5 How to Configure Workflow to Send E-mail
Notifications and Tasks?

Steps to configure workflow to send e-mail notifications and tasks.

Prerequisites

1. Draft the content of the eBmail notification. This content can be simple text or branded HTML e-mail.
There are also macros/placeholders that can mail merge the business object data into the email or task.
For example, you can create a generic template e-mail with HTML content and placeholders. When the
email notification is triggered, it can replace the #CUSTOMERNAME# placeholder in the template with the
business object data.

2. Define the conditions or rules that define when an e-mail notification is sent. This rules engine is very
flexible so it can evaluate any of the business object fields and create simple to complex multi-condition
statements. For example, you can create a rule that when the service request status changes from Open to
In Progress OR processor = Default Team, then send the e-mail notification
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3. Define the recipients of the e-mail notification. You can define specific parties that receive the e-mail
notification which can either be named Cloud for Customer users or the e-mail address of a customer. In
addition, if you add additional party roles via flexible involved parties feature, they too can be recipients of
the e-mail notification

Procedure

1. Under [» Administrator (workcenter) » Workflow Rules » Workflow Notification Rules (screen) 4, click New
or Edit an existing rule.

2. Choose a business object, type of notification, content of notification, business object data you want in the
notification, and the HTML template to format the notification.

3. Configure rules and conditions you want the notification to be sent.

4. Configure the recipients of the notification.

5. Test the notification.
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5 Customer Hub

For real-time interactions that require quick access to customer information, customer hub provides a place to
assess and enter information to help you resolve issues quickly.

Customer hub streamlines your service process and allows you to respond to support requests faster and more
efficiently. You get more productivity and shorter support queues. This capability is especially useful for service
organizations with a high call volume, supporting business-to-business customers.

If the solution automatically identifies an incoming call or chat request from a known customer or contact,
customer hub opens automatically. Customer hub supports quickly-resolved interactions where a ticket may
not be required or desired. The solution captures details of these ticketless interactions in the timeline.

* View customer or account details at the top of the screen in an emphasized header area.
* Access contact information, registered products, tickets and more in the left column.
* Scaninteractions and notes in the timeline in the center of the customer hub.

* Resolve issues quickly with the knowledge base pane at the right side of the screen.

5.1 Scope and Configure Customer Hub

Enable Customer Hub in your system.

Collect configure and enable topics here. Reuse topics from specific feature enablement areas.

5.1.1 Enable Customer Hub

Activate Customer Hub in Live Activity Settings.

Prerequisites

CTlintegration and live activity must be enabled and configured before you can use Customer Hub.

Procedure

1. Goto | Administrator » Service and Social  Communication Channels ¥ Live Activity Configuration

2. Under Fiori Client Settings, enable Open Customer Hub.
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3. Go to your user menu (top-right corner of screen), |» Settings » Company Settings J

4. Under General, turn on Enable Side Pane and turn off Disable Header Information From Top.

You can assign these settings for the entire company or for a specific business role.

5.1.2 Configure Timeline

Settings on various screens used to enable and configure the timeline.

Timeline Settings

Setting Function

Go To

Enable Timeline - adds timeline to ticket detail Overview tab
and as separate tab in ticket detail view

|} Administrator > Service and Social > Ticket Configuration
> Timeline > Enable Timeline ]

Prevent user from changing branding template for e-mail
replies

|} Administrator > Service and Social > Ticket Configuration
> Fiori Interactions > Disable change of branding template in

email feeder 1

Select e-mail editor - default is Kendo (more configurable),
alternate is TinyMCE (faster)

|} Administrator > Service and Social > Ticket Configuration
> Fiori Interactions > Enable TinyMCE Editor ]

Enable internal memos for tickets - allows for rich text con-
tent versus internal notes. Also enables portal memos.

|} Business Configuration > Implementation Projects
> (your project) > Edit Project Scope > Questions > Service
> Customer Care } Service Request Management > Internal

Memos for Tickets > Enable internal memos for tickets? ]

5.2 Timeline

Get up to speed on customer interactions with the timeline.

The timeline shows phone call and chat interactions, tickets and other touch points with the customer. You
can access the timeline in ticket detail view, or in customer hub, or both, depending on how your administrator
configured your solution. Timeline has the same capabilities as the interactions tab in ticket detail view, and will

include additional functions in the future.

Configure Timeline [page 170]

Settings on various screens used to enable and configure the timeline.

Copy E-Mail Interaction to Existing Ticket [page 170]
Copy an e-mail interaction to an existing ticket.

Search Option in Timeline List View [page 171]

Use the search feature to find a particular interaction available in the list view of the timeline control.

Send E-Mails in the Background [page 171]

Send e-mails in the background using Send Later.
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5.2.1 Configure Timeline

Settings on various screens used to enable and configure the timeline.

Timeline Settings

Setting Function

Go To

Enable Timeline - adds timeline to ticket detail Overview tab
and as separate tab in ticket detail view

|+ Administrator ¥ Service and Social ¥ Ticket Configuration
> Timeline > Enable Timeline ]

Prevent user from changing branding template for e-mail
replies

|} Administrator > Service and Social > Ticket Configuration
> Fiori Interactions > Disable change of branding template in

email feeder 1

Select e-mail editor - default is Kendo (more configurable),
alternate is TinyMCE (faster)

|} Administrator > Service and Social > Ticket Configuration
> Fiori Interactions > Enable TinyMCE Editor }

Enable internal memos for tickets - allows for rich text con-
tent versus internal notes. Also enables portal memos.

|+ Business Configuration ¥ Implementation Projects
> (your project) > Edit Project Scope > Questions > Service
» Customer Care » Service Request Management ¥ Internal

Memos for Tickets  Enable internal memos for tickets? 4

5.2.2 Copy E-Mail Interaction to Existing Ticket

Copy an e-mail interaction to an existing ticket.

Copy an e-mail interaction to an existing Ticket.

Link responses to a previous Ticket avoiding unnecessary processing.
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The existing action Copy to Ticket has been renamed to “Copy to New Ticket" without any change in behaviour.

%] Internal Memo = Email - (& sMms ) Portal

Timeline Search Q, | List View
Today | June 22, 2020

@ Re: [ Ticket: 1811231023 ] Copy to Existing Ticket ©@
From: contact without account

22.06.2020| 03:05 A

To cod.servicerequest@qgxl-cust233.mail.dev.sapbydesign.com «\ o

soo

Content with images View Original Content

Reply
iPad Pro Overview  Why iPad
Reply with Outlook

Split to New Ticket

Copy To New Ticket

Copy To Existing Ticket |

Move to Existing Ticket
|

See More

i Note

You can delete the first e-mail interaction and still retain the rest of the interaction history.

5.2.3 Search Option in Timeline List View

Use the search feature to find a particular interaction available in the list view of the timeline control.

This feature is similar to the search on list view of interactions.

5.2.4 Send E-Mails in the Background

Send e-mails in the background using Send Later.

Instead of waiting for the sending process, you can start with other tasks as soon as you click Send Later.
E-mails that are sent via "Send Later" can be viewed in Outbox until they're sent out and displays status as
Sending. You can also view the e-mails pushed to the background in the Outbox feeder until they're successfully
sent with a status.
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Once done you can view the sent e-mails in Timeline Control. The status changes to Failure showing the error
due to which the message failed.

Perform actions like edit, discard, and resend on the failed e-mail. You can edit the failed e-mail and send or
discard the e-mail which will delete it or you can resend the e-mail synchronously.

Procedure

1. Navigate to | Business Configuration j» Implementation Project 3

2. Select your project and click on ||» Edit Project Scope # Scoping ¥ Questions # Service » Customer Care
» Service Request Management » Email Handling 3
3. Select the scoping question - Enable sending of an e-mail asynchronously
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6 Registered Products

A registered product is an instance of a product that is associated with a specific customer and generally has a
serial number.

When a ticket is created, the registered product information allows the service agent to identify the customer
product and any associated warranties or service entitlements. Additional information, such as product
location is used in the service process.

=% @
= |[o= &S| =—
@ —
211 [
Material

LIF 53,

Installation Individual
Point Product Warranty
Customer Contact Owner

You can do the following with a registered product:

¢ Create serialized registered products with customer, location, and warranty information
¢ Create a ticket that refers to a registered product

¢ Create a hierarchy of registered product items

* Add registered products to a maintenance plan

* Maintain measurement logs and readings for registered products

* Maintain attributes for a registered product
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* Maintain involved parties, user status, sales and distribution data, and change tracking, attachments,
notes, and reports

* Replicate an equipment from SAP ERP as a registered product

6.1 Scope and Configure Registered Products

Administrators can configure registered products using scoping, scoping questions, and fine-tuning activities.

i Note

Scoping questions and fine-tuning activities that are straightforward may not be included in this list.

6.1.1 Technical Information About Registered Products

The Registered Product user interface constitutes of two business objects—Installation Point and Individual
Product.

The leading business object is Installation Point. The Installation Point business object has multiple categories.
Registered Product is an installation point of category registered product.

When working with registered products, use the entities created for installation point for the following
scenarios:

* Migration (web services, migration template)
* Mass data maintenance

* Reporting (data source)

*  Workflow Rules

Related Information

Configure Migration of Registered Products [page 178]
As an administrator, use the Installation Point Migration Template to migrate registered products to your
system.

Use A2X Services for Registered Products [page 179]
The A2X web services available for registered products are—Query Registered Products and Manage
Registered Products. However, use the A2X services only to query registered products. For manage
scenarios, use the A2A services.

Get Information for Registered Products [page 196]
You can get information for registered products by using reports and tracking your regictered products.

Create Workflow Rules for Registered Products [page 195]
As an administrator, create workflow rules for registered products. To create workflow rules, you must have
access to the Workflow work center.
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6.1.2 Configure Additional Configurations for Registered
Products

As an administrator, allow for additional configurations for registered products to the scope of the project.

Go to|F Business Configuration # Implementation Projects . Select your project and navigate to | Edit Project

Scope » Questions ¥ Service » Entitlement Management » Registered Products and Installed Base 3. In the
Questions for Registered Products and Installed Base section, under the Additional options for Registered
Product, Installed Base and Installation Points, select the scoping question: You can maintain additional
configurations for Functional Location/Registered Product.

6.1.3 Enable Registered Products

As an administrator, enable the feature in the solution.

Go to | Business Configuration » Implementation Projects . Select your project and navigate to | Edit Project

Scope » Questions ¥ Service ¥ Entitlement Management 3, and then select Registered Products and Installed
Base. From Questions for Registered Products and Installed Base, select the scoping question: You can manually
register serialized products sold.

i Note

If you select the You can manually maintain installed bases business option, the option for Registered
Products (You can manually register serialized products sold) also gets selected.

6.1.4 Configure Registered Product Categories

As an administrator, configure registered product categories using the fine-tuning activity.
Go to |F Business Configuration » Implementation Projects . Select your project and navigate to | Open
Activity List  Fine-Tune » Additional configurations for Registered Product .

On the Additional configurations for Registered Product page, under Registered Product Categories, click the
Maintain Registered Product Categories link.

On the Registered Product Categories page, under Create or Delete Registered Product Category, click Add.
Enter the required details, such as the name of the registered product category and its description.

Mark the Serial ID Field as Optional

When you create a registered product category, by default, the Serial ID field is mandatory. However, you can
mark this field as optional for a specific registered product category.

Marking the Serial ID field optional enables replication of equipment from ERP that does not have a Serial ID.
However, for a successful replication, make sure that code list mapping of the equipment is maintained in ERP.

To mark the Serial ID field as optional, follow these steps:
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1. While you add a registered product category, select the Serial ID Optional checkbox.
2. Click Save.

6.1.5 Assign User Status to a Status Profile

As an administrator, you can create and maintain a status profile for a registered product, and then assign user
status to the profile.

After you assign a status profile to a registered product, you cannot modify it. To assign user status to a
status profile, go to | Business Configuration ¥ Implementation Projects . Select your project and navigate to

| Open Activity List » Fine-Tune » Additional configurations for Registered Product 3.

On the Additional configurations for Registered Product page, under Registered Product User Status, click the
Maintain Registered Product User Status link.

On the Status Profiles page, click Add Row, and then enter the required details such as staust profile name and
description. Select the status profile, and in the Assign User Status to Status Profile section, define the user
status.

6.1.6 Configure Involved Parties for Registered Products

As an administrator, configure involved parties for registered products using the fine-tuning activity.

Using the Involved Parties for Registered Product, Installed Base and Installation Points fine-tuning activity, you
can decide the party roles that you want to use in your application. However, you cannot deactivate the party
roles that are set as mandatory by default.

i Note

The party roles that you add using this fine-tuning activity are also applied to installed base and installation
points.

Go to|F Business Configuration # Implementation Projects . Select your project and navigate to |F Open

Activity List » Fine-Tune ¥ Involved Parties for Registered Product, Installed Base and Installation Points 3.

On the Involved Parties for Registered Product, Installed Base and Installation Points page, click Add Row, and
select the party role that you want to add.

6.1.7 Configure Registered Product Location Determination

By default, the location of a registered product is taken from the customer address. However, as an
administrator, you can default the location from the ship-to party address instead.

To use the ship-to party address as the default address, administrators must enable the registered product
location determination.
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Navigate to | Service » Entitlement Management  Registered Products and Installed Base ¥ Additional

options for Registered Product, Installed Base and Installation Points 7, and select Registered Product uses
customer address as the default location. Do you want to use the ship-to-party address instead?

6.1.8 Configure Custom Attachment Types for Registered
Products

As an administrator, you can define custom document types for attachments for registered products.

Context

The Attachment tab, due to a backend change in the registered product attachments, may require an adoption

task to enable this feature for your users.

Procedure

1. Navigate to |r Business Configuration » Overview 3.

2. Search for | All Configuration Elements » Customer-Defined Document Types For Attachments .

3. Open Customer-Defined Document Types For Attachments and select each Document Type Code. Under
the Usage section, verify if Registered Product (Obsolete) is selected.

4. If Registered Product (Obsolete) is selected, deselect it, and then select Installation Point/Registered
Product.

5. Click Save. Your users can now create attachments of custom document types in registered products.

6.1.9 Create Workflow Rules for Registered Products

As an administrator, create workflow rules for registered products. To create workflow rules, you must have
access to the Workflow work center.

Workflow Rules for Registered Products

To create a new workflow rule for a registered product, do the following:

1. Navigate to |» Administrator » Workflow Rules » New 3.
2. Onthe New Rule page, in the Enter Basic Data tab, do the following:
* Add adescription.
¢ Select the Installation Point/Registered Product business object value.

3. Inthe Define Conditions tab, define the rule conditions including extension fields: Sales Territory and
Service Territory.
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4. Inthe Define Actions tab, select the rule type. The following rule types are supported:
* E-mail
* Notification

* Field Update - This rule type is supported only for the extension fields, Sales Territory, and Service
Territory.

5. Review and confirm the rule.

Related Information

Workflows [page 1072]
Learn how you can use workflows to support your business processes.

6.1.10 Configure Migration of Registered Products

As an administrator, use the Installation Point Migration Template to migrate registered products to your
system.

Navigate to |» Business Configuration » Overview 4, and search for the Migration of Installation Points activity.
Use this object to migrate registered products into your system. (Registered Product is an installation point of
category registered product.)

‘ OVERVIEW IMPLEMENTATION PROJECTS REPORTS UPLOAD CODE LIST DOWNLOAD CODE LIST

UL LIRS

All Current Projects

Business Configuration Search
Open

=7, Al Configuration Elements v @

Go Reset Save Query Organize Queries

Configuration Element Type Status
v Activity (5)
Involved Parties for Registered Product, Installed Base and Installation Points Activity In Scope
Additional configurations for Registered Product Activity In Scope
Printing Activity In Scope
Migration of Installed Bases Activity In Scope
.| Migrafion of Installation Points | Activity In Scope

Create Registered Product Description

Create registered product description in different languages, by specifying the language code. The fields that
appear for registered product description are as follows:

* Installation Point ID: The installation point ID for which you add the description.
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* Registered Product Description Language: The language in which the registered product description is
created. The entered text displays when the user logs in to the system in that language.
Example: If the user creates an entry for Reg Prod Description English in EN, Reg Prod Description English
appears in the Registered Product Description field. Similarly, for a Reg Prod Description French entry in FR,
the Reg Prod Description French value appears in the Registered Product Description field.

* Registered Product Description Content:The actual description of the registered product.
Create Registered Product Detailed Description

Create registered product detailed description, to store data in notes and customer information of registered
products, in different languages, by specifying the language code. The fields that appear for registered product
description are as follows:

¢ Installation Point ID: The installation point ID for which detailed description is added.

* Text type: The value of the text type for notes and customer information. The following table describes the
values and the text type:

Value Text Type
10006 Notes
10024 Customer Information

* Language: The language in which the text is created. The entered text appears when the user logs in the
particular language.
Example: If the user creates an entry for Notes English in EN, for 10006 text type, Notes English appears in
the Notes section. Similarly, for a Notes French entry in FR for 10006, Notes French appears in the Notes
section.

¢ Text content: The actual content of the notes or customer information.

For more information about the activity, on the Migrate Installation Points page, under You Can Also, click Show
Migration Object Documentation.

6.1.11 Use A2X Services for Registered Products

The A2X web services available for registered products are—Query Registered Products and Manage Registered
Products. However, use the A2X services only to query registered products. For manage scenarios, use the A2A
services.

Query Registered Products

The Query Registered Products service has two versions. Use version 2 of this service. You can use the following
parameters to query registered products:

* Installation Point ID

* Serial ID

* Involved Parties

* External ID

* Registered Product Category
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6.1.12 Configure Attributes for Measurements

Create a list of attributes for registered products on which readings will be recorded.

Context

Procedure

1. Goto|» Administrator » Service and Social » Measurements and Maintenance » Configure Measurement
Attributes
2. Add and configure attributes.

6.1.13 Configure Extension Fields as Read-Only Using Key
User Tools in Offline Mode

As an administrator, configure extension fields as read-only for blocked and obsolete registered products and
installed bases in the offline mode.

Currently, the extension fields for Blocked and Obsolete registered products and installed bases become
editable in offline mode even when they are read-only in online mode. If you change the values of these
extension fields offline, and try to sync the changes online, the sync fails.

You can avoid sync failure by creating a rule using Key User Tool.

i Note

We've used a registered product as an example. A similar rule can be created using an installed base.

To create arule, follow these steps:

1. Open a Registered Product in Active or In Preparation status. Choose |» Adapt » Edit Master Layout :from
the menu.

2. Hover your cursor over the extension field and click Change Properties Option as shown here.
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REGISTERED PRODUCT

MJ_WRFLW_1_MNT_B4_WARNTY
by AHT COMBI 75

Senal 10 MJ_WRFLW_1_MNT_B4_WARNTY
* Registerad Produ. AHT COMBI 75
Status: Aclive
Reference Date: 01.02.2017
Froduct AHT COMBI 75
Product Calegory: Boller

=l

IF o ﬂm| Fi

IV WEET]

Ind POt Date 2: QNG9S red syslem - reg prod

3. Click Rule.
4. Choose Create New Rule and create a new rule.

5. Apply the rule to the Read Only property of the extension field.
The same rule can be applied to the read-only property of all extension fields.

6.1.14 Add Extension Fields to Registered Products

As an administrator, add extension fields to the header area of the Registered Product detail view.
Registered Product constitutes of the following business objects:

* |nstallation Point
* Individual Product

When you add extension fields to a registered product, we recommend that you add them to the Installation
Point — General Information business object.

i Note

The extension fields added to the Installation Point — General Information business object cannot be
enabled on the registered product quick create.
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REGISTERED PRODUCT
TK_20170726

test_product_tk Additional Fields
LULREEIEEE  Add Other Fields
Serial ID: TK_20170726
+ New Field i ’
stered Produ... test_product_tk - Extension Field
- Select  Labe e
Status: Active Business Context: I stallation Point - General Informationjiieg ]
* Belongs To Install ID * | abel. _Registered Product - General Information
e - installation Point - General Information _
- * Technical Name:
Product: test_product_tk Warra o
Calculated:
H Product Category: Hardware = Produ
LY it Regié * Type: | Text v
Custo * Sub Type: | Short Text (40) v r
Custo Default Value:
Owne x
Emplc Save and Close : Cancel g
Service recinnuan wujeLt vaue oeieuon

i Note

Information added to the header area appears automatically in the Registered Product 360° view report.
If you want to include information from fields added to the Customer section, edit the form template with
Adobe LiveCycle Designer.
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6.1.15 Use Data Workbench Service for Registered Products

As an administrator, use the Data Workbench service to import, export, and update registered products data
(from SAP Cloud for Customer).

MONITOR IMPORT EXPORT TEMPLATES

Export Data

Select an Object

Standard Object Custom Object

Registered Product X Q

Registered Product

®) Select Data All Data

Filters
Select a field Condition Value

No field selected v Equals To ~ Add

i Note

Extension fields added to Registered Product: General Information cannot be added to the registered
product data workbench service. Similarly, address determination (main address/ship-to address/bill-to
address) of a registered product from the customer/ship to party is not supported. You also cannot enter
the warranty start and end date, as these fields are calculated based on the warranty ID.

Related Information

Data Workbench

6.1.16 Configure Code List Restrictions for Registered
Products

As an administrator, you can enable code list restrictions for the extension fields added in a registered product.

To achieve this, follow these steps:

1. Inthe |k Administrator » Code List Restrictions 3tab, click Code List Restrictions.
2. Click New.

Solution Guide for SAP Service Cloud
Registered Products PUBLIC 183


https://help.sap.com/viewer/c52d3ba13f56403ba116560148fd2071/CLOUD/en-US/a9fb32586aca4a3da5f1ab003f8e8e2b.html

3. Select Installation Point/Registered Productin the BO field.
4. Maintain restrictions for the extension field and then save your update.

6.2 Create Registered Products

Register a product to create a unique instance of it in the system.

Context

When you create a registered product, the relevant information is automatically copied from the customer.
For example, the customer location and involved parties such as Ship-to-Party, Bill-to-Party, and service
technician.

When you create a registered product from the agent workspace, the customer and product information in the
ticket are automatically copied into the form.

To register a product, follow these steps:

Procedure

1. Navigate to |# Installed Base ¥ Registered Products 7, or navigate to | Products j Registered Products 3,
and click New.

2. Enter data for Customer, Product, and Serial ID for identifying the registered product.
3. Saveyour entries.
Determine Service Technicians for Registered Products [page 184]
When creating a new registered product, the service technician is determined from the account. The

accounts team can have multiple service technicians as defined in Party Role Definition. The following
parameters are considered:

Enable Registered Product Quick Create Screen [page 185]
A quick create screen is available for registered product. The new screen allows your administrator to
add extension fields for Installation Point and Registered Product in online & offline mode.

6.2.1 Determine Service Technicians for Registered Products

When creating a new registered product, the service technician is determined from the account. The accounts
team can have multiple service technicians as defined in Party Role Definition. The following parameters are
considered:

* |If sales data is maintained for the service technician, it is ignored
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* |f multiple service technicians (without sales data) exist, the primary one, based on validity and current
date, is selected

6.2.2 Enable Registered Product Quick Create Screen

A quick create screen is available for registered product. The new screen allows your administrator to add
extension fields for Installation Point and Registered Product in online & offline mode.

The quick create screen is available in the following areas:
* Registered Product worklist.
* Customer detailed view in registered product tab.
* Serial ID selection window in New Registration.

i Note

New registration isn't available in offline mode.

¢ Create button (+) on Home page.
* Customer Hub
i Note

Customer Hub isn't supported in offline mode.

* Root Level New Registered Product in the Items tab for installed base work center view.

! Restriction
* You must manually add the existing extension fields to the new quick create. So, we recommend you to

take a snapshot of the old quick create to compare with the new quick create.

* The new quick create screen isn't available in the Items tab of registered product detailed view and
installation point detailed view.

Procedure

Your administrator can enable the feature by following the steps:

1. Navigate to [ Business Configuration » Implementation Projects 3
2. Select your project and click on |+ Edit Project Scope # Scoping ¥ Questions ¥ Service ¥ Entitlement

Management #» Registered Products and Installed Base 3.
3. Select the scoping option: You can enable the new registered product Quick Create that allows you to add
extension fields from Installation Point business context.
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6.3 Use Registered Products

Create a new registered product with information such as Customer, Serial ID, and Location.

Using the Registered Products functionality, you can do the following:

Add notes and attachments

Maintain involved parties, user status, sales, and distribution data
Track the history of changes

Create tickets for a registered product

Associate a registered product with contracts

Maintain measurement logs and readings for registered products
Associate a registered product with maintenance plans

Replicate an equipment from SAP ERP as a registered product

If there are changes made to the following fields on Registered Products, the system administrative data (such
as the Changed On field) is not updated:

186

Registered Product Description

Serial ID

Reference Date

Warranty-related fields

Work with Registered Products [page 187]

Know more about options such as assigning skills, getting GPS coordinates for locations, updating
locations, and using barcode scanning for registered products.

Get Information for Registered Products [page 196]
You can get information for registered products by using reports and tracking your regictered products.

Remove Personal Data in Registered Products [page 197]
Use Depersonalize in Registered Products to remove personal data from obsolete registered products.

Use Registered Products in Service [page 198]
Know more about the functionalities that help you to use the Registered Products feature in Service.

Use Registered Products in Sales [page 200]
Learn about creating an opportunity for a registered product, creating registered products from an
account, and creating a survey based on the registered products for a specific account.
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6.3.1 Work with Registered Products

Know more about options such as assigning skills, getting GPS coordinates for locations, updating locations,
and using barcode scanning for registered products.

6.3.1.1 Assign Skills for Registered Products

You can assign skills for registered products in the Registered Product tab.
To add/maintain a skill for a registered product, follow these steps:

Navigate to the Registered Products tab, and select a registered product.
On the details page, click the Skills tab.

To add a new skill click Add, and then enter the required details.

Click OK.

AW oo

6.3.1.2 Get GPS Coordinates for Locations of Registered
Products

Geo location data of a registered product is inherited from the associated customer.

When you create a registered product and add a customer, the registered product inherits the customer
address along with the latitude and longitude information. The address is then displayed as a hyperlink.

Clicking the address link displays the location in a map. The address hyperlink is displayed even if the complete

address is not maintained; however, the latitude or longitude information for the registered product must be
available.

6.3.1.3 Configure Registered Product Location
Determination

By default, the location of a registered product is taken from the customer address. However, as an
administrator, you can default the location from the ship-to party address instead.

To use the ship-to party address as the default address, administrators must enable the registered product
location determination.

Navigate to || Service » Entitlement Management » Registered Products and Installed Base j» Additional

options for Registered Product, Installed Base and Installation Points 2, and select Registered Product uses
customer address as the default location. Do you want to use the ship-to-party address instead?

Solution Guide for SAP Service Cloud
Registered Products PUBLIC

187



6.3.1.4 Update Locations of Registered Products

The Update Location action on Registered Product enables you to update location from the main address, bill-to
address, or ship-to address.

Based on your business configuration settings, the registered product location is determined either from the
customer address or the ship-to-party address. For updating the location, the same source (customer or the
ship-to-party address as chosen in the business configuration) is used. You can choose the address (main
address, ship-to-party address, or bill-to-party address) that should be picked from that source.

6.3.1.5 Update Reference Product for Registered Product

In a registered product, you can update the Reference Product, if the existing one is incorrect.

Procedure

Your administrator can enable this feature as follows:

1. Navigate to |» Business Configuration ¥ Implementation Projects

2. Select your project and navigate to |» Edit Project Scope # Questions » Service ¥ Entitlement
Management » Registered Products and Installed Base
3. Select the following scoping option: You can update Product for Registered Product.

i Note

* Update the product from Registered Product Ul is controlled via scoping question both online and
offline.

* Product of standard registered product object can be updated via data workbench irrespective of the
scoping question.

* The Product field in registered product OData is always editable.

6.3.1.6 Use Barcode Scanning for Product Registration and
Search

Use your device camera to scan the barcode and register a product.

* Barcode Scan Search
When searching for a registered product using barcode scanning, you can scan a serial ID or external ID
(equipment ID) to begin the search. The system searches for the scanned ID and displays matching results.
* Barcode scan for registering a product
To create a new registered product using barcode scanning, scan the serial ID of the product. The system
enters the scanned value in the Serial ID field.
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i Note

This feature is supported on iPad and Android tablets.

6.3.1.7 Work with the Registered Products Overview Tab

Use the Overview tab to modify customer information, product location details, user status and user status
profile information, and so on. You can also create a new ticket and add a maintenance plan.

Maintain User Status and User Status Profile

Click Edit to maintain the User Status Profile and User Status for a registered product. After assigning a status
profile to a registered product, you cannot change it.

Update Product Location

Based on your business configuration settings, the registered product location is determined either from the
customer address or the ship-to-party address. For updating the location, the same source (customer or the
ship-to-party address as chosen in the business configuration) is used. To update the location of a registered
product, follow these steps:

* Onthe Overview tab of the selected registered product, click Update Location From, and then select the
source address based on your business configuration settings.

«* Example

If the location determination is based on customer, using the Update Location From option takes the
location from the customer.

Generate a Summary

Click Actions, and then select Preview to generate a summary for the selected registered product. The
summary displays the following details of the registered product:

* General Data

* Address

* Notes

*  Warranty information

* Involved parties

* Associated contracts
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* Associated maintenance plans

6.3.1.8 Assign User Status to a Status Profile

As an administrator, you can create and maintain a status profile for a registered product, and then assign user
status to the profile.

After you assign a status profile to a registered product, you cannot modify it. To assign user status to a

status profile, go to | Business Configuration ¥ Implementation Projects 4. Select your project and navigate to
| Open Activity List  Fine-Tune » Additional configurations for Registered Product 3.

On the Additional configurations for Registered Product page, under Registered Product User Status, click the
Maintain Registered Product User Status link.

On the Status Profiles page, click Add Row, and then enter the required details such as staust profile name and
description. Select the status profile, and in the Assign User Status to Status Profile section, define the user
status.

6.3.1.9 Work with the Registered Products Involved Parties
Tab

Use the Involved Parties tab to maintain detailed technician information for a specific or preferred technician,
based on skill requirement, for the servicing of a registered product.

* You can maintain roles and party here. SAP provides some standard roles, but you can create custom roles
and custom parties. Maintain it in a party determination schema as an administrative task.

* While creating a ticket for a registered product, party information such as Customer and Service
Technician, is copied to the ticket from the registered product. For some parties the information is based
on involved party determination rules defined for the ticket.

6.3.1.10 Configure Involved Parties for Registered Products

As an administrator, configure involved parties for registered products using the fine-tuning activity.

Using the Involved Parties for Registered Product, Installed Base and Installation Points fine-tuning activity, you
can decide the party roles that you want to use in your application. However, you cannot deactivate the party
roles that are set as mandatory by default.

i Note

The party roles that you add using this fine-tuning activity are also applied to installed base and installation
points.

Go to |F Business Configuration » Implementation Projects . Select your project and navigate to [ Open

Activity List  Fine-Tune ¥ Involved Parties for Registered Product, Installed Base and Installation Points 3.
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On the Involved Parties for Registered Product, Installed Base and Installation Points page, click Add Row, and
select the party role that you want to add.

6.3.1.11 Manage the Iltems Hierarchy List of Registered
Products

Registered product items are visible in a hierarchical list. You can add new or existing registered products at
different levels in this list.

For registered product items, using the Move and Remove actions, update multiple records as the actions affect
the selected item and its associated items. Therefore, updating more than 50 items using the actions from the

Ul affects performance.
- Tip

The administrator should trigger this action via Migration Workbench or Mass Data Maintenance in
Business Configuration to perform the move or remove actions.

Actions such as Locate and New Ticket, available in the installed base items list, are not available in the
registered product items hierarchy list.

6.3.1.12 View Associated Tickets for Registered Products

The Tickets tab displays all the associated tickets for a registered product.

In the Tickets tab, the Tickets query displays all the relevant tickets of the registered product; the Irrelevant
Tickets query displays the irrelevant tickets of the registered product.

A service technician can open a ticket from the tab and view the work details. This tab is also useful to keep
atrack of the history of tickets for a registered product. This information helps the technician provide better
service based on the information available for the registered products.

Use the tab when a technician is at a site for a service, and gets a request to service additional registered
products at the same location. The technician can create a new ticket from this tab. The new ticket
automatically populates all the customer information. The technician has to provide only the description or
a specific information related to the service.
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6.3.1.13 Work with Attachments and Changes in Registered
Products

The Attachments and Changes tabs for registered products have standard functionalities.

Attachments Tab

You can work with standard attachments. Custom document types are also supported for registered products.

Changes Tab

You can track and view all updates and changes made to a registered product in this tab.

i Note

Changes made to notes and attachments are not displayed.

6.3.1.14 Configure Custom Attachment Types for Registered
Products

As an administrator, you can define custom document types for attachments for registered products.

Context

The Attachment tab, due to a backend change in the registered product attachments, may require an adoption
task to enable this feature for your users.

Procedure

1. Navigate to ||» Business Configuration » Overview

2. Search for |» All Configuration Elements » Customer-Defined Document Types For Attachments

3. Open Customer-Defined Document Types For Attachments and select each Document Type Code. Under
the Usage section, verify if Registered Product (Obsolete) is selected.

4. If Registered Product (Obsolete) is selected, deselect it, and then select Installation Point/Registered
Product.

Solution Guide for SAP Service Cloud
192 PUBLIC Registered Products



5. Click Save. Your users can now create attachments of custom document types in registered products.

6.3.1.15 Replicate Attributes for Registered Products

Replicate classification data (Attributes) for registered products.

You can replicate equipment classification for a registered product from SAP ERP to the solution. The
Attributes tab displays the classification data, including attributes and sets that are replicated from SAP ERP.

i Note

Replicate the attribute sets and attributes first. These attributes are different from the measurement
attributes.

Search Using Attributes

You can also search for registered products based on attribute information. Navigate to the registered product
list and display the Advanced Search. Under the General Data section, click the Maintain Conditions link and
enter search details.

Related Information

Replicate Equipment as Registered Products [page 204]
You can replicate equipment from SAP ERP to SAP Cloud for Customer as registered products.

6.3.1.16 Use Registered Product Categories

A personalized field that is enabled by your administrator.

If serial ID for a specific registered product category is marked as optional, then you can create registered
products without serial IDs under that category. Therefore, products from SAP ERP that do not have a serial ID,
can also be replicated. This feature of an optional serial ID can be used with or without SAP ERP integration.

The following is a default function of this feature, when creating a registered product:

* Registered Product Category = blank
¢ Serial ID = mandatory

6.3.1.17 Configure Registered Product Categories

As an administrator, configure registered product categories using the fine-tuning activity.

Go to|jr Business Configuration » Implementation Projects . Select your project and navigate to [[» Open

Activity List » Fine-Tune » Additional configurations for Registered Product
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On the Additional configurations for Registered Product page, under Registered Product Categories, click the
Maintain Registered Product Categories link.

On the Registered Product Categories page, under Create or Delete Registered Product Category, click Add.
Enter the required details, such as the name of the registered product category and its description.

Mark the Serial ID Field as Optional

When you create a registered product category, by default, the Serial ID field is mandatory. However, you can
mark this field as optional for a specific registered product category.

Marking the Serial ID field optional enables replication of equipment from ERP that does not have a Serial ID.
However, for a successful replication, make sure that code list mapping of the equipment is maintained in ERP.

To mark the Serial ID field as optional, follow these steps:

1. While you add a registered product category, select the Serial ID Optional checkbox.
2. Click Save.

6.3.1.18 Assignh Measurement Logs to Registered Products

Assign one or more measurement logs to a registered product. Capture measurement readings throughout
product life cycle.

* Configure list of attributes based on which readings are recorded
* Record multiple readings for each of these attributes from registered products

6.3.1.19 Configure Attributes for Measurements

Create a list of attributes for registered products on which readings will be recorded.

Context

Procedure

1. Goto|» Administrator » Service and Social » Measurements and Maintenance » Configure Measurement
Attributes
2. Add and configure attributes.
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6.3.1.20 Create Workflow Rules for Registered Products

As an administrator, create workflow rules for registered products. To create workflow rules, you must have
access to the Workflow work center.

Workflow Rules for Registered Products
To create a new workflow rule for a registered product, do the following:

1. Navigate to |+ Administrator » Workflow Rules » New 3.
2. Onthe New Rule page, in the Enter Basic Data tab, do the following:
* Addadescription.
* Select the Installation Point/Registered Product business object value.
3. Inthe Define Conditions tab, define the rule conditions including extension fields: Sales Territory and
Service Territory.
4. Inthe Define Actions tab, select the rule type. The following rule types are supported:
* E-mail
* Notification

* Field Update - This rule type is supported only for the extension fields, Sales Territory, and Service
Territory.
5. Review and confirm the rule.

Related Information

Workflows [page 1072]
Learn how you can use workflows to support your business processes.

6.3.1.21 Create Ticket for Multiple Registered Products

Create a ticket for multiple registered products, so you don't have to add the registered products to the created
ticket one by one.

In the Registered Products worklist, select the registered products of the same customer and contact with the
Active status. Then choose New Ticket from the action menu to create a ticket for all the selected registered
products. All the selected registered products are added to the Products tab of the ticket.

i Note

You can create a ticket for multiple active registered products of the same customer but without any
contacts, as long as there's no more than one contact for these registered products.

Registered Products
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© TK_TEST_3108 B vcorss @) mcpazss Blocked AHT COMBI 75a TK_TEST_3108
© TK_20180822-3 B ~P_Acc1 1022461 Active AHT COMBI 75a TK_20180822-3 o tens
© TEST_SA_DATA E MC6049 Active AHT COMBI 75a RP2 - XY TEST_SA_DATA o
© TEST_RP_3 @ 1351475 In Preparation  AHT COMBI 75a 321201927 New Sales Quote
© TEST_RP_1 @] In Preparation  AHT COMBI 75a 321201924 .
2 () TEST_IPOINT_HREL  Silverstar Wholesale Corp |  [B§ Mco785 I i:i I Active AHT COMBI 75a TK_000000002 -
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6.3.1.22 Create Ticket for Registered Products in Accounts,
Individual Customers, or Contacts

You can create tickets directly from the Registered Product tab in the details view of an account, individual
customer, or contact.

This enables you to create tickets for registered products right after identifying the customer in Accounts,
Individual Customers, or Contacts.

You can create a ticket for multiple registered products at the same time.

In the Registered Products tab of the details view of an account, individual customer, or contact, select the
registered products of the same customer or contact with the Active status. Then choose New Ticket from the
action menu to create a ticket for all the selected registered products.

& Luxury Heating & Cooling Co OQs 4+ /  Actions v~ Summary  Check for Duplicates
5ales Data Account Hierarchy Campaigns Leads Sales Leads Opportunities Sales Quotes Sales Orders External Follow-Up Documents Attachments SAVO Tickets Target Groups Registered Products > v
£ Registered Products (181) Qa N & VY + C
TEST_SA_DATA  TEST_SA_DATA AHT COMBI 75a Active 26.09.2017 Boiler
TEST_IDENTIT AHT COMBI 75a Active 26.09.2017 Boiler
TESTUSER TESTUSER AHT COMBI 75a Active 29.09.2017 Boiler
TESTSAD TESTSAD AHT COMBI 75a Active 26.09.2017 Boiler
STATUSSYNCA  STATUSSYNC4 AHT COMBI 75a In Preparation 06.09.2017 Boiler
STATUSSYNC3  STATUSSYNC3 AHT COMBI 75a Active 06.09.2017 Boiler
STATUSSYNC2 ~ STATUSSYNCZ AHT COMBI 75a Obsolete 06.09.2017 Boiler

6.3.2 Get Information for Registered Products

You can get information for registered products by using reports and tracking your regictered products.
Use Reports for Registered Products

You can create reports for registered products using the installation point data source. For example, you can
get a list of all registered products for a specific customer or based on the status of registered products.

Track Registered Products
The following features help you to track your registered products:

* Generate a PDF for a registered product using the Equipment 360° view

* Download registered product repair history to an MS Excel” spreadsheet file. The repair history helps the
service technician to get an overview of the registered product and the performed repair.

* View additional default queries in registered products (my registered products, registered products of my
team, and so on)

¢ View alist of all contracts in which the registered product is a covered item
* View a list of all maintenance plans in which a registered product is a maintenance item
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6.3.3 Remove Personal Data in Registered Products

Use Depersonalize in Registered Products to remove personal data from obsolete registered products.

Registered Products

All (964) @ Q T Y

o Sanial ID Belongs io Installation Point 1D Product Customar Ship-To Status Froduct Categor  Product Category
[ o Ead] m 2405 Working Time Symphony Systems  Symgphony Active WORK Work
[o B3 RTTYYUL %1 Time Product! for Lo Symphory Systems Active CUSTOME Trave!

I v @nuw SYMPHONY123 2485 Product & Symphorry Systems Obsol  CUSTOME Appliances-1
9 447 ZAM_WITH W Testviab Electronic Mesor Active CUSTOME Customar-02
[o B Zam2 Sahwar Suit Electronic Meiser Active CUSTOME Enterprise Software
= ZAM1 Logilech Mouse Symphory Systems Active CUSTOME

MNew Tickel
0 514 4567 Trockner FuturgVision Actve CUSTOME

New Opporiunity
@,_',;_.7 MC_LENSD1 558 Camera Lens Cafe Coffee Inc Actve CUSTOME

Refrash
06:*3 MC_CAMO1 558 Camera Cate Colfee Inc Actve CUSTOME
Export o Microsofl Excal @

ed | Clear Selechon Depersonalize

Depersonalization is available only to users with access to the Data Protection and Privacy work center.

When you depersonalize data in Registered Products, the information related to creation of the data is removed.
The change-related fields display the details of the user who initiated the depersonalization and the date on
which it was initiated. The following details are also deleted from the system:

* Involved parties

* Address

* Notes and customer information

* Attachments

* Created by

* Created by of measurement logs (if any)

* Created by of measurement readings (if any)

The registered product items are not depersonalized automatically.

i Note

From the Ul, you cannot select more than 10 registered product records for depersonalization. However, if
you use the OData service to depersonalize, you can select any number of records at a time.

Related Information

Personal Data Protection and Privacy
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6.3.4 Use Registered Products in Service

Know more about the functionalities that help you to use the Registered Products feature in Service.

6.3.4.1 Create Tickets for Registered Products

A typical scenario depicts a customer call to set up servicing for a registered product.

Click New Ticket from the side panel to create a ticket for setting up a service appointment. You can search for
the registered product by the customer name or by the unique serial ID for the registered product.

When creating a ticket from the registered product Ul, information maintained in various tabs of the registered
product gets populated into the new ticket fields.

Under the product section of a ticket, you can see the following:

* Product details

¢ Serial ID

* Installation point ID (the unique ID for the registered product)
i Note

A registered product is an installation point of category Registered Product.

6.3.4.2 Add Registered Products to Contracts

A contract is a legally binding service agreement between parties stating their respective obligations and
responsibilities.

When you create a contract, you can add registered products (or covered objects) in the contract from here. On
the Registered Products user interface, you can see all the contracts and details of that contract associated for
a registered product.

A contract provides all the required information, such as subject matter of contract, registered products (or
covered objects), signature date and validity period, in one place.

6.3.4.3 Assigh Measurement Log to Registered Products
and Record Readings

Assign measurement logs (using measurement attributes) to a registered product and record readings for the
logs. These logs form the basis for condition evaluation in maintenance plan.

This feature is useful for scenarios where an action is based on a reading. The Measurements tab maintains
the reading types (or measurement logs) and its corresponding readings.

Solution Guide for SAP Service Cloud
198 PUBLIC Registered Products



To maintain measurement readings, follow these steps:

1. Maintain measurement logs.

«* Example

You can create a log named Odometer Reading by using the Distance Traveled measurement attribute.
Multiple measurement logs can be maintained for a registered product.

2. Maintain readings. You can maintain multiple readings for a measurement log.

«* Example

After servicing the car, the technician can maintain the odometer reading along with the date on which
this reading was taken.

i Note

Before the May 2020 release, measurement logs set as a counter can only increase in value with time.
Validation is based on the reading value and Measured On time stamp. After May 2020, the solution
allows saving a measurement value equal to the last value. This enhancement is also available when
working offline.

Measurement Log Template

Measurement log templates enable you to define common measurement attributes at the product level. The
templates are inherited for each registered product created as reference of the product.

Let's take a common use case scenario to describe why we would maintain measurement parameters for a
registered product.

o Example

When multiple coffee machines are sold to a company, you can maintain measurement attributes for all
the coffee machines. You can use the Measurement Log Template under the Products tab to maintain the
attributes. When a registered product is created from this product, the measurement log maintained in the
measurement log template automatically carries over to the registered product. The log template helps a
technician has to service more than one coffee machine at a site. The technician can create a new reading
log for each machine using the Measurements tab.

Track Changes for Measurement Logs and Measurement Readings

To track the changes made to measurement logs and measurement readings, go to the Changes tab in the
Registered Product detail view.

The Attribute drop-down menu under the Changes tab provides you the values for filtering using which you can
see the details about Create, Update, and Delete for both Measurement Logs and Measurement Readings of a
registered product.
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6.3.44 Add Registered Products to Maintenance Plans

Plan for periodic maintenance of registered products by adding them as maintenance items in the
maintenance plan.

A maintenance plan consists of maintenance items, also known as registered products, for which rules can be
set. Based on the set parameters, when the conditions are met, the system creates tickets automatically for
scheduling maintenance service for a registered product.

You can do the following from a maintenance plan for a registered product:

* View list of all maintenance plans in which a registered product is a maintenance item.
* Display Last Maintenance Date for a registered product when the maintenance ticket is completed.

* Toview the last maintenance date field, open a registered product and navigate to Maintenance Plans
tab and select a maintenance plan.

* From the maintenance plan Ul, add registered products in bulk to a maintenance plan asynchronously as a
background job. You can view the following:

¢ A message indicating the bulk addition.
* The list of added items (after you refresh the page).

* Logs for this action in the Maintenance Items Logs tab.

6.3.4.5 Modify Installed Base for Registered Products

From the installed base section on registered product overview, you can add or replace an installed base for a
registered product that is in Active or In Preparation status.

To add or replace an installed base, do the following:

Select the Active or In Preparation registered product for which you want to make the changes.
In the Overview tab, click Edit.

In the Installed Base section, from Value Selection, select the installed base that you want to add.
Click Save.

A owonoe

6.3.5 Use Registered Products in Sales

Learn about creating an opportunity for a registered product, creating registered products from an account,
and creating a survey based on the registered products for a specific account.
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6.3.5.1 Create Opportunities from Registered Products

Create opportunities from registered products using the Opportunities tab of a registered product or using the
Registered Products tab when you select multiple products.

This feature allows you to create opportunities more easily when increasing your line of business from existing
products.

Create an Opportunity from one Registered Product

From an open registered product, select the Opportunities tab then select New to begin creating the
opportunity. When the opportunity quick create window opens, the serial ID and the customer fields auto
populate for the registered product you selected. You can then add any other details for the new opportunity.

Create an Opportunity from Multiple Registered Products

To create a new opportunity with multiple registered products, follow these steps:

Log on to the system as the administrator and navigate to Registered Product tab.

From the displayed registered product list, select the row for which you want to create an opportunity.
Click the Actions icon and select New Opportunity.

On the New Opportunity screen, enter the required details.

o s W

Save the entries. If you select Save and Open, the Opportunity Overview tab is displayed.

6.3.5.2 Create Registered Products from Accounts

Create registered products directly from a customer account.
To create registered products from a customer account, follow these steps:

1. Navigate to |» Customers » Accounts
2. Select the account for which you want to register a product.
3. Navigate to the Registered Product tab and click New to add a new registered product to the account.

6.3.5.3 Registered Product Surveys

Create a survey based on the registered products for a specific account.

To collect information regarding products that have been installed at a specific account, use a registered
product survey.
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Create a registered product survey like regular product survey, but without adding products to it. Instead, when
you assign a survey to a visit, it automatically includes the registered products that have been set for the
assigned account.

Related Information

Product Surveys [page 1098]
Use product surveys to collect data about products.

Visits

6.4 Search Registered Products

Search for registered products using various criteria.

Basic Search in Registered Products [page 202]
On the Registered Products lists screen, the basic search supports searching with the following fields:

Enterprise Search for Registered Products [page 203]
Search for registered products within the solution.

Search for Registered Products Using the Serial ID and Installation Point Value Help [page 203]
Search for registered products using the Serial ID value help and Installation Point value help in
scenarios such as creating a new ticket or adding a new covered object in contracts.

6.4.1 Basic Search in Registered Products

On the Registered Products lists screen, the basic search supports searching with the following fields:

* Description

* Reference Product Description
* Serial ID

* Customer

* Contact

¢ Country

* Postal Code

¢ City

® Street

i Note

Fields such as Contract, Country, Postal Code, City, and Street in the Serial ID value help are
personalization hidden and can be enabled as required.
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Fitter By Customer (622 Uniflied Staters®

Using Search, with the type ahead feature, in an input field (with value help) displays search results based on
the supported fields in the basic search of that value help.

6.4.2 Enterprise Search for Registered Products

Search for registered products within the solution.
You can search for a registered product using the following search criteria:

* Registered Product ID

* External ID

* Registered Product Category
¢ Sales Territory

¢ Service territory

¢ Country

¢ State

* Postal Code

¢ City

6.4.3 Search for Registered Products Using the Serial ID and
Installation Point Value Help

Search for registered products using the Serial ID value help and Installation Point value help in scenarios such
as creating a new ticket or adding a new covered object in contracts.

A serial ID is not a unique field by itself—only a combination of product and serial ID is unique. Therefore, it
is possible that duplicate serial IDs exist. If you select a duplicate serial ID, a message indicating to enter a
product appears. In such cases, you can do one of the following:

* Enter the product and then select the serial ID

* Use the Installation Point value help as it is possible to identify a unique record. In the Installation Point
value help, you can search by the serial ID as well.
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6.5 Replicate Equipment as Registered Products

You can replicate equipment from SAP ERP to SAP Cloud for Customer as registered products.

The SAP ERP equipment replication allows only a unidirectional replication.

SAP ERP Equipment Replication

An SAP ERP equipment is mapped to the registered product in SAP Cloud for Customer. The Equipment ID
field, maintained in SAP ERP is replicated to the External ID field in the solution.

Information replicated from SAP ERP include customer and location details, sales and distribution, user status,
involved parties and warranty dates.

SAP ERP Warranty Dates Replication

If SAP ERP integration is enabled, the warranty dates maintained for the equipment in SAP ERP is replicated to
SAP Cloud for Customer warranty dates.

If the warranty ID for equipment is maintained in SAP ERP, it is replicated to the External Warranty ID field in the
solution.

Use SAP ERP Warranty in SAP Cloud for Customer Work Ticket

View the SAP ERP Warranty associated to the SAP Cloud for Customer Warranty in its master data.

Clearly identify any missing warranty claims in a customer ticketing process with a Registered Product due to
missing mapping between its SAP ERP Warranty and a SAP Cloud for Customer Warranty.

Update Relationship Between Equipment

You can change the relationship between equipment during SAP ERP replication, irrespective of the status of
the parent or child entity. For example, an equipment El is in blocked status, and a new (or existing) equipment
E2 is added under E1in SAP ERP. This change gets replicated toSAP Cloud for Customer.

i Note

From the Ul, you cannot assign an equipment to another, when either is in blocked or obsolete status.
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Replicate an Equipment Without a Customer

You can replicate an equipment without a customer, from SAP ERP to SAP Cloud for Customer.

i Note

When changes are made in the SAP Cloud for Customer Ul, you cannot create a registered product without
a customer. Additionally, if you make any changes to the registered product (that was replicated from SAP
ERP without a customer), you cannot save the registered product without a customer.

Replicate Registered Product or Installation Point With Inactive Involved
Parties

You can now replicate equipment with inactive involved parties from external systems to SAP Cloud for
Customer. This feature supports both registered product and installation point and can be applicable for SAP
ERP and SAP S/4HANA On Premise.

You can replicate equipment even when parties like Sold-to, Ship-to are inactive in SAP Cloud for Customer,
and can save Monitoring and error handling effort with interface.

i Note

The parent question installation point/registered product replication needs to be in scope.

Ul still doesn't allow inactive parties.

Update Registered Products Fields

If a user changes the data of an inactive equipment in SAP ERP, the change gets replicated to SAP Cloud for
Customer. This behavior is supported for changes to reference material of equipment as well. This is applicable
only for an SAP ERP replication scenario.

i Note

Similar updates are not possible within the solution from the Ul or Migration Work Bench.

You can update the fields, listed in the following table, when replicating a registered product from SAP ERP,
even if the registered product is in blocked or obsolete status:
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® SerialID ®  Warranty

® Reference Product ® External Warranty ID
® Registered Product Category ® Sales Organization

® Description ® Distribution Channel
¢ Status ® Division

® Status Profile ® Sales Office

® User Status ® Sales Group

® Involved Parties (all role code) ®* Notes

® Reference Data ® Customer Information

® Address Fields

«»» Example

A registered product in SAP Cloud for Customer is replicated from SAP ERP, and is in blocked status.
Change or update the description, material, or serial number in the corresponding equipment in SAP ERP,
which is in inactive status. The changes in SAP ERP trigger update to the description, product, or serial ID
of the same Registered Product in SAP Cloud for Customer.

i Note

You can replicate registered product data to an external system using either the ID, Registered Product
ID, or Serial ID by following |+ Administrator ¥ Extract Data to External System  Replicate Registered
Product 3

6.6 Offline Features for Registered Products

The Registered Products feature is available in offline mode with limited functionalities. Learn more about them
in the following sections.

6.6.1 Offline Capabilities and Limitations for Registered
Products

This topic describes the supported features and limitations for registered products in offline mode.
Offline Capabilities for Registered Products

Here is the list of objects supported in offline mode.

i Note

Not all the validations/determinations available online is available offline.
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Edit

(can edit directly

via actions/navi-

Tab Section Field Create Display gation)
Registered Overview Y Y Y
Product*
*QObjects have
restrictions or
some tabs
missing
Involved Party Y Y Y
List Overview Y
List (Advanced Search) Y Y
Quick Create Y Y
Actions Y Y
ltems Y
Tickets Y
Contracts Y
Attachments Y Y
Attributes Y Y

Available Offline Actions

Tab/Global Section Action Offline Availability
Registered Product Activate Y
Block Y
Obsolete Y
[tems Activate Y
Block Y
Obsolete Y
Delete Y
Add New Registered Product Y
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Tab/Global Section Action Offline Availability

List Create New Ticket Y

Offline Limitations for Registered Products

* Warranty, Sales & Distribution, and User Status sections on the Overview tab is unavailable.
* Address determination is unavailable.

* Registered Product Summary (PDF Preview) is unavailable.

* Add Maintenance Plan action is unavailable.

* Update Product Location action is unavailable.

* Mutlilanguage support for Registered Product notes is not supported offline.

* Personalized queries for Registered Products are not supported for offline data download.

*  On|W Registered Product j» Tickets Jtab, the Create New Ticket option is not supported offline.
¢ New Opportunity action is unavailable.

* Personalization done in online mode using Customer/Ship-to ID field in Advanced Find Form (Advanced
Search) of Installation Point and Serial ID Value Helps does not work offline.

¢ Technical ID may be visible in Customer/Ship-to fields in Advanced Find Form (Advanced Search) of
Installation Point and Serial ID Value Helps offline. On choosing another party in the Value Help, the ID
displays.

* Reported On Date in the Tickets tab of registered product is not available in offline mode.

* The Status Profile and User Status are not available in quick create and the Items tab of registered product
in offline mode.

* Update the reference product of the registered product is not supported in offline mode.
* Create ticket for mulitple registered product is not supported in offline mode.

List
* My Queries based on team / territory is unavailable.

¢ Export to excel is unavailable.

* Advanced Search for Warranty and Service Technician fields is unavailable.
Items

* Actions for adding existing registered product are unavailable.
* Actions for creating follow-up service tickets are unavailable.
* Registered Product Items Hierarchical List is not supported offline. A flat list displays offline.

6.6.2 Download Associated Registered Products

When you download accounts to your device in offline mode, the associated registered products can be
downloaded to your offline device.

Your administrator must set up the relevant offline data download rules.
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6.7 Registered Products FAQs

This section provides you with solutions to some commonly asked questions.

6.7.1 Can | edit a status profile?

You cannot edit the status profile field after you update the status profile information and save the registered
product. However, you can change its user status.

6.7.2 What is the role of registered products in tickets?

The registered product information helps the service agent to identify the customer product, location, and any
associated warranty that is crucial for the service process and reporting purposes.

As a service agent, you can create and ticket from the registered product Ul. Also, while creating a ticket you
can search for a registered product and add it to the ticket.

Based on the configuration settings, some of the information maintained in the registered product such as
location or party information, are carried over to the ticket.

6.7.3 How is warranty determined for registered products?

Warranty is assigned to a registered product. The start and end dates of the warranty coverage for a registered
product gets determined based on its reference date. The reference date is the default start date and the
warranty duration determines the end date.

Solution Guide for SAP Service Cloud
Registered Products PUBLIC 209



7 Installation Points

An installation point is the physical location of the object that requires servicing or maintenance based on the
service or maintenance plan for that object. It also consists of product and text information for an installation
point.

It consists of these categories:

* Functional Location
* Product

* Text

* Registered Product

Installation Point
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71 Scope and Configure Installation Points

Administrators can configure installation points using scoping, scoping questions, and fine-tuning activities.

i Note

Scoping questions and fine-tuning activities that are straightforward may not be included in this list.

7.1.1 Configure Additional Configurations for Functional
Locations

As an administrator, allow additional configurations for functional locations to the scope of the project.

Go to|jr Business Configuration » Implementation Projects . Select your project and navigate to ||¢ Edit Project

Scope  Questions ¥ Service ¥ Entitlement Management » Registered Products and Installed Base . In the
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Questions for Registered Products and Installed Base section, under the Additional options for Registered
Product, Installed Base and Installation Points business option, select the scoping question: You can maintain
additional configurations for Functional Location/Registered Product.

7.1.2 Configure Workflow Rules for Installation Points

Administrators can create workflow rules to send emails and notifications, or to update fields.

Context

To create workflow rules, you must have access to the Workflow work center.

To create a new workflow rule for an installation point, do the following:

Procedure

1. Navigate to |» Administrator » Workflow Rules » New 3.

2. Onthe New Rule page, in the Enter Basic Data tab, add a description and select the Installation Point/
Registered Product business object value.

3. Inthe Define Conditions tab, define the rule conditions.
4. Inthe Define Actions tab, select the rule type. The following rule types are supported:
* E-mail
* Notification
* Field Update (Only extension fields, Sales Territory, and Service Territory are supported.)

5. Select arecipient. The available options are:

* Employee Responsible

* Contact Person of Customer
* Owner

* Service Technician

6. Review and confirm the rule.

Related Information

Workflows [page 1072]
Learn how you can use workflows to support your business processes.
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7.1.3 Configure Involved Parties for Installation Points

Administrators can maintain involved parties for installation points by activating applicable party roles.

Using the Involved Parties for Registered Product, Installed Base and Installation Points fine-tuning activity, you
can decide the party roles that you want to use in your application. However, you cannot deactivate the party
roles that are set as mandatory by default.

i Note

The party roles that you add using this fine-tuning activity are also applied to installed base and registered
products.

Go to |l Business Configuration j» Implementation Projects 3. Select your project and navigate to |» Open

Activity List ¥ Fine-Tune ¥ Involved Parties for Registered Product, Installed Base and Installation Points 3.

On the Involved Parties for Registered Product, Installed Base and Installation Points page, choose Add Row, and
select the party role that you want to add.

7.1.4 Enable Installation Points

As an administrator, enable the feature in the solution..

Go to | Business Configuration # Implementation Projects 3. Select your project and navigate to | Edit

Project Scope ¥ Questions ¥ Service ¥ Entitlement Management ¥ Registered Products and Installed Base 3.
From Questions for Registered Products and Installed Base, select the scoping question: You can maintain
Installed Bases and Installation Points.

7.1.5 Use Data Workbench Service for Installation Points

Administrators can use the Data Workbench service to import, export, and update installation points data from
SAP Cloud for Customer.

i Note

For numeric installation point IDs, export on the Belongs To Installation Point ID field cannot be done using
the Starts With option.

To learn more about Data Workbench service, view the SAP Cloud for Customer Data Workbench
documentation in the SAP Cloud for Customer Help Center.

Related Information

Data Workbench
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7.2 Create Installation Points

From the Installation Point tab, you can create a new installation point only with the category of functional
location.

In addition to the common features, this category of installation point supports warranty, sales and distribution
data, and replication from SAP ERP. The customer information and installed base sections are prepopulated
when you create an installation point from an installed base.

Installation points that are categorized as registered products are only displayed in the Registered Product tab.
You can assign a registered product to an installation point. You can also assign an existing registered product
to a current installation point.

To assign an installation point, with product or text category, to an installed base, create the installation point
from the Installed Base.

i Note

You can add a functional location to an installed base using a migration template.

Enable Installation Points [page 213]
As an administrator, enable the feature in the solution..

Configure Involved Parties for Installation Points [page 213]
Administrators can maintain involved parties for installation points by activating applicable party roles.

Configure Workflow Rules for Installation Points [page 214]
Administrators can create workflow rules to send emails and notifications, or to update fields.

Use Data Workbench Service for Installation Points [page 215]
Administrators can use the Data Workbench service to import, export, and update installation points
data from SAP Cloud for Customer.

7.2.1 Enable Installation Points

As an administrator, enable the feature in the solution..

Go to | Business Configuration  Implementation Projects . Select your project and navigate to | Edit

Project Scope ¥ Questions ¥ Service ¥ Entitlement Management ¥ Registered Products and Installed Base 3.
From Questions for Registered Products and Installed Base, select the scoping question: You can maintain
Installed Bases and Installation Points.

7.2.2 Configure Involved Parties for Installation Points

Administrators can maintain involved parties for installation points by activating applicable party roles.

Using the Involved Parties for Registered Product, Installed Base and Installation Points fine-tuning activity, you
can decide the party roles that you want to use in your application. However, you cannot deactivate the party
roles that are set as mandatory by default.
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i Note

The party roles that you add using this fine-tuning activity are also applied to installed base and registered
products.

Go to |l Business Configuration j» Implementation Projects 3. Select your project and navigate to [» Open
Activity List ¥ Fine-Tune ¥ Involved Parties for Registered Product, Installed Base and Installation Points 3.

On the Involved Parties for Registered Product, Installed Base and Installation Points page, choose Add Row, and
select the party role that you want to add.

7.2.3 Configure Workflow Rules for Installation Points

Administrators can create workflow rules to send emails and notifications, or to update fields.

Context

To create workflow rules, you must have access to the Workflow work center.

To create a new workflow rule for an installation point, do the following:

Procedure

1. Navigate to |» Administrator » Workflow Rules » New 3.

2. Onthe New Rule page, in the Enter Basic Data tab, add a description and select the Installation Point/
Registered Product business object value.

3. Inthe Define Conditions tab, define the rule conditions.
4. Inthe Define Actions tab, select the rule type. The following rule types are supported:
* E-mail
* Notification
* Field Update (Only extension fields, Sales Territory, and Service Territory are supported.)

5. Select arecipient. The available options are:

* Employee Responsible

* Contact Person of Customer
* Owner

* Service Technician

6. Review and confirm the rule.
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Related Information

Workflows [page 1072]
Learn how you can use workflows to support your business processes.

7.2.4 Use Data Workbench Service for Installation Points

Administrators can use the Data Workbench service to import, export, and update installation points data from
SAP Cloud for Customer.

i Note

For numeric installation point IDs, export on the Belongs To Installation Point ID field cannot be done using
the Starts With option.

To learn more about Data Workbench service, view the SAP Cloud for Customer Data Workbench

documentation in the SAP Cloud for Customer Help Center.

Related Information

Data Workbench

7.3 Use Installation Points

Learn more about using the feature in the solution.

Work with Installation Points [page 215]
Know more about working with installation points.

Remove Personal Data in Installation Point [page 216]
Use Depersonalize in Installation Points to remove personal data from obsolete installation points.

7.3.1 Work with Installation Points

Know more about working with installation points.
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7.3.1.1 Create Items for Installation Points

Items consist of objects that need servicing, maintenance, or repair. Items must be assigned to installation
points in your SAP solution.

You can maintain the hierarchy structure of an installation point by creating a functional location and assigning
items to it. You can maintain another functional location as the parent of an installation point using the Belongs
to Installation Point ID field. You can also create a new functional location or registered product, or add an
existing registered product as an item to the functional location.

The hierarchy view of the items is displayed in the Items Hierarchy tab of the Installation Point details view, but
it's hidden by default. You need to set it visible through Adaptation.

i Note

If a functional location contains equipment, then that equipment also appears in the list on the Items tab.

7.3.1.2 Export Installation Points to Microsoft Excel File

Export all entries of installation points to a Microsoft Excel file.

In the Installation Points worklist, choose Export to Microsoft Excel © from the action menu to export all entries
of the installation points based on the query you choose.

7.3.1.3 View Associated Tickets for Installation Points

The Tickets tab displays all the associated tickets for an installation point.

In the Tickets tab, the Tickets query displays all the relevant tickets of the installation point; the Irrelevant
Tickets query displays the irrelevant tickets of the installation point.

A service technician can open a ticket from the tab and view the work details. This tab is also useful to keep
a track of the history of tickets for an installation point. This information helps the technician provide better
service based on the information available for the installation points.

7.3.2 Remove Personal Data in Installation Point

Use Depersonalize in Installation Points to remove personal data from obsolete installation points.
Depersonalization is available only to users with access to the Data Protection and Privacy work center.

When you depersonalize data in Installation Point, the information related to creation of the data is removed.
The change-related fields display the details of the user who initiated the depersonalization and the date on
which it was initiated. The following details are also deleted from the system:

* Involved parties
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* Address

* Notes

¢ Created By

* Attachments

The installation point items are not depersonalized automatically.

i Note

From the Ul, you cannot select more than 10 installation point records for depersonalization. However, if
you use the OData service to depersonalize, you can select any number of records at a time.

Related Information

Personal Data Protection and Privacy

74 Search Installation Points

Search for installation points using various criteria.

On the Installation Points screen, the basic search supports searching with the following fields:

* D
¢ Description (for all categories of installation Points)
* Serial ID

* External ID
¢ Address (Country, Region, City, Street, Postal Code, Building, House, Floor, Room)
* Customer

* Installed Base

7.5 Replicate Functional Location and Hierarchy to
Installation Points

SAP ERP functional location is mapped to Installation Points (with functional location category) in SAP Cloud
for Customer as they carry similar information.

When you replicate the functional location from SAP ERP, most of the party information relevant for installation
point is replicated to SAP Cloud for Customer. The Functional Location ID maintained in SAP ERP is replicated
to the External ID field in SAP Cloud for Customer.
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i Note

Information for Notes and Customer displayed in SAP Cloud for Customer is replicated from SAP ERP as
well.

When replicating a functional location with a hierarchy, the entire hierarchy tree is replicated. The External ID
field in the Items tab indicates that the functional location has been replicated from SAP ERP.

Update Functional Location Changes to Installation Points [page 218]
SAP Cloud for Customer allows updates for the Functional Location fields irrespective of status, when a
change is triggered in SAP ERP.

7.5.1 Update Functional Location Changes to Installation
Points

SAP Cloud for Customer allows updates for the Functional Location fields irrespective of status, when a change
is triggered in SAP ERP.

If you change the data of inactive equipment without changing the status, the change gets replicated to the
SAP Cloud for Customer solution. This behavior is supported for changes to reference material of equipment
as well. It is applicable only to the SAP ERP replication scenario.

i Note

Similar updates are not possible in the solution from the Ul or the migration work bench.

You can update the following functional location fields when replicating functional location from SAP ERP, even
if the functional location is in blocked or obsolete status:

* Status

* Status Profile

* User Status

¢ Parties (all role codes)

¢ Description

* Address Fields

* Customer Information

Example

A functional location in SAP Cloud for Customer is replicated from SAP ERP that is in blocked status. Change
or update the description, material, or serial number in the corresponding equipment in SAP ERP, whichis in
inactive status. The changes in SAP ERP triggers update to the description, product, or serial ID of the same
functional location in SAP Cloud for Customer.
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75.1.1 Configure Additional Configurations for Functional
Locations

As an administrator, allow additional configurations for functional locations to the scope of the project.

Go to |» Business Configuration ¥ Implementation Projects . Select your project and navigate to ||¢ Edit Project

Scope * Questions » Service ¥ Entitlement Management » Registered Products and Installed Base 1. In the
Questions for Registered Products and Installed Base section, under the Additional options for Registered
Product, Installed Base and Installation Points business option, select the scoping question: You can maintain
additional configurations for Functional Location/Registered Product.

7.6 Installation Points Offline

The Installation Points feature is available in offline mode with limited functionalities. Learn more about them in
the following sections.

7.6.1 Offline Capabilities and Limitations for Installation
Points

This topic presents an overview of supported features and limitations for installation points in offline mode.

Offline Capabilities for Installation Points

i Note

Not all the validations/determinations available online are available offline.

Objects Supported in Offline Mode
Edit

(can edit directly
via actions/navi-

Tab Section Field Create Display gation)
Installation Overview Y Y Y
Points

ltems Y Y Y
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Edit

(can edit directly
via actions/navi-
Tab Section Field Create Display gation)

Add Item - New Y Y Y
Functional Location

Add Item - New Y Y Y
Registered Product

Involved Parties Y Y Y

Available Offline Actions

Tab/Global Section Action Offline Availability
Installation Point Create a new functional loca- Y
tion.

Offline Limitations for Installation Points

* List
* My Queries based on team/territory is unavailable.
* Export to excel is unavailable.
* Advanced Search for Warranty and Service Technician fields is unavailable.
* Exportinstallation point list to Microsoft Excel is not supported in offline mode.
* Reported On Date in the Tickets tab of installed base is not available in offline mode.
* Object
* Warranty, Sales & Distribution, and User Status sections on the Overview tab are unavailable.
* Address determination is unavailable.
* Add Maintenance Plan action is unavailable.
* Update Location From action is unavailable.
* Multilanguage support for Installation Point notes is not supported offline.
* Personalized queries for Installation Point are not supported for offline data download.
* Belongs to Installation Point ID is not editable.

*  On|p Installation Point » Tickets Jtab, the Create New Ticket option is not supported offline.

* Personalization done in online mode using Customer/Ship-to ID field in Advanced Find Form
(Advanced Search) of Installation Point and Serial ID Value Helps does not work offline.

* Technical ID may be visible in Customer/Ship-to fields in Advanced Find Form (Advanced Search) of
Installation Point and Serial ID Value Helps offline. On choosing another party in the Value Help, the ID
displays.

* Any other feature not mentioned in the supported list is unavailable.

Solution Guide for SAP Service Cloud
220 PUBLIC Installation Points



* The Status Profile and User Status are not available in quick create and the Items tab of installation
point in offline mode.

¢ Object Items

¢ Action for adding existing registered product is unavailable.

7.7 Installation Point FAQs

This section provides you with solutions to some commonly asked questions.

7.7.1 Is functional location equivalent to installed base?

No. In SAP Service Cloud, a functional location is an installation point of type Functional Location and is shown
in the Installation Point Ul.

7.7.2 What is the difference between installed base and
installation point?

Installed base management enables you to maintain a hierarchical representation of items installed at
customer sites. The items contained within are installation points with various installation points types such as
registered product, products, text, and functional location.

7.7.3 How can | indicate that an installation point is related to
another installation point?

The Belongs to Installation Point ID field (if filled) indicates that the installation point is part of the structure (as
a child) of another installation point (registered product or functional location).

This field is a hyperlink to open the parent installation point.

Example

Belongs to Installation Point ID for registered product Coffee Machine CMO1 displays 21. When you click 21, the
Ul for Installation Point 21 is launched, which is a functional location Floor 1. The /tems tab of Floor 1 shows
CMO1, which means that coffee machine CMO1 is under Floor 1.
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7.7.4 What is the difference between items in installation
point and registered product?

Items in Registered Product display the included child items in a hierarchy, while in Installation Point, this is a
flat list and only a single item level displays.

In SAP ERP, a functional location can have equipment and other functional locations included under its
hierarchy. Similarly, equipment can have other equipments in a hierarchy under it too. This is supported in SAP
Service Cloud.

A registered product can have other registered products as items and an installation point (functional location)
can have other functional locations or registered products as items.

For a registered product scenario, where installed base is not scoped in, items can consist of registered
products only.

For an installed base scenario, items such as registered products, products, and text can be added directly
under a registered product in the installed base hierarchy.

7.7.5 Why can't | add a functional location as an item in the
installed base?

The functional location is included as a separate entity that results from the replication from SAP ERP
integration and can be created separately within the Installation Point tab. However, it cannot be added as
an installed base item.
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8 Installed Base

Installed base is a hierarchical arrangement of items installed at your customer’s location.
In the Installed Base work center, you can do the following:

¢ View the list of maintained installed bases.
* Getinformation about customer, contact, location, and status, and access an installed base

* Create new installed bases

Certain information can be maintained at the installed base header level. For example, Involved Parties,
Attachments, Notes and Competitor Products. The status of the installed base changes to In Preparation after it
is saved.

Example

You can maintain an installed base for Company ABC where your servers are installed.

Here's an example of an Installed Base set up:

(P Ep

Item = Product
n (RAM)

Item = Product ]
(RAM)

. \ /ltem = Registered Product
tem = Registered Product °
N (Hard Drive)
(Hard Drive) @

Item = Product
(Application Server 2)

Item = Product
{Application Server 1)

Item = Text
(Building 1)

Installed Base

Here's what you can do with the Installed Base management feature:

* Create installed bases to track installed assets.

* Create a hierarchy of Installed Base items with any number of levels.

* Create a ticket with reference to an Installed Base or Installed Base item.
* Maintain competitor products for your Installed Base.

* Maintain involved parties for Installed Base or Installed Base items.
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¢ Track changes, add attachments/notes, and create reports.
* Use the Installed Base and Installation Points (installed base items) migration templates for data load.

8.1 Scope and Configure Installed Base

Administrators can configure installed base using scoping, scoping questions, and fine-tuning activities.

i Note

Scoping questions and fine-tuning activities that are straightforward may not be included in this list.

8.1.1 Enable Installed Bases

As an administrator, enable the feature in the solution.

Go to |r Business Configuration ¥ Implementation Projects J. Select your project and navigate to |» Edit

Project Scope # Questions » Service ¥ Entitlement Management » Registered Products and Installed Base 3.
From Questions for Registered Products and Installed Base, select the scoping question: You can maintain
Installed Bases and Installation Points.

i Note

When you select the You can maintain Installed Bases and Installation Points business option, the option for
Registered Products (You can manually register serialized products sold) also gets selected.

8.1.2 Configure Involved Parties for Installed Base

As an administrator, configure involved parties for installed base using the fine-tuning activity.

Using the Involved Parties for Registered Product, Installed Base and Installation Points fine-tuning activity, you
can decide the party roles that you want to use in your application. However, you cannot deactivate the party
roles that are set as mandatory by default.

i Note

The party roles that you add using this fine-tuning activity are also applied to registered products and
installation points.

Go to|r Business Configuration # Implementation Projects . Select your project and navigate to | Open
Activity List » Fine-Tune ¥ Involved Parties for Registered Product, Installed Base and Installation Points 3.

On the Involved Parties for Registered Product, Installed Base and Installation Points page, click Add Row, and
select the party role that you want to add..
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8.1.3 Configure Migration of Installed Bases

As an administrator, use the Data Workbench service to import, export, and update installed base data (from
SAP Cloud for Customer).

MONITOR IMPORT EXPORT TEMPLATES

Export Data
Select an Object
Standard Object Custom Object
Installed Base | installedbase ® Q

Installed Base | installedbase

Installed Base | zinstalledbase

Installed Base Competitor Product | installedbase

Installed Base Description | installedbase

You can also use the Installed Base migration template to migrate installed bases to your system. Navigate to

|» Business Configuration » Overview 3, and search for the Migration of Installed Bases activity.

8.1.4 Create Workflow Rules for Installed Base

Administrators can create workflow rules for installation base.

Context

To create workflow rules, you must have access to the Workflow work center.

Procedure

1. Navigate to |* Administrator » Workflow Rules ¥ New 3.

2. Onthe New Rule page, in the Enter Basic Data tab, add a description and select the Installed Base business
object value.
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3. Inthe Define Conditions tab, define the rule conditions.
4. Inthe Define Actions tab, select the rule type. The following rule types are supported:
* E-mail
* Notification
* Field Update (Only extension fields, Sales Territory, and Service Territory are supported.)

5. Select arecipient. The available options are:

* Employee Responsible

* Contact Person of Customer
* Owner

* Service Technician

6. Review and confirm the rule.

Related Information

Workflows [page 1072]
Learn how you can use workflows to support your business processes.

8.1.5 Configure Auto-Update Location of Items Along with
Customer of Items for Installed Base

As an administrator, you can configure whether to automatically update the location of an item when the
customer of the item is updated in Installed Base.

To enable the auto-update, go to |+ Business Configuration ¥ Implementation Projects 3. Select your project
and navigate to |+ Edit Project Scope # Questions ¥ Service » Entitlement Management » Registered Products

and Installed Base 3 and select the scoping question: Automatically update location of Items when updating
customer of items for Installed Base?

* |f the scoping question: Functional Location/Registered Product uses customer address as the default
location. Do you want to use the ship-to-party address instead? is also checked, when you choose Update
Customer of ltems, the location of item is automatically updated to the ship-to-party main address of the
item. In case ship-to-party is not maintained, location of the item is updated to empty.

* If the scoping question: Functional Location/Registered Product uses customer address as the default
location. Do you want to use the ship-to-party address instead? is not checked, the location of item is
automatically updated to the main address of the customer.
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£ MI_IBasel
Overview Items Involved Parties Tickets Competitor Products Item Logs Contracts Sales Quotes Skills Changes Attachments
Items  (3) Ty  Additem
D = Name Serial ID Customer Category Status Product ID Reference Pro...  Status Profile
> 6822 MI_Prod1 Product Active 10007582
> 6823 MI_Text from I... Text Active
> 6866 MI_Prod1 MI_PROD1_8 MI_Account1 Registered Pro...  In Preparation 10007583 MI_Prod2
Item Details Installed Base I B et ) I
GeneralData  [ocation]  InvolvedPe 2 M|_|Basel
Changed By D *Name
*Country
CN - China Michael Yang 831 MI_IBasel
*Customer Contact Address
State MI_Accountl MI_Contactl 1366 Tianfu AVE
230 - Sichuan Second Line Description
Chengdu Sichuan
Building/Floor/Room Third Line Description
China
Street
Tianfu AVE
Overview  Items  Involved Parties  Tickets ~ Competitor Products ~ ItemLogs ~ Contracts  Sales Quotes
House Number
1366 M
{# Involved Parties (2)
City
Chengdu Role Name Contact E-Mail
Employee Responsible Michael Yang
Customer MI_Account1 MI_Contactl

Feed

Q+
Locate More
User Status
Q+
Status
Aciive ©
Owner
Skills Changes Attachments Feed
Add Update Customer of Items
Phone Mobile Action

8.1.6 Configure Code List Restrictions for Installed Base

As an administrator, you can enable code list restrictions for the extension fields added in an installed base.

Context

To enable code list restrictions:

Procedure

Choose New.

A won o

8.2 Use Installed Base

In the BO field, select Installed Base in the BO field.

Maintain restrictions for the extension field and then save your update.

Go to |F Administrator ¥ Code List Restrictions 4 and choose Code List Restrictions.

Create a new installed base with nformation such as Name, Customer, and Owner.

Using the Installed Base functionality, you can:
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* Maintain competitor products for your installed base
* Add notes and attachments
* Track history of changes
* Create tickets for installed base
* Associate installed base with contracts
Work with Installed Base [page 228]

Know more about viewing installed base details, working with involved parties, getting GPS coordinates
for locations, and creating and viewing tickets for installed bases.

Work with the Installed Base Items [page 232]
An installed base item is an installation point of a specific category. The Category field differentiates
types of items.

Remove Personal Data in Installed Base [page 237]
Use Depersonalize in Installed Base to remove personal data from obsolete installed bases.

8.2.1 Work with Installed Base

Know more about viewing installed base details, working with involved parties, getting GPS coordinates for
locations, and creating and viewing tickets for installed bases.

8.2.1.1 View Installed Base Details

On the Overview tab, view the installed base details such as involved parties and location.

» Service

!

SKILLS

CONTRACTS

ITEMS SOLVED PARTIES TICKETS COMPETITOR PRODUCTS

» Sales

E T. *Name
st e EInvowy... (2) L LOCATION
| 232
Rols i E-Mail P
Partner Gresnville Grocary D -Gty

Registered Products

State

Customer Org Z2YTT-2
Instaltation Points

Main -3 } BuikiingFlocrRoom

Contracts

House Numbers

Resource Scheduler

»  Time Recording

You can edit a customer and other related information here.
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8.2.1.2 Work with Installed Base Involved Parties

The Involved Party section in the Overview tab displays the name of the customer associated with the installed
base.

You can add an installed base to a specific item from here. You can also add an involved party from the items
tab.

i Note

You can have only one involved party associated with one role.

The following involved parties are supported:

¢ Customer

* Owner

* Service Technician

* Service Technician team

* Bill-To
¢ Ship-To
* Payer

Using the Involved Parties tab you can maintain roles and party. SAP provides some standard roles, but you can
create custom roles and custom parties. Maintain it in a party determination schema as an administrative task.

8.2.1.3 Configure Involved Parties for Installed Base

As an administrator, configure involved parties for installed base using the fine-tuning activity.

Using the Involved Parties for Registered Product, Installed Base and Installation Points fine-tuning activity, you
can decide the party roles that you want to use in your application. However, you cannot deactivate the party
roles that are set as mandatory by default.

i Note

The party roles that you add using this fine-tuning activity are also applied to registered products and
installation points.

Go to | Business Configuration j» Implementation Projects 3. Select your project and navigate to [» Open

Activity List » Fine-Tune ¥ Involved Parties for Registered Product, Installed Base and Installation Points 3.

On the Involved Parties for Registered Product, Installed Base and Installation Points page, click Add Row, and
select the party role that you want to add..
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8.2.1.4 GPS Coordinates for Locations of Installed Bases

Geo location data of an installed base is inherited from the associated customer.

When you create an installed base and add a customer, the installed base inherits the customer address along
with the latitude and longitude information. The address is then displayed as a hyperlink. Clicking the address
link displays the location in a map.

8.2.1.5 View Associated Tickets for Installed Bases

In the Tickets tab, view a list of all tickets created for an installed base and its items.

In the Tickets tab, the Tickets query displays all the relevant tickets of the installed base; the Irrelevant Tickets
query displays the irrelevant tickets of the installed base.

You can also create a new ticket for an installed base item (in Active status only). All associated installed base
information is carried over to the new ticket.

You can also create a new ticket for an installed base and maintain competitor products for it. Select an
item and choose New Ticket to create a ticket. The information about item, customer, service technician, and
service technician team get copied over to the ticket.

i Note

By default, the location of an item is the location of the installed base, but it can be changed.

8.21.6 Maintain Competitor Products List for Installed
Bases

Use the Competitor Products tab to add and maintain a list of competitor products for an installed base and
keep track of all the competitor products.

Maintaining this information helps in sales-related decisions and in gathering various insights for use in
analytics. Click the Add buttonto get a list of all competitor products maintained in the system. You can select
the appropriate product and maintain a list on this screen for the selected installed base.

8.2.1.7 Add Installed Bases to Contracts

A contract is a legally binding service agreement between parties stating their respective obligations and
responsibilities.

When you create a contract, you can add installed bases as covered objects in the contract. On the Installed
Base user interface, you can see all the contracts associated with an installed base.

A contract provides all the required information, such as subject matter of contract, installed bases (or covered
objects), signature date and validity period, in one place.
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8.2.1.8 View Installed Bases for Accounts Added in any
Role

The Installed Base tab on Accounts lists all the installed bases where an account is added in any role (including
Z parties).

Installzd Base

Active (73) & Q T v
D Name Status. Location Customer Contact Created On =
6 181 NCC1701-D Active NY /LS Space Balls ff Bobby Browniz 01.03 2018 16:06 06
9 1801 B GT Active 23 East Adams Street ! 62700 Spanglield / AD Futurelision 22022018 1702:08
9 1781 Block B Active DE Kixo Kate Adams 30.11.2017 14:04:20
e 1771 test Active Dernwer COJUS Sprint renes wilhelm 07.11.2017 16.30.58
e 1763 Building PAZ Activiz 5482 West Chester Pike Newtown Square .. Futurelision Matthias Brunner 24102017 21:40:52
9 1762 Building PA1 Active 3000 West Chester Pike | Newtown Square, BlueDrive Jake Handel 24102017 213625
6 1761 Building 2 Active 4734 Main Sreel / Ligle |_ 605332/ IS Blusdiive Michael Gomez BSC 24.10.2017 20:34.30
@ 1691 232 Active Haupdstr / 69166 Wiesloch / DE Oy Z2YTT-2 11002017 12:01:29
@ 1641 San Installed Active Ronalco Messi 22,06 2017 23:25:27

nstalled Base 2 NCC1701-D [xl & Space Balls ff [x]

& Space Balls ff

¥ DOCUME... ATTACHMENTS SAVO GROUPS TICKETS TARGET GROUPS REGISTERED PRODUCTS INSTALLED BASE < > a4
8 INSTALLED BASE (4) Q N oNew G
Name ID Status Location Created On Cres
Space-Balls-Inst-Base1 89 In Preparation us 13.01.2015 18:08:01 Jea
MCC-1701-A a0 Active 666 Milk Road / Star Base 666 66666 / US 13.01.2015 18:25:29 Jea
NCC-1701-B 666 Active us 28.05.201513.02:21
NCC 1701-D 1811 Active NY JUS 01.03.2018 16.06:06 JMI

You can also view the list of installed bases where individual customers are added in any role.

8.2.1.9 Export Installed Bases to Microsoft Excel File

Export all entries of installed bases to a Microsoft Excel file.

In the Installed Base worklist, choose Export to Microsoft Excel ® from the action menu to export entries of
installed bases based on the query you choose.
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8.2.1.10 Create Workflow Rules for Installed Base

Administrators can create workflow rules for installation base.

Context

To create workflow rules, you must have access to the Workflow work center.

Procedure

1. Navigate to |[» Administrator » Workflow Rules » New

2. Onthe New Rule page, in the Enter Basic Data tab, add a description and select the Installed Base business
object value.

3. Inthe Define Conditions tab, define the rule conditions.
4. Inthe Define Actions tab, select the rule type. The following rule types are supported:
* E-mail
* Notification
* Field Update (Only extension fields, Sales Territory, and Service Territory are supported.)

5. Select arecipient. The available options are:

* Employee Responsible

* Contact Person of Customer
* Owner

* Service Technician

6. Review and confirm the rule.

Related Information

Workflows [page 1072]
Learn how you can use workflows to support your business processes.

8.2.2 Work with the Installed Base Items

An installed base item is an installation point of a specific category. The Category field differentiates types of
items.

When you create an installed base and add items to it, the customer for that installed base gets copied over
to the items. However, if you change the customer for that installed base, the customer for the related items
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will not get updated automatically. The items will still display the previous customer information. So if you
want the customer associated with the items to be updated to the edited installed base customer as well, then
navigate to the Involved Parties tab and select the Update Customer of Items button. This will update customer
information for all items. The update occurs in the background. In case of any errors that result because of the
update, you will see these listed in the [tems Log tab.

You can choose if you want to update the customer information for all the items. Sometimes, the customer
information for an installed base and that for the items is maintained separately. In that case, you can keep that
information as is.

8.2.2.1 Add Installed Base Items

You can add three categories of items to an installed base.

* Registered Product - a unique instance of a product that generally has a serial ID. You can maintain a
warranty for a registered product. One registered product can be part of only one installed base at a time.

* Product - an instance of a product.
* Text - aflexible category, which can represent, for example, a location or a grouping.

You can add a hierarchy of sub items under each of the displayed top level/line items. From the Add Item menu
button, you can choose the category of items that you want to add.

Actions

Activate

After you create a new item, it acquires the In Preparation status by default. To enable ticket creation and other
service-related activities, you have to select the item and choose Activate.

Block

Ininstances of an issue associated with an item, you might want to set a temporary pause to stop any work
done on it—use Block to achieve this.

Obsolete
Use this option if an item isn't in use anymore.
Difference Between Delete and Remove

You can delete an item only when it is in In Preparation status. Deleting an item deletes the instance of that
item that was created in the system. When you remove an item from the hierarchy, it gets delinked from that
installed base. However, it doesn’t get removed from the system. So, the standalone item continues to exist in
the system. A search in the Installation Point tab displays that item.

i Note

Removing items with Product and Text categories as these are not useful as standalone items, unless they
are part of an installed base. However, a Registered Product can exist as a standalone item as it has a lot of
features associated with it.
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New Ticket

You can also create a new ticket for an installed base item (in Active status only). All associated installed base
information gets parsed to the new ticket.

i Note

By default, the location of an item is the location of the installed base, but you can change this.

Using the Move and Remove actions can update multiple records as the actions affect the selected item and its
sub items. Therefore, updating more than 50 items using the actions from the Ul can affect performance.

- Tip

The administrator should trigger these actions via Migration Workbench or Mass Data Maintenance in
Business Configuration.

Item Details

This section displays details such as location, involved parties, and warranty parameters, of the selected line
item.

In the General Data section, you can modify the following:

* For anitem with category Product, you can edit the quantity.
* For anitem with category Registered Product, you can edit the name field.
¢ Edit options for an item with category Text is unavailable.

You can edit Location information for products, registered products, and text item categories.
In the Involved Parties section, you can add an additional involved party to any item category.

The Warranty section displays associated warranty information for installed base items for registered product
category only. You can edit this information here as well.

8.2.2.2 Locate Installed Base Items

Use Locate to search for an item in the hierarchical list.

All the items belonging to the selected installed base are displayed. You can search using the basic search or
the advanced search to locate an item.

Solution Guide for SAP Service Cloud
234 PUBLIC Installed Base



8.2.2.3 Move Installed Base Items

Move Active or In Preparation installed base items within the same or another installed base.

i Note

The option is disabled based on an item status. For example, you cannot move items that are in obsolete/
blocked status.

You can move an item directly under the root of the target installed base or under any other item in the target
installed base. If the selected item has further items under it, the item is moved with its entire hierarchy to the
new installed base.

You can also move an item by using [+ Add Item » Existing Registered Products 1 in the Items tab. Selecting
a registered product that is already assigned to another installed base moves the registered product to the
current installed base.

8.2.2.4 Activate Installed Base Items in Bulk

Select an installed base item in the hierarchical list and click the Activate Items actions to mass activate the
selected item and the items under it.

The items get activated irrespective of their statuses. The activation is carried out asynchronously in the
background. To view the changes, close the Installed Base screen and open it again. Click the ltem Logs tab to
view the status of mass activation.

You can also mass activate all items using the Actions button. Select an installed base and then from the
Actions button, click Activate Items.

i Note

Actions to activate items in bulk is available only in the online mode.

8.2.2.5 Block Installed Base Items in Bulk

Select an installed base item in the hierarchical list and click the Block Items actions to block the selected item
and the items under it.

The items get blocked irrespective of their statuses. The activation is carried out asynchronously in the
background. To view the changes, close the Installed Base screen and open it again. Click the Item Logs tab to
view the status of mass activation.

i Note

Actions to block items in bulk is available only in the online mode.
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8.2.2.6 Obsolete Installed Base Items in Bulk

Select an installed base item in the hierarchical list and click the Obsolete Items actions to obsolete the
selected item and the items under it.

The items get obsolete irrespective of their statuses. The action is carried out asynchronously in the
background. To view the changes, close the Installed Base screen and open it again. Click the /tem Logs tab to
view the status of mass activation.

i Note

Actions to obsolete items in bulk are available only in the online mode.

8.2.2.7 Configure Auto-Update Location of Items Along

with Customer of Items for Installed Base

As an administrator, you can configure whether to automatically update the location of an item when the
customer of the item is updated in Installed Base.

To enable the auto-update, go to | Business Configuration ¥ Implementation Projects 3. Select your project
and navigate to |+ Edit Project Scope # Questions ¥ Service ¥ Entitlement Management j Registered Products

and Installed Base 3 and select the scoping question: Automatically update location of Items when updating
customer of items for Installed Base?

* If the scoping question: Functional Location/Registered Product uses customer address as the default
location. Do you want to use the ship-to-party address instead? is also checked, when you choose Update
Customer of Items, the location of item is automatically updated to the ship-to-party main address of the
item. In case ship-to-party is not maintained, location of the item is updated to empty.

¢ If the scoping question: Functional Location/Registered Product uses customer address as the default
location. Do you want to use the ship-to-party address instead? is not checked, the location of item is
automatically updated to the main address of the customer.
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> 6822 MI_Prod1 Product Active 10007582
> 6823 MI_Text from I... Text Active
> 6866 MI_Prod1 MI_PROD1_8 MI_Accountl Registered Pro... In Preparation 10007583 MI_Prod2
Item Details Installed Base I B e ) I
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*Customer Contact Address Owner
State MI_Accountl MI_Contactl 1366 Tianfu AVE -
230 - Sichuan Second Line Description
Chengdu Sichuan
Building/Floor/Room Third Line Description
China
Street
Tianfu AVE )
Overview  Items  Involved Parties  Tickets  Competitor Products ~ ltemLogs ~ Contracts ~ SalesQuotes  Skils ~ Changes  Attachments  Feed
House Number
1366 M
#H  Involved Parties (2) Add Update Customer of ltems
City
Chengdu Role Name Contact E-Mail Phone Mobile Action
Employee Responsible Michael Yang w
Customer MI_Accountl MI_Contactl @
1
Solution Guide for SAP Service Cloud
236 PUBLIC Installed Base



8.2.3 Remove Personal Data in Installed Base

Use Depersonalize in Installed Base to remove personal data from obsolete installed bases.
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Depersonalization is available only to users with access to the Data Protection and Privacy work center.

When you depersonalize data in Installed Base, the information related to creation of the data is removed. The
change-related fields display the details of the user who initiated the depersonalization and the date on which it
was initiated. The following details are also deleted from the system:

* Involved parties

* Address

* Notes

¢ Created By

* Attachments

The installed base items are not depersonalized automatically. If you want to depersonalize an installed base
with items, you have to first depersonalize the items from their respective OWLs and then depersonalize the
installed base.

i Note

From the Ul, you cannot select more than 10 installed base records for depersonalization. However, if you
use the OData service to depersonalize, you can select any number of records at a time.
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8.3 Offline Features for Installed Base

The Installed Base feature is available in offline mode with limited functionalities. Learn more about them in the
following section.

8.3.1 Offline Capabilities and Limitations for Installed Base

This topic presents an overview of supported features and limitations for installed base in offline mode.
Offline Capabilities for Installed Base

Here is the list of objects supported in offline mode.

i Note

Not all the validations or determinations available online are available offline.

Edit

(can edit directly
via actions/navi-
Tab Section Field Create Display gation)

Installed Base* Overview Y Y Y

*Objects have
restrictions or
some tabs
missing

Involved Party Y Y

Iltems Y Y Y

Competitor Products

List Overview Y
List (Advanced Search) Y
Quick Create Y Y
Overview Y Y
Involved Parties Y Y Y
Actions Y Y
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Edit

(can edit directly
via actions/navi-

Tab Section Field Create Display gation)
Competitor Products Y
Items General Data Y
Location Y Y
Involved Parties Y Y
Warranty Y

Available Offline Actions

Tab/Global Section Action Offline Availability
Installed Base Activate Y
Block Y
Obsolete Y
[tems Activate Y
Block Y
Obsolete Y
Delete Y

Add Items (at the same level) Y

Offline Limitations for Installed Base

¢ When creating follow up ticket from Installed Base, determinations (such as location, service technician)
are not available.

* My Queries, based on team / territory is unavailable.

* Attachments are unavailable.

* Address determination is unavailable.

* Multilanguage support for Installed Base and Registered Product notes is not supported.
* Reported On Date in the Tickets tab of installed base is not available in offline mode.

* The Status Profile and User Status are not available in quick create and the Items tab of installed base in
offline mode.
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* Exportinstalled base list to Microsoft Excel is not supported in offline mode.
ltems

* Hierarchical List for Installed Base items is unavailable. A flat list is displayed for the Iltems.
* Adding lower level items to an item is unavailable.

* Moving and removing items is unavailable.

* General Data dynamic fields based on category not supported.

* Add Existing Registered Product on installed base /tems tab is not supported.

* Add/Delete of Involved Parties for installed base items is not supported offline.

* Creating follow up service tickets from installed base items is not supported.

8.4 Installed Base FAQs

This section provides you with solutions to some commonly asked questions.

8.4.1 Is there a limit to create levels for installed base
hierarchy?

There is no limit to the number of levels that can be created in an installed base hierarchy. However, too many
levels may become difficult to maintain. Decide on an optimal number based on your scenario.

8.4.2 What is the significance of multiple tabs for Registered
Products, Installed Base, and Installation Points?

Registered Products, Installed Base, and Installation Point tabs are displayed at various locations in the
solution. However, each display is used in a unique way and for a variety of purposes. the following table
describes the significance of each display:

Tab Significance

Registered Products Registered products can be used standalone if you need to
track serialized products as individual items.

Installed Base Use this tab if you need a hierarchical representation and a
consolidated view of installed items. When you enable the
Installed Base feature, the Registered Products tab is auto-
matically enabled as registered product can be an itemin an
installed base.
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Tab Significance

Installation Points Use this tab to enable replication of SAP ERP functional loca-
tions to SAP Cloud for Customer. You can also use this tab
as standalone without the SAP ERP integration. This view
displays installation points of functional location, product,
and text categories. When you enable the Installed Base fea-
ture, the Installation Points tab gets enabled.
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9 Maintenance Plans

Create maintenance plans based on contract agreements with customers and create work tickets
automatically, based on the maintenance schedule.

Maintenance plans have the flexibility to both automatically create work tickets based on a schedule, and
cover customer calls for routine maintenance. When setting up a maintenance plan, define conditions and
parameters for maintained objects or registered products. If registered products meet the defined condition,
then the solution generates work tickets automatically.

For an overview, watch the following video:

9.1 Scope and Configure Maintenance Plans

Administrators can configure maintenance plans using scoping, scoping questions, and fine-tuning activities.

i Note

Scoping questions and fine-tuning activities that are straightforward may not be included in this list.

9.1.1 Configure Maintenance Plans

Scoping maintenance plans enables you to create maintenance plans for customers.

Maintenance Plans help the service organizations execute on the preventative maintenance scenarios (that
may be stipulated in the service contract), by automatically creating work tickets based on the maintenance
schedule. While setting up a maintenance plan, you can define conditions and certain parameters for
maintained objects or registered products. If these registered products meet the defined conditions, the work
tickets get generated automatically.

Navigate to |» Business Configuration ¥ Implementation Projects # Edit Project Scope » Service » Sales

Entitlement Management » Maintenance Plan 4, and select the checkbox.
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9.1.2 Configure Attachments Tab in Maintenance Plan

You, as an administrator can enable the solution to carry forward attachments from maintenance plans into
generated tickets.

Context

Attachments are documents such as instructions, sequences, pictures, or guidelines that you use while
creating tickets. Select, add, and carry forward attachments from the library.

| Restriction

Only attachments added from the library can be copied when creating tickets.

You can also access the attachment directly from the related maintenance tickets.

Procedure

1. Navigate to ||» Business Configuration j» Implementation Projects

2. Select your project and click on |» Edit Project Scope # Scoping #» Questions » Service » Service
Entitlements » Maintenance Plan

3. Select the question: Do you want to carry forward attachments from Maintenance Plans while creating
Tickets?

9.1.3 Allow Manual Ticket Creation for Maintenance Plans

Allow service agents to create manual tickets for maintenance plans outside of the specified service schedule.

To allow creation of maintenance tickets outside of the defined schedule conditions, go to:
Business Configuration » Implementation Projects  Edit Project Scope j» Questions # Service ¥ Entitlement

Management » Maintenance Plan 1 and set the question Allow agents to create tickets for maintenance plans
outside of the defined service schedule? to In Scope.

9.1.4 Allow Maintenance Plans without Conditions

Enable employees to create maintenance plans without specifying schedule conditions.

A maintenance plan without conditions is typically used to generate tickets for existing registered products
before a maintenance schedule begins.
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To allow creation of maintenance plans without schedule conditions, go to: | Business Configuration
» Implementation Projects § Edit Project Scope ¥ Questions j Service ¥ Entitlement Management

» Maintenance Plan J and set the question Do you want to create Maintenance Plans without any conditions?
to In Scope.

9.1.5 Configure Maintenance Plan Runs

Define when the system checks maintenance plans and generates work tickets for items that require
maintenance.

Context

In the Administrator tab, schedule maintenance plan runs to automate ticket creation. To schedule jobs, follow
theses steps:

Procedure

1. Goto|r Administrator # Service and Social Settings 3.

2. Choose | Measurements and Maintenance » Configure Maintenance Plan Runs .

3. Choose|» New » New Mass Data Run Object Template Run 3, and fill in the required details in the General
Data and Control Parameters sections.

4. Inthe Select By MDRO ID tab, choose Add Row and enter the same run ID you entered in the previous step
into the Lower Boundary MDRO ID field.

5. Inthe Select by Maintenance Plan Status tab, choose Add Row and enter the following details:
a. InclusionExclusionCode = Inclusion
b. Interval Definition = Equal to
c. Lower Boundary Status = Active

6. Next, save the run and activate it. This will make the MDRO Run ID available for selection in the in the
maintenance plan details screen.

7. Now, in the Maintenance Plan tab, select the MDRO Run field and select the MDRO Run ID that you created
in the configure maintenance plan runs tab. Save the maintenance plan.

8. The maintenance plan runs are based on the MDRO Run ID and Maintenance Plan Status values provided
when configuring the run.
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9.2 Create Maintenance Plans

Create preventive maintenance plans and schedule automatic ticket generation based on a schedule and
measurement readings from covered products.

To create a maintenance plan, follow these steps:

1. Gotol|p Installed Base » Maintenance Plans 3, choose New, and fill in the required fields.

i Note

The Schedule Conditions for the maintenance plan can be time or counter based, or a combination of
both.

2. The status of the maintenance plan is initially in-preparation, which can be changed to active/blocked/
complete, depending on the stage the task is in.

i Note

After creating a maintenance plan, you cannot change the schedule conditions and schedule type.

3. You would schedule maintenance plan runs in SAP Cloud for Customer as an administrator, which would
run automatically based on the schedule. For details, refer to Configure Maintenance Plan Runs [page 266].
Once you have created a maintenance plan, save and then open it.

4. Next, navigate to the Plan Definition tab to add conditions to the maintenence plan.
Plan Definition

Create and add conditions to your maintenance plans here. Conditions are generally structured in groups, and
you have the ability to add multiple groups within a condition. Set conditions within each group and maintain
the plan definition. You can set a threshold (tolerance) value for your condition with a lower limit.

o Example
If the value for a printer is set to 5000 and the threshold is set to 50, then a ticket gets automatically
generated when the condition reaches the 5000 minus 50 stage.

All conditions are inclusive, so all have to be met to create the work ticket. You can update the conditions as

long as the plan has the In-Preparation status.

Choose Add Group to set the measurement attribute, value, and threshold for that condition .

i Note

When adding a time based condition, you can add the time based on weeks, months, or days.

i Note

The Plan Definition work center is not supported in the Silverlight Ul version of the solution.

Maintenance Iltems

Next, click on Add and add the registered products on which the conditions created in plan definition needs to
be evaluated.
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If the registered product you choose, does not have any measurement attribute associated with it, then you will
receive a warning message (saying that the condition you have chosen in your plan definition, is not maintained
for the registered product).

To view all assigned attributes for a registered product, go to |# Registered Product » Measurements 3.

i Note

When there are several maintenance items in a maintenance plan and if an operation such as sorting or
filtering is enabled, the time taken to load the items list can be more.

You can add or remove registered products and modify a ticket template as long as the plan is in an Active
status.

Ticket Template

Next, maintain a template for the ticket. The auto-generated ticket is based on the parameters you define here.
Change the status of the maintenance plan to Active.

i Note

A ticket is created when the condition is fulfilled.

Simulate Run to ensure all set conditions have been met. You can manually simulate creating a ticket. Go

to | Actions » Simulate Run Jto see if the ticket got created. In general, you would schedule jobs as an
administrator in the Administrator tab to automate creating tickets. For details on how to schedule jobs, see
Configure Maintenance Plan Runs [page 266].

You can also open the product list by clicking the hyperlink under Product List.
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Prevent Creating Multiple Tickets

As afield service manager you can define that no additional tickets are generated for a maintenance plan, if
there are any existing, open, or in-process tickets for it.

Create a new maintenance plan. In the Ticket Template tab, if you select the Prevent Creating Multiple Tickets
checkbox, then even if the defined conditions are met, the system will not create multiple tickets for a
registered product in the maintenance plan, if an open/in-process ticket exists.

Related Tickets

This tab displays all tickets created for the selected maintenance plan.

Mass Addition of Products
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You can now add registered products in mass to a maintenance plan, in the maintenance items screen.

1. After creating a maintenance plan, go to the Maintenance Items tab.

2. Navigate to the action icon and choose the Mass Addition from Product option to mass add registered
products based on a reference product.

3. You can now choose the product and all active registered products with the given reference product will be
added to you selected maintenance plan.

4. Save and close.
Activity Plan
You can now pre-define tasks/surveys to be included in tickets generated from maintenance plans.

1. Create an activity plan with the required tasks/surveys.

2. Then create an activity routing rule with business application as Ticket and link the activity plan in the
routing rule.

3. Define the conditions in the rule (where maintenance plan fields are available). When ticket is generated,
the tasks and surveys defined in the activity plan get copied over to the ticket, if the routing rule conditions
are met.

i Note

For more information on creating activity plans and routing rules see Configuring Visits and Configuring
Ticket Routing Rules.

Next Run

For each maintained object, you can see the next trigger, when the tickets are ready to be generated.

1. Onthe Maintenance Items tab, choose a maintained object from the list.

2. The Next Run field provides information for the next trigger (reading/time) at which the next ticket
becomes eligible to be generated, as per the conditions and the previous ticket.

3. 3.The measurement attribute along with the reading value for the next trigger is displayed.

i Note

If a threshold is maintained in a maintenance plan definition, the next run calculation is incorrect.

Outstanding Ticket
You can view any outstanding tickets for maintained objects.

1. Onthe Maintenance Items tab, choose a maintained object from the list.
2. The Outstanding Ticket field displays the ticket ID and the subject.

i Note

If more than one ticket exists, then a message displays stating that multiple tickets are open.

Select Schedule Type [page 249]
You can select one of the five available schedule types for a maintenance plan. Each schedule type
follows a different logic while checking the conditions.

Select Schedule Conditions [page 252]
Maintenance plans use different logic for creating tickets, depending upon which condition you select
for the plan.
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Define Maintenance Plan Conditions [page 255]
Create and add conditions to your maintenance plans on the Plan Definition tab.

Add Maintenance ltems [page 256]
Choose the registered products to evaluate with the conditions created in plan definition.

Add Functional Location as Maintenance ltems [page 256]
Add functional locations as maintenance items for time-based maintenance plans.

Configure the Ticket Template and Simulate Run [page 257]
Define the ticket parameters used to auto-generate tickets for the maintenance plan. Then ensure the
template works as expected by simulating a maintenance plan run.

Prevent Multiple Tickets [page 259]
As a field service manager, you can specify that no additional tickets are generated for a maintenance
plan with open, or in-process tickets. If an open or in-process ticket exists for this maintenance plan,
then even if the defined conditions are met, the system doesn't create multiple tickets for a registered
product.

Consider Ticket Resolved On Date [page 259]
As a service manager, while defining the conditions for a maintenance plan, you can specify that the
subsequent ticket is generated based on the previous ticket's resolution date instead of the creation
date. You can do this by selecting the Consider Ticket Resolved On Date flag in a maintenance plan.
This flag helps in considering the delays in processing of a ticket.

View Related Tickets [page 260]
The Related Tickets tab displays all tickets created for the selected maintenance plan.

Add Registered Products to Maintenance Plans [page 260]
Plan for periodic maintenance of registered products by adding them as maintenance items in the
maintenance plan.

Define an Activity Plan [page 261]
Define tasks and surveys to include in tickets generated from maintenance plans.

Check the Next Run [page 262]
View the next trigger for each maintained object that determines when tickets are ready to be
generated.

View Outstanding Tickets [page 262]
View any outstanding tickets for maintained objects.

Show Maintenance Plan in Ticket [page 262]
If a ticket is created from a Maintenance Plan, then you are able to see a new field displaying the
Maintenance Plan ID and the name in the ticket header.

Create Maintenance Plan from Contract [page 263]
Create maintenance plan from Maintenance Plan tab of service Contract using + button.

Contract Covered Items in Maintenance Plans [page 264]
Access related maintenance plans through the service contract.
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9.2.1 Select Schedule Type

You can select one of the five available schedule types for a maintenance plan. Each schedule type follows a
different logic while checking the conditions.

The schedule types are as follows:

* Absolute

¢ Alternating
¢ Cyclical

* Fixed Values

* OneTime

9.2.11 Absolute

For an absolute maintenance plan, the conditions are checked with the latest reading of measurement log

at the instant when the planis running. A ticket is generated if the conditions are met. So a ticket would be
generated whenever the conditions are met without considering historical readings or the ticket generated data
(as compared to other maintenance plan types as cyclical, fixed or once types). This condition type is valid only
with Counter based conditions. The conditions in this type are always maintained with an operator, while the
threshold is irrelevant.

o Example
A maintenance plan with registered products RP100, RP200 and RP300.

Condition: AVERAGE_PRINT_CONSUMPTION GREATER THAN 10000.

Latest Readings:

* RP1-9000
* RP2-10000
* RP3-11000

When the maintenance plan runs, tickets would be generated for RP2 and RP3 since those conditions are met.
For RP1, the ticket would not be generated. If the maintenance plan runs again, the tickets would be generated
again, as mentioned above, since the historical reading at which the earlier tickets were generated is not taken
into consideration.
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9.212 Alternating

An Alternating maintenance plan allows you to define a plan with specific exceptions and a ticket is created
against a registered product which meets the exceptional condition.

> Example

If the maintenance for a registered product is required at every 10000 units except at 30000 units, then
a ticket is created at every 10000, 20000 but not at 30000 and then again at 40000, 50000 but not at
60000 units and so on.

Define the condition in the Maintenance Plan definition with the excluding value. The excluding value should be
a multiple of the condition value.

You can assign one of the following schedule conditions to cyclical maintenance plans:

* Counter based

* Time based

9.21.3 Cyclical

A cyclical maintenance plan creates a service ticket against a registered product every time the condition, as
specified in the maintenance plan, is met.

You can assign one of the following schedule conditions to cyclical maintenance plans:

* Counter based
* Time based
¢ Time and Counter based

Related Information

Additional Capabilities of Time-Based Maintenance Plans [page 255]
This section describes the additional capabilities of time-based maintenance plans.

9.2.1.4 Fixed Values

This type of maintenance plan can have a fixed list of conditions. Schedule condition can be counter or time
based.

| Restriction

Multiple condition groups (logical OR conditions) are not supported. Conditions related to multiple
measurement logs are also not supported.
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»» Example

MILEAGE_COUNTER is a measurement log that is associated to one or more registered products (RP1,
RP2, and RP3). If you create and activate a maintenance plan with these registered products, the
conditions specified in the maintenance plan would appear as follows:

* MILEAGE_COUNTER ‘At’ 10,000 Miles
* MILEAGE_COUNTER ‘At 50,000 Miles

* Example

On January 12015, the measurement reading values for each registered product are as follows:

* RP1-12,000
* RP2-10,000
* RP3-6,000

When the maintenance plan runs, the system creates tickets for RP1 and RP2 since the first condition is
satisfied. In subsequent runs, the first condition is ignored for RP1 and RP2, since it was already satisfied once.

9.2.1.5 Once

In this type, the conditions are checked on parameters similar to the cyclical type with the exception that in
subsequent runs, if there is already an existing ticket created in an earlier run, then the tickets are not created.

»» Example
A maintenance plan with counter based schedule condition, with registered products RP1, RP2, and RP3.
Condition: MILEAGE_COUNTER at 50000 miles

Current readings:

* RP1-51000 miles
* RP2-40000 miles
* RP3-20000 miles

Now when the maintenance plan is run, a ticket would be generated for RP1 since the condition is met. But no
tickets are generated for RP2 and RP3.

For subsequent runs, RP1 would not be considered since a ticket was already generated once. So the specified
condition was met at least once.

The same logic is applied for Time andTime and Counter based maintenance plans with type Once .

9.2.1.6 Once - No Conditions

This type of maintenance plan is created without any schedule condition. Whenever the maintenance plan
is run, a ticket is created for all the registered products which are part of this maintenance plan. The ticket
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creation happens only once. So even if the same maintenance plan is run again, tickets will not be generated
again.

If there are registered products in this maintenance plan for which a ticket was not created in the first run, then
a ticket would be created in a subsequent run. This condition can arise in the following scenarios:

* New registered products are added to an existing active maintenance plan after the plan’s first run.

* The maintenance plan was run manually by choosing the trigger manual run for selective registered
products.

9.2.16.1 Allow Maintenance Plans without Conditions

Enable employees to create maintenance plans without specifying schedule conditions.

A maintenance plan without conditions is typically used to generate tickets for existing registered products
before a maintenance schedule begins.

To allow creation of maintenance plans without schedule conditions, go to: | Business Configuration
» Implementation Projects ¥ Edit Project Scope » Questions » Service » Entitlement Management

» Maintenance Plan J and set the question Do you want to create Maintenance Plans without any conditions?
to In Scope.

9.2.2 Select Schedule Conditions

Maintenance plans use different logic for creating tickets, depending upon which condition you select for the
plan.

Select one of the following conditions when you set up a maintenance plan:

* Counter based
* Time based
* Time and counter based

9.2.2.1 Counter Based

A counter based cyclical maintenance plan compares the measurement reading value of a registered product
against the condition specified for the same measurement log in the maintenance plan.
o Example

MILEAGE_COUNTER is a measurement log which is associated to one or more registered products such as:
RP1, RP2, and RP3. A maintenance plan is created and activated with the mentioned registered products.
The condition specified in the maintenance plan would look as follows:

* MILEAGE_COUNTER every 10000 Miles
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Whenever the maintenance plan runs, the system looks for the measurement reading value of
MILEAGE_COUNTER against RP1, RP2, and RP3. When it finds a measurement reading with value greater than
10000 miles, it creates a ticket. Once a ticket is created for a registered product, in subsequent runs of the
maintenance plan, the system checks whether the measurement reading value has exceeded the last reading
when the ticket was created + 10000.

o Example

On 1/1/2015 the measurement reading values for each registered products are as follows:

* RP1-11000
* RP2-9000
* RP3-6000

When the maintenance plan runs on this date (or on a later date depending on how the maintenance plan
is scheduled), the system generates a ticket for RP1 since the measurement reading value has exceeded
10000, as specified in the condition.

In subsequent runs, the system compares the measurement reading values as shown below:

* For RP1 - 21000 (last reading when ticket was created + condition value) — 11000 + 10000
* For RP2 - 10000 (condition value since no ticket was created earlier)

* For RP3 -10000 (condition value since no ticket was created earlier)

If the document value has exceeded or equals the mentioned condition value, a ticket is created.

i Note

If there is no measurement reading against the measurement log (for a particular registered product), the
value is considered as O.

9.2.2.2 Time Based

> Example

gistered product, such as: RP1, RP2, and RP3. A maintenance plan is created and activated with the
mentioned registered products. The condition would look as follows:

* OIL_CHANGE every six months

Scenario 1: First time service/ticket creation

The valid from date of the registered product is compared to the current date. If this value exceeds six months
(as mentioned in the example), a ticket is created. If there is no valid from date, the reference date of the
registered product is considered. The measurement reading is not required here as it is a time based condition.
The measurement log needs to be associated with the registered product.

» Example

* RP1- Valid from date is 3/1/2015
* RP2 - Reference date 3/3/2015

Solution Guide for SAP Service Cloud
Maintenance Plans PUBLIC 253



I * RP3 - Valid from date is 8/1/2015

If the maintenance plan is running on 10/1/2015, then the system will check the values as follows:
* For RP1-10/1/2015 minus 3/1/2015. This value is more than six months, so the condition is met and a
ticket is created.

* For RP2 -10/1/2015 minus 3/32015. This value is more than six months, so the condition is met and a
ticket is created.

* For RP3 -10/1/2015 minus 9/1/2015. The value is less than six months, so the condition is not met and
hence a ticket is not created.

Scenario 2: A ticket is already created

Refer to the earlier example where a ticket was created for RP1 and RP2, and no ticket for RP3. The subsequent
run logic would work as follows:

* For RP1 - System looks at the ticket creation date of the previous ticket. In the last example, the ticket was
created on 10/1/2015. A new ticket will be created six months after the first ticket creation (six months
from 10/1/2015).

* For RP2 - Same as RP1.
* For RP3 - Scenariol logic is applied; hence no ticket was created in the earlier step.

9.2.2.3 Time and Counter Based

In a time and counter based cyclical maintenance plan, you have the option of specifying a combination of
counter and time based conditions. The logic remains the same as explained in the two previous cases.

If there are multiple conditions specified (such as: OR or AND ) in a cyclical maintenance plan, then whenever
a ticket is created against a reading/date for each of the conditions, the reading is stored for the counter. In
subsequent runs, these values are considered while checking each of the conditions.

o Example
RP1: MILEAGE_COUNTER reading is 8000

VALID FROM is 3/1/2015

Condition: MIELAGE_COUNTER every 10000 OR OIL_CHANGE every six months

If the maintenance plan runs on 10/1/2015, a ticket would be created since the condition OlIL_CHANGE
every six months is satisfied. For subsequent runs, the following condition would be taken into
consideration:

* MILEAGE_COUNTER greater than or equal to 18000 (reading at last ticket creation + condition value)
* OIL_CHANGE - Six months from 10/1/2015
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9.2.2.4 Additional Capabilities of Time-Based Maintenance
Plans

This section describes the additional capabilities of time-based maintenance plans.

Measurement Attribute is Optional

Itis not mandatory to maintain a measurement attribute in the Plan Definition tab. You have the option to use
the measurement log maintained in registered product. However, if selected, then this'll work as well.

For time based plan the logic to determine the first service ticket generation has been enhanced. The new Start
Date field can be set for a Maintained Object which is considered for first time ticket generation. If no start

date is maintained here, the existing logic will be used (Valid From/Reference Date of Registered Product is
considered).

Start Date Field for Maintained Objects

The Start Date field can be set for a Maintained Object, which is considered for first time ticket generation.

If no start date is maintained, then the existing logic will be used (Valid From/Reference Date of Registered
Product is considered). The tickets would be generated based on the parameters defined in plan definition for
that maintenance plan
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If you choose to Trigger Manual Run, then the Start Date field gets disabled, as the manual run action
overwrites the start date value. Start date can be edited until the first ticket has been created for it.

9.2.3 Define Maintenance Plan Conditions

Create and add conditions to your maintenance plans on the Plan Definition tab.

Conditions are structured in groups, and you can add multiple groups within a condition. Set conditions within
each group and maintain the plan definition. You can set a threshold (tolerance) value for your condition with a
lower limit.
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»» Example
If the value for a printer is set to 5000 and the threshold is set to 50, then a ticket is automatically
generated when the condition reaches the 5000 minus 50 stage.
All conditions are inclusive, so all have to be met to create the work ticket. You can update the conditions as
long as the plan has the In-Preparation status.
Choose Add Group to set the measurement attribute, value, and threshold for that condition .
i Note

When adding a time-based condition, you can add the time based on weeks, months, or days.

9.2.4 Add Maintenance Items

Choose the registered products to evaluate with the conditions created in plan definition.

If the registered product you choose doesn't have any measurement attribute associated with it, then you
receive a warning message stating that the condition you chose in your plan definition isn't maintained for that
registered product.

To view all assigned attributes for a registered product, go to | Registered Product » Measurements 3.

i Note

When there are several maintenance items in a maintenance plan, and if an operation such as sorting or
filtering is enabled, the item list can take a long time to load.

You can add or remove registered products and modify a ticket template as long as the plan is in an Active
status.

9.2.5 Add Functional Location as Maintenance Items

Add functional locations as maintenance items for time-based maintenance plans.

To add functional location as a maintenance item, navigate to [p Maintenance Plans » Maintenance Items
» Add 3 and select Add Functional Location.

Maintenance Plans B 1381

B 1381

PLAN DEFINITION TICKET TEMPLATE MAINTENANCE ITEMS MAINTENANCE ITEMS LOG RELATED TICKETS

SL30

i Maintained ltems (1) Ty Add  Mome

Installation Point  Name Serial ID Instafation Point Covered Object | Actions Add Registered Product
1530 Manarvo Lapiop Computer X3 Seres 320G XETA9 Active Regisiored .. -} Add Functional Location
o
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To view the list of maintenance plans in which functional locations are added as maintenance items, navigate to
| Installation Points » Maintenance Plans 3.

Installation Points

OVERVIEW  ITEMS  INVOLVED PARTIES NS | CHANGES  ATTACHMENTS
# Maintenance Plans (3) Q Ty Y
10 Name Status Contract ID Contract Name Schedule Type  Changed On Schedule Cont
1391 Copy of 236 In Preparation Fixed Values 06.03.2018 Time Basad
236 AP Plan Test 1 Active Fixed Values 06.03.2018 Time Based
1381 MP_Ag Active ] Cyclical 09.03.2018 Time Based

1 71

i Note

When you add a functional location to a maintenance plan, only the functional location is added. That
is, the registered products under the functional location, if any, do not get added automatically to the
maintenance plan.

9.2.6 Configure the Ticket Template and Simulate Run

Define the ticket parameters used to auto-generate tickets for the maintenance plan. Then ensure the template
works as expected by simulating a maintenance plan run.

Procedure

1. Go to the Ticket Template tab.

2. Fillin your desired parameters for tickets generated for this maintenance plan.

Ticket Type and Subject are mandatory. Fill in values for the other ticket fields as desired.

3. Change the status of the maintenance plan to Active.
Once the maintenance plan is in status Active, the system creates a ticket when the condition is fulfilled.
->Tip

You can open the product list directly from the Maintenance Plans Ul. On the Ticket Template tab of
Maintenance Plans, click the hyperlink under Product List.
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4. Simulate a maintenance plan run to ensure all set conditions are met. Go to |» Actions » Simulate Run Jto
see if a ticket is created correctly.

As an administrator, you can schedule jobs in the Administrator tab to automate creating tickets. For
details on how to schedule jobs, see the following related links.

Related Information

Configure Maintenance Plan Runs [page 266]
Define when the system checks maintenance plans and generates work tickets for items that require
maintenance.

9.2.6.1 Configure Attachments Tab in Maintenance Plan

You, as an administrator can enable the solution to carry forward attachments from maintenance plans into
generated tickets.

Context

Attachments are documents such as instructions, sequences, pictures, or guidelines that you use while
creating tickets. Select, add, and carry forward attachments from the library.

| Restriction

Only attachments added from the library can be copied when creating tickets.

You can also access the attachment directly from the related maintenance tickets.
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Procedure

1. Navigate to |# Business Configuration » Implementation Projects 3.

2. Select your project and click on ||p Edit Project Scope * Scoping » Questions » Service ¥ Service
Entitlements » Maintenance Plan 3.

3. Select the question: Do you want to carry forward attachments from Maintenance Plans while creating
Tickets?

9.2.7 Prevent Multiple Tickets

As a field service manager, you can specify that no additional tickets are generated for a maintenance plan with
open, or in-process tickets. If an open or in-process ticket exists for this maintenance plan, then even if the
defined conditions are met, the system doesn't create multiple tickets for a registered product.

Procedure

1. Goto the Ticket Template tab.
2. Select Prevent Creating Multiple Tickets.

i Note

This doesn't prevent the creation of tickets from other maintenance plans for the same registered
product.

0.2.8 Consider Ticket Resolved On Date

As a service manager, while defining the conditions for a maintenance plan, you can specify that the
subsequent ticket is generated based on the previous ticket's resolution date instead of the creation date.

You can do this by selecting the Consider Ticket Resolved On Date flag in a maintenance plan. This flag helps in
considering the delays in processing of a ticket.

Procedure

1. Goto the Ticket Template tab.

2. Select Consider Ticket Resolved on Date.
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i Note

The Consider Ticket Resolved On Date flag is relevant only for maintenance plans with scheduling type
as cyclical or alternating with time based conditions.

9.2.9 View Related Tickets

The Related Tickets tab displays all tickets created for the selected maintenance plan.

= Maintenance Plan

Maintenance Plans 4145 X
ES 4145 HRR- Contract BTD REF ID empt... (=l 7 C  Actions ~
ID Name Schedule Type Schedule Condition ®
4145 B EE EE Cyclical Time Based
-3
Status Changed On Changed By Created On
Active 03-04-2021 4:40 PM INDIA ‘r H TEm 03-04-2021 4:38 PM INDIA

Plan Definition Ticket Template Maintenance Items Maintenance Items Log Related Tickets Changes Attachm > ~

‘- Tickets from Last 365 Days (7) © it Cc More
Priority Service Ticket ID Subject Status Customer Installation Point ID
Normal 4058930 Mplan - 4143 - 4-Years-Plati... Open G [ | 145063
Normal 4058951 Mplan - 4143 - Hard Drive 320 Open G EE B B 145064
Normal 4058952 Mplan - 4143 - WIFI Router Open G H EE = = 145065
Normal 4058953 Mplan - 4143 - Motherboard Open G e BN 145066
Normal 4058954 Mplan - 4143 - Laser Printer Open G H EE B = 145067

9.2.10 Add Registered Products to Maintenance Plans

Plan for periodic maintenance of registered products by adding them as maintenance items in the
maintenance plan.

Context

A maintenance plan consists of maintenance items, also known as registered products, for which rules can be
set. Based on the set parameters, when the conditions are met, the system creates tickets automatically for
scheduling maintenance service for a registered product.
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You can do the following from a maintenance plan for a registered product:

¢ View list of all maintenance plans in which a registered product is a maintenance item.
* Display Last Maintenance Date for a registered product when the maintenance ticket is completed.

* To view the last maintenance date field, open a registered product and navigate to Maintenance Plans
tab and select a maintenance plan.

* From the maintenance plan Ul, add registered products in bulk to a maintenance plan asynchronously as a
background job. You can view the following:

* A message indicating the bulk addition.
* The list of added items (after you refresh the page).
* Logs for this action in the Maintenance Items Logs tab.

Add registered products in mass to a maintenance plan from the maintenance items screen:

Procedure

1. Go to the Maintenance Items tab.

2. Choose the Mass Addition from Product option from the Action menu to mass add registered products
based on a reference product.

3. Select a product.

4. Save and close.

Results

All active, registered products matching the reference product are added to the maintenance plan.

9.2.11 Define an Activity Plan

Define tasks and surveys to include in tickets generated from maintenance plans.

Procedure

1. Create an activity plan with the required tasks or surveys.

2. Create an activity routing rule with business application as Ticket and link your activity plan in the routing
rule.

3. Define the conditions in the rule (where maintenance plan fields are available).

When the solution generates a ticket for this maintenance plan, the tasks and surveys defined in the
activity plan get copied over to the ticket, if the routing rule conditions are met.
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Related Information

9.2.12 Check the Next Run

View the next trigger for each maintained object that determines when tickets are ready to be generated.

Procedure

1. Onthe Maintenance Items tab, choose a maintained object from the list.

2. Check the Next Run field for the next trigger (reading/time) at which the next ticket becomes eligible to be
generated, as per the conditions and the previous ticket.

The measurement attribute along with the reading value for the next trigger is displayed.

9.2.13 View Outstanding Tickets

View any outstanding tickets for maintained objects.

Procedure

1. Onthe Maintenance Items tab, choose a maintained object from the list.
2. Check the ticket ID and the subject in the Outstanding Ticket field.

If more than one ticket exists, then a message appears stating that multiple tickets are open.

9.2.14 Show Maintenance Plan in Ticket

If a ticket is created from a Maintenance Plan, then you are able to see a new field displaying the Maintenance
Plan ID and the name in the ticket header.

You can see the Maintenance Plan in the Ticket itself and navigate to the maintenance plan from which the
ticket was created.
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9.2.15 Create Maintenance Plan from Contract

Create maintenance plan from Maintenance Plan tab of service Contract using + button.

Context

Select and add the covered objects of the contract as Maintenance Items.

Contract is linked to maintenance plan and supports service contracts independent of its status.

Procedure

1. Select Add Maintenance Items.
The selection of the covered objects as Maintenance Items depends whether the data entered is Counter
Based, or Time Based, or both.
2. Select or deselect Header Covered Objects for a given Contract to be considered in the new Maintenance
Plan:
* For counter-based plans, only covered objects of type: registered products are displayed and can be
copied.
¢ For time-based plans both, registered products and functional location are copied. Installation points

of other types are ignored.

The created maintenance plan contains selected covered objects of the contract including the details.
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3. Manually adjust the Start Date or End Dates of contract.
4. Select Activate.

* Newly created maintenance plan is now added and can be seen on the maintenance plan table.
¢ Select the maintenance plan name to view the details.

9.2.16 Contract Covered Items in Maintenance Plans

Access related maintenance plans through the service contract.

9.2.16.1 Consider Covered Objects on Contract Item

View objects on header and on item level as Covered Objects under Contract Items.

Use Service Contract as alternative starting point for Maintenance Plan creation.

9.2.16.2 Add Contract Covered Object to Existing
Maintenance Plans

Add covered objects of a contract to any existing maintenance plans, irrespective of whether the plans are
already associated to the contract or not.

Search for a suitable Maintenance Plan and select multiple covered objects in the current contract to be added
to the maintenance plan as Maintenance Items.

You can then access related maintenance plans through the service contract. A duplicate check prevents
adding a covered object as a maintenance item to a maintenance plan in which the covered object is already
listed.

The Add Existing Maintenance Plan option is personalized hidden. You must personalize or adapt the screen to
enable this feature.

i Note

Ensure that the Maintenance Plan work center is assigned to your user.
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9.2.16.3 List or Delete Covered Objects in Existing
Maintenance Plan

Display or delete maintenance items of a maintenance plan from the service contract.

If the covered objects of a service contract associated to a selected maintenance plan are deleted, then the
maintenance plan also gets removed from the maintenance plan table of this contract.

9.3 Maintenance Plan Runs

Schedule Maintenance Plan Run [page 265]
You can schedule maintenance plan runs based on the maintenance plan ID and status created while
configuring a maintenance plan run.

Include the Next Run Date Field to Generate Reports for Maintenance Plans [page 266]
Generate analytics reports including the Next Run Date field for time-based maintenance plans.

9.3.1 Schedule Maintenance Plan Run

You can schedule maintenance plan runs based on the maintenance plan ID and status created while
configuring a maintenance plan run.

Context

You have configured the maintenance plan run and are now ready to schedule runs so that they run
automatically within a set time period.

Procedure

1. Under Measurements and Maintenance, choose Configure Maintenance Plan Runs tab, and and select the

specific run you want to schedule a job for, and choose Schedule.
2. Specify the details of when the job should run. Then save and close.

3. After the jobs have run based on the defined schedule, you can view the log in the MDRO details screen.
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9.3.11 Configure Maintenance Plan Runs

Define when the system checks maintenance plans and generates work tickets for items that require
maintenance.

Context

In the Administrator tab, schedule maintenance plan runs to automate ticket creation. To schedule jobs, follow
theses steps:

Procedure

1. Goto|» Administrator » Service and Social Settings

2. Choose |» Measurements and Maintenance » Configure Maintenance Plan Runs

3. Choose |jr New » New Mass Data Run Object Template Run 2, and fill in the required details in the General
Data and Control Parameters sections.

4. Inthe Select By MDRO ID tab, choose Add Row and enter the same run ID you entered in the previous step
into the Lower Boundary MDRO D field.

5. Inthe Select by Maintenance Plan Status tab, choose Add Row and enter the following details:

a. InclusionExclusionCode = Inclusion
b. Interval Definition = Equal to
c. Lower Boundary Status = Active

6. Next, save the run and activate it. This will make the MDRO Run ID available for selection in the in the
maintenance plan details screen.

7. Now, in the Maintenance Plan tab, select the MDRO Run field and select the MDRO Run ID that you created
in the configure maintenance plan runs tab. Save the maintenance plan.

8. The maintenance plan runs are based on the MDRO Run ID and Maintenance Plan Status values provided
when configuring the run.

9.3.2 Include the Next Run Date Field to Generate Reports
for Maintenance Plans

Generate analytics reports including the Next Run Date field for time-based maintenance plans.

The Next Run Date Calculated on field displays the date on which the calculation was last performed.
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i Note

The Next Run Date is not relevant for the One Time and One Time - No Conditions schedule types.

9.3.2.1 Configure Next Run Date Calculation Schedule for
Maintenance Plans

As an administrator, set up the schedule to calculate the next run date for time-based maintenance plans.

i Note

The Next Run Date field is a new field and is different from the Next Run field. Next Run Date is not
available on the Ul. However, the field is included in the maintenance plan data source.

To set up the schedule, navigate to ||» Administrator » Service and Social » Configure Maintenance Plan Next
Run Schedule
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9.4 Maintenance Plans in Other Objects

Maintenance Plans in Service Contracts [page 268]
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You can view objects on header and on item level as Covered Objects under Contract Items.

Maintenance Plans in Tickets [page 269]
If a ticket is created from a Maintenance Plan, then a new field displaying the Maintenance Plan ID and
the name is added to the ticket header.

Maintenance Plans in Registered Products [page 269]
You can view the corresponding maintenance plans under the Maintenance Plans tab.

Maintenance Plans in Installation Points [page 270]
You can view the corresponding maintenance plans under the Maintenance Plans tab.

9.4.1 Maintenance Plans in Service Contracts

You can view objects on header and on item level as Covered Objects under Contract Items.

You can also establish Service Contract as alternative starting point for Maintenance Plan creation.

o o

Add Contract Covered Object to Existing Maintenance Plans

Add covered objects of a contract to any existing maintenance plans, irrespective of whether the plans are
already associated to the contract or not.

This feature enables you to access related maintenance plans through service contract. You can use the search
option to select a suitable Maintenance Plan and choose in a multiselect table those covered objects of the
current contract that are eligible for this maintenance plan to be taken up as Maintenance Item.

It enables you to access related maintenance plans through service contract. It isn't possible to add a covered
object as maintenance item to a maintenance plan in which this covered object is already listed as the system
check prevents creation of maintenance item duplicates in a selected maintenance plan.

The Add Existing Maintenance Plan option is personalized hidden and you can select it to enable the feature.
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i Note

Ensure that the Maintenance Plan work center is assigned to you.

List or Delete Covered Objects in Existing Maintenance Plan

Display or delete Maintenance Items of a Maintenance Plan from the service contract.

If the associated covered objects of a service contract to a selected maintenance plan are deleted, then the
maintenance plan also gets removed from the maintenance plan table of this contract.

9.4.2 Maintenance Plans in Tickets

If a ticket is created from a Maintenance Plan, then a new field displaying the Maintenance Plan ID and the
name is added to the ticket header.

You can see the Maintenance Plan in the Ticket itself and navigate to the maintenance plan from which the
ticket was created.
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9.4.3 Maintenance Plans in Registered Products

You can view the corresponding maintenance plans under the Maintenance Plans tab.

To add a maintenance plan, click the Actions drop-down menu and choose Add Maintenance Plan.
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Related Information

Add Registered Products to Maintenance Plans [page 260]
Plan for periodic maintenance of registered products by adding them as maintenance items in the
maintenance plan.

9.4.4 Maintenance Plans in Installation Points

You can view the corresponding maintenance plans under the Maintenance Plans tab.

To add a maintenance plan, click the Actions drop-down menu and choose Add Maintenance Plan.

Installation Points Ilrzztoa;;atlon Point Q o00
@ 145072  sai's Functional Location 1 /  Actions v Update Location From
D Name Calego.ry ) Stat A ciivate @
145072 Functional Location Act
External ID Belongs to Installation Point ID *Customer adg  Block
- tes
Add Obsolete
Ind
New Ticket
Overview Items Involved Parties Maintenance Plans Tickets Changes Attachments
{#H Maintenance Plans (8) Qa N vV G
ID Name Status Contract ID Contract Name Schedule Type Changed On
e 3986 Maintenance Plan - Add Scenario In Preparation 18282 Sai's Contract Cyclical 09-23-2020
1ed 3990 Test - After Changes In Preparation 18282 Sai's Contract Cyclical 08-28-2020
2 4145 HRR - Contract BTD REF ID empt... Active 18282 Sai's Contract Cyclical 03-04-2021
[ 4143 HRR - Contract BTD REF ID empt... Active 18282 Sai's Contract Cyclical 03-04-2021
[0 4146 HRR - Contract BTD REF ID empt... Active 18282 Sai's Contract Cyclical 03-04-2021
1
O K < 2> )l

Solution Guide for SAP Service Cloud

270 PUBLIC Maintenance Plans




Related Information

Define Maintenance Plan Conditions [page 255]
Create and add conditions to your maintenance plans on the Plan Definition tab.

9.5 Search for Maintenance Plans

Filter associated tickets by advance search and result list in contracts.

You can filter by fields such as Source, Product, Product Category, Serial ID, IPoint, IBase, Contract
Determination, Created On, Completion Date, Requested End, Reported on, Maintenance Plan ID (only result
list).
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Name D Status  Schedule Type Schedule Conditior CreatedOn &  Created By Changed On &  ChangedBy
H N - . 3133 Active  One Time - ... 01.01.2021 075... !_I I . 01.01.2021 07:57:43 ;l EoE N
EE e mmm mmm 3132 Active  One Time - ... 01.01.2021075.. pum mmm W~ W 01.01.2021 07:57:43 L EE mEm
e . 3131 Active  One Time - ... 01.01.2021 07:5... ; N . 01.01.2021 07:57:43 I HE NN
e s = 3120 Active  One Time - ... 01.01.2021075... gl N W WS 01.01.2021 07:57:43 L  E s

9.6 Analyze Maintenance Plan Data

Maintenance plan reporting is enabled with Plan Definition attributes.

The plan definition tab contains parameters such as Measurement Attribute, Condition Group ID, Value, Value
Unit, Starting Value, Threshold, and Threshold Unit.

This feature is useful for detailed reporting on the plan definition parameters and ensures improved
maintenance control by reducing time delays in maintenance during the execution of assets.
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9.6.1 Configure Analytics in Maintenance Plans

Enable maintenance plan reporting on the Plan Definition attributes.
Enable reporting parameters:

* Measurement Attribute
* Condition Group ID

* Value

*  Value Unit

* Starting Value

* Threshold

* Threshold Unit

Useful for detailed reporting on the plan definition parameters and ensures improved maintenance control by
reducing time delays in maintenance during the execution of assets.

9.7 Maintenance Plan FAQs

Check this list of questions and answers for help with maintenance plans.

9.7.1 How does the maintenance plan receive updates to
registered products for the active contract?

Context

The maintenance plan uses the contract ID listed for the product or installation point to retrieve registered
product data from the linked contract. Here's how to link a maintenance plan to a contract:

Procedure

Open the ¢ Installed Base » Maintenance Plans
Open a maintenance plan.

Open the Maintenance Items tab.

A owop o

Add a product or installation point.
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Add a contract ID in the Contract ID field.
Save the changes.
Go to the Contracts work center.

Open the contract with the ID you entered for the product or installation point.

© ® N o O

Open the Maintenance Plan tab.

You can see the maintenance plan that you linked by entering the contract ID. The registered product
information used by the maintenance plan comes from this active contract.
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10 Resource Scheduler

The resource scheduler feature in SAP Service Cloud helps in efficient planning and scheduling during the
service process.

As of release 2202, the Resource Scheduler functionality is supported for existing customers, and you
can continue using its functionality, however the scoping questions are hidden for new customers and this
functionality can't be configured.

For new customers, SAP recommends using the Planning and Dispatching Dashboard in SAP Field Service
Management (FSM) instead of the Resource Scheduler app.

i Note
The Resource Scheduler functionality is set to be on maintenance mode and existing customers requiring

any change in the hidden scoping questions are requested to open a ticket with SAP support.

The planner can see the available field service resources at any given time to work on a specific task. This
information is represented in a Gantt chart which offers various features to aid the planning process.

TICKET !

Work Tickets Search
-
I
A |
e Q
Dragand Drop m
N ’
Demand - Assignment Implementation
- - (by technician)
4
Skills

Rescheduling
(by planner)

______________________

00 St BN

Once a service item is released for scheduling, a demand gets created. For each time-frame chosen in the
Gantt chart, the demands that require scheduling, are displayed. The technicians can easily see a list of tasks
assigned to them and record their progress. This is also supported on mobile so technicians can start working
on these assignments while on the move.
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On the Resource Scheduler screen, when a team is chosen, the employees assigned to this team display in the
Gantt area.

The Resource Scheduler screen consists of:

* Demand List
Demands are displayed on the left of your screen. By default, this list displays service items pertaining to
the team of the logged on user.

* Gantt Chart
Team member names are listed along with their availability on the Gantt chart. Different time frame views
are available such as: Day/Week/Work Week/Month.

* Details Section
Details for the selected demand and assignments are displayed at the bottom of your screen.

i Note

Number of items displayed on your screen depends on your screen resolution.

Resource Scheduler offers integration with SAP Multiresource Scheduling (MRS) solution and SAP
Multiresource Scheduling, option for SAP S/4HANA solution as well.

10.1 Scope and Configure Resource Scheduling

Administrators can configure the Resource Scheduler features in SAP Service Cloud to help in efficient
planning and scheduling during the service process.

- Recommendation

We recommend that you review all the scoping questions in the areas that are relevant and that you have
included in your scope. When you select a question, more information appears on the tabs in the details
section of the screen.

Scoping questions and fine-tuning activities that are straightforward may not be included in this list.

10.1.1 Enable Resource Scheduler

Administrators must scope Resource Scheduler so employees can schedule a service for a customer, and also
pick and assign a technician for the task. Use fine tuning to configure available features in Resource Scheduler.

1. Goto|r Business Configuration » Implementation Projects 3. Select your project and navigate to [ Edit

Project Scope » Questions * Service ¥ General Business Data » Resource Scheduler J, and check the box.
2. Inthe Questions tab and select the appropriate option for using different features of resource scheduler.

3. Goto|p Business Configuration » Implementation Projects . Select your project and navigate to | Open

Activity List ¥ Fine-Tune 3 and search for Demand Processing to configure available fine tuning options.
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10.1.2 Define Colors for Display of Assighments in Resource
Scheduler

Administrators can set and define colors for displaying assignments in Resource Scheduler.

Go to|jr Business Configuration » Implementation Projects . Select your project and navigate to [[» Open

Activity List 2, and search for Demand Processing. Choose Maintain Colors for Display of Assignments and
maintain the necessary settings.

Choose Add Row and maintain a color code, description, and color for your assignment display in the resource
scheduler. Choose Save to save and enable your settings.

10.1.3 Configure External Status Codes, Color Coding, and
Time Types for Automatic Time Entry in Resource
Scheduler

As an administrator, you can maintain colors for the respective status and time (past, present, or future).
Additionally, you can also define time types to start automatic time entry when setting the status.

Define external status codes for an assignment activity using fine tuning. The status reflects the progress of
the work in details.

Go to|jr Business Configuration » Implementation Projects . Select your project and navigate to [[» Open

Activity List 3, and search for Demand Processing. Choose Maintain External Status Codes for Assignment
Activity and maintain the necessary settings.

Example

You can define a status as Start Travel. When you select this status, you can start the time recoding
automatically (also defined and associated in the fine tuning activity) with a time type Travel.

10.1.4 Configure Attributes and Colors for Assighment Bar

As an administrator, you can configure the attributes and colors for the assignment bar (fill and border colors)
in Resource Scheduler.

To configure, go to ||+ Business Configuration » Implementation Projects J. Select your project and navigate to
Open Activity List ¥ Fine-Tune j» Demand Processing # Maintain Color Profile for Assignment Bar
On the Maintain Color Profile for Assignment Bar page, in the Assignment Bar Color Profile section, select the

field for which you want to maintain the color profile. The available fields for the background and border bar
areas are as follows:
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¢ Ticket Type

¢ Assignment External Status
* Ticket Priority

¢ Ticket Item Processing Code

In the Set Color section, you can maintain colors for past, present, and future assignments.

As there are no default color profiles available, if a color profile is not defined, no colors are visible on the
Resource Scheduler Gantt chart.

Points to Remember

* If you do not configure the color profile on this page, the colors maintained in the Maintain Service Request
Type Color Mapping and Maintain External Status Codes for Assignment Activity fine-tune activities are
followed.

* The default value for the assignment bar border color is Ticket Type and the assignment bar background
color is Assignment External Status. However, the values and color codes maintained in the existing
configuration activities are not copied to the new one. They are still applied as mentioned in the previous
point, until the new configuration is maintained.

* Ifin this configuration activity, mapping is changed for only one assignment area (border or background),
configuration for the other area is still followed based on the relevant existing configuration activity. For
example, in the Assignment Bar Color Profile section, you change the value for assighment bar border color
to Ticket Priority and do not change the default value for the background color. Then, the border colors
maintained for Ticket Priority are applied based on the Maintain Color Profile for Assignment Bar activity,
and the background colors maintained for the Assignment External Status are based on Maintain External
Status Codes for Assignment Activity.

* You can use this configuration to reverse the mapping that is described in the previous point. In such cases,
the color profile needs to be set again in this configuration activity.

10.1.5 Define Service Request Type Color Mapping in
Resource Scheduler

Administrators can maintain mapping between service request type and color for display in the Resource
Scheduler Gantt chart.

Go to |F Business Configuration » Implementation Projects . Select your project and navigate to | Open

Activity List 3, and search for Demand Processing.

Choose Maintain Service Request Type Color Mapping. Then choose Add Row and select the Service Request
Type from the dropdown and select a color to associate with the service type. Save your selection.

i Note

Multiple ticket types can have the same color to group similar jobs.
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10.1.6 Configure and Define Slots for Appointment Offering
in Resource Scheduler

Administrators can maintain slots for appointment offering via fine tuning.

Go to |» Business Configuration ¥ Implementation Projects .. Select your project and navigate to |jr Open

Activity List 1, and search for Demand Processing. Choose Maintain Slots for Appointment Offering and
maintain the Appointment Slot Code, Description, and time for each slot.

Depending on how you maintain the appointment slots here, the service agent/technician can select
appointment slots when creating a service appointment for their customer.

Example

You can maintain a full day time slot with an assigned duration of 8:00 to 18:00 hours.

10.1.7 Define Working Hours Type in Resource Scheduler

As an administrator, you can maintain color for regular working hours, on duty, and overtime hours.
Additionally, you can also configure the behavior for On Duty and Overtime hours for the initial drag and drop of
a demand on the Gantt chart. You can also maintain color codes for these working hours.

Color coding these new working hour types helps identify each type on the Gantt chart. You can drag and drop
demands to these additional work hour slots as well.

The default value is Available which allows the user to drag and drop a demand on the hours shown as Regular,
Overtime, and On Duty. Unavailable means that the user cannot drag and drop a demand to these hours.

i Note

After the initial drag and drop, you have the flexibility to move assignments over on to these hours.

Go to|jr Business Configuration » Implementation Projects . Select your project and navigate to [[» Open

Activity List 24, and search for Demand Processing. Choose Maintain Working Hours Type and maintain the
necessary settings.

10.1.8 Configure Fields for Assignment Bar in Resource
Scheduler

In the Maintain Fields for Assignment Bar activity, the administrator can maintain a list of fields that you want
displayed in the Assignment Bar of the Resource Scheduler Gantt chart.

In addition to selecting the list of fields to display in the Assignment bar, you can also define the sequence of
these fields via fine tuning activity.
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Define and maintain the order in which attributes are displayed in the additional column via fine tuning. The list
displays in the same order in the Assignment bar of the Gantt chart.

Go to|F Business Configuration # Implementation Projects . Select your project and navigate to |F Open

Activity List » Fine-Tune 3, and search for Demand Processing. Choose Maintain Fields for Assignment Bar.

In the Sort Sequence column, maintain values that correspond to the order of display in the assignment bar in
Gantt chart.

i Note

This configuration does not affect the Group By Day mode. When you Group by Day, Start time, Customer,
and City values display in the Assignment bar.

Demand Processing
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10.1.9 Maintain Workflow for Assighments in Resource
Scheduler

The administrator can create workflow rules for assignments, such as sending e-mail notification to the
customer or technician when an assignment is created or assignment status is updated.

i Note

The administrator has to create the workflow rules and e-mail templates.
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10.1.10 Code List Restrictions for Assignments Status in
Resource Scheduler

As an administrator, you can manipulate the path of a status flow (from open to begin travel, begin work,
complete work, or canceled) via code list restrictions. Create a new code list restriction and maintain the status
values you want displayed for assignments.

Go to |» Administrator » General Settings » Code List Restrictions » New 2, and maintain the desired status
values. You would be able to see the choice of options in the Status drop down list in assignment.

10.1.11 Configure Group Assighments in Resource Scheduler

Administrator can enable the Grouping of Assignments feature in the system to use it. Enabling this feature
would let you use the Group by Day and Group by Demand features in the solution.

This feature enables you to group multiple assignments for better visualization, and also work on the group
as a whole, except when you move an assignment manually. You can group assignments for each technician
that has been scheduled for the same day, and have the same customer, ticket type, and location. The same
parameters would apply for Group by Demand.

To use the Group Assignments feature, select the related question by navigating to: |» Scoping # General

Business Data » Resource Scheduler 3. Inthe Questions tab, select: Do you want to enable Grouping for C4C
Resource Scheduler?

10.1.12 Make Status Fields Read-Only in Resource Scheduler
Using Key User Tools

This topic explains the process of how the customer can prevent technicians from working on unreleased
assignments.

Currently, the resource planner creates an assignment based on a work ticket with defined parameters for the
service duration and time frame. The planner then assigns the demand to a service technician and saves the
assignment. By default, the service technician can start working on these assignments. However, if the planner
wants to restrict the service technicians from working on unreleased assignments, then you must follow these
steps:

1. Navigate to |[» Resource Scheduler » Assignment 2 and open an assignment in Open/In Process status.
2. Gotolr Adapt » Edit Master Layout A and hover over the Status field to view options.
3. Next, click |» Change Properties » Rule . hyperlink.
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Click the Create New Rule icon and create a new rule (see below), and then choose Apply.
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5. Next, apply the rule to the Read only property of the field.
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6. Goto|» Adapt » End Layout Changes
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The Status field displays as read-only for all unreleased assignments, and is enabled and editable for all
released assignments.

10.1.13 Mass Release Assignments in Resource Scheduler
Using MDRO Runs

As an administrator, if you have chosen to restrict the service technicians from working on unreleased
assignments, you can release an assignment automatically for it to become available to the service technician.

To release an assignment automatically, define an MDRO run. Based on the time defined in the run, all
assignments within the defined time slot gets released automatically.

Go to |» Administrator ¥ Service and Social ¥ Configure Assignment Release Run 3, and create NEW MASS
DATA RUN OBJECT TEMPLATE RUN. Then create a new MDRO run and set the parameters.

i Note

Service Team value is mandatory.

10.1.14 Configure Complete Fulfillment in Resource
Scheduler

The system creates assignments everyday until a demand is completely fulfilled (based on certain rules),
which is helpful for planning demands of long duration. The dispatcher does not have to create assignments
manually.

Administrators can enable the complete fulfillment feature via scoping. Go to | Business Configuration

General Business Data j» Resource Scheduler » Questions 2, and select the question: Do you want the system
to create assignments automatically till a demand is fulfilled?

10.1.15 Maintain Threshold for Complete Fulfillment

Administrators can maintain a threshold value based on the non-working hours and all-day events taken into
account when creating assignments as per complete fulfillment logic.

In scoping, if you have chosen to create assignments automatically, until a demand is fulfilled, you can maintain
athreshold value based on the Non working hours or All-day events that are taken into account when the
system creates assignments on multiple days, until a demand is completely fulfilled.

The default threshold value is 72 hours, which means the system would not create assignments during Non
working hours or All day events for up to 72 hours, and would continue to create assignments during the

hours following that. If Non working hours or All day events are found for more than 72 hours at a stretch,
assignments are created up to the start of this period and remaining hours (if any) are sent back to the demand
list.
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Go to |» Business Configuration ¥ Implementation Projects .. Select your project and navigate to |j» Open

Activity List 3, and search for Demand Processing. Choose Maintain Threshold for Complete Fulfillment, then
define the threshold hours and save.

10.1.16 Configure Time Snapping in Resource Scheduler

This feature places an assignment to the nearest thirty-minute time slot when moving or resizing an
assignment, hence making the move easy for the user.
Administrators can enable the Time Snapping feature via scoping. Go to |» Business Configuration

Implementation Projects . Select your project and navigate to |j¢ Edit Project Scope » General Business Data

Resource Scheduler 2, and select the scoping question: Do you want the system to place an assignment (snap)
to the nearest 30 minutes’ slot when moving assignment on the Gantt chart?

10.1.17 Configure Cancelled Assignment in Resource
Scheduler

If you do not want the hours from a canceled assignment to be sent back to the demand list, then you must
enable this feature via scoping.

Go to |» Business Configuration » Implementation Projects » Edit Project Scope » General Business Data

Resource Scheduler 1, and enable the question: When a technician cancels an assignment, should the
planned duration not be sent back to the demand list?

10.2 Scope and Configure Resource Scheduling with SAP
Multiresource Scheduling

You can integrate SAP Multiresource Scheduling with Resource Scheduler for scheduling demands. The
following topics walk you through the integration steps.
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10.2.1 Enable SAP Multiresource Scheduling (MRS)
Integration with Resource Scheduler

The administrator can enable MRS integration via business configuration in the SAP Cloud for Customer
system.

Context

Perform business configuration to enable MRS integration in the SAP Cloud for Customer system. Navigate
to | Business Configuration » Implementation Projects » Edit Project Scope » General Business Data

Resource Scheduler

A Caution

If you have enabled SAP Multiresource Scheduling integration for SAP Cloud for Customer, do not use the
native Resource Scheduler feature in SAP Cloud for Customer.

Procedure

1. First, scope in Resource Scheduler.
2. Next, go to Questions tab and select Resource Scheduler to display related questions as follows:

a. Do you want to use C4C Resource Scheduler?
b. Do you want to integrate with MRS?

3. Selecting to integrate with MRS enables the MRS integration in the SAP Cloud for Customer tenant and
would make associated MRS scenarios available.

4. Next, perform fine tuning activities for customer support tickets.

SAP Multiresource Scheduling Links

This section contains links to relevant MRS content.

Related Information

For SAP Cloud for Customer and MRS integration content, see the Application Help document set on the SAP
Help portal: http://help.sap.com/mrs.

Then navigate to the

Solution Guide for SAP Service Cloud
284 PUBLIC Resource Scheduler


http://help.sap.com/mrs

* | Configuration Guide  Basic Configuration for JSAP Multiresource Schedulinglp Configuration of ASAP
Cloud for Customer|p Integration 3

* | Configuration Guide  Specific Configuration AP for ASAP Multiresource Scheduling|l Setting up
Appointment Booking » Appointment Booking 3

* |k Master Guide and Upgrade Information » Setting Up Your System Landscape » Setting Up a System
Landscape with JSAP Cloud for Customer

10.2.2 Maintain Fine Tuning in Resource Scheduler for
Customer Support Tickets

As the administrator, perform fine tuning activities for Define Document Types, Ticket Status Schema, Involved
Parties, and Item Processing Codes.

Context

Perform fine tuning activities to set up customer support tickets.

Procedure

1. Goto|r Open Activity List » Fine Tune 3, and search for Tickets for Customer Support. Click the activity to
open and view the various steps mentioned to set up your tickets for service request functionality.

2. Open Document Types to display the types of header you can set for the service tickets. Here you can set
the different document types and associate it with the status schema. You can maintain custom status
schema and link it to the document type here.

3. To define document types, go to Ticket Status Schema. Define statuses and map it to a life cycle status.
Here you can define the header ticket status.
You cannot configure ticket item status.

4. Next, click Involved Parties. If you want to maintain several assignments for a service ticket item, then
enable the service technician role in this fine tuning activity and do not mark it as unique.

5. Click Item Processing Codes to define various item processing types.
Example

For item processing type, the scheduling relevant flag is not enabled. Items that unassociated with the Service
tab will not let you enable it in the items section of a service ticket.
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10.2.3 Create Communication System in Resource Scheduler
for MRS Integration

The administrator has to create a communication system in SAP Cloud for Customer to enable interaction with
MRS.

Context

Create a communication system on SAP Cloud for Customer.

Procedure

1. Goto | Administrator » Communication Systems 2 under the Integration section, and create an entity. In
the communication systems screen, enable the SAP Business Suite flag for the MRS system ID and provide
Pl or HCI as the host name, as you would be accessing either of these systems.

2. Next, define the Business System ID,Logical System ID, and the Preferred Application Protocol, required for
communication between SAP Cloud for Customer and the HCI or Pl systems. Save your entries.

3. Next, create the communication arrangement.

10.2.4 Create Communication Arrangement from Resource
Scheduler to MRS Integration

The administrator can create communication arrangements for demand replication to, and employee
replication from an external system. The external system here is MRS.

For Demand Replication to External System

1. Now, you have to create communication arrangement for this communication system. Navigate to

Administrator » Communication Arrangements . Since MRS integration is scoped, the Demand
Replication to External System communication scenario becomes available here.

2. When you click this communication scenario, you would view a set of inbound and outbound services as
follows:

Outbound Communications:Replicate Demand to External System Replicate Demand Assignment Status to External System Inbound Communication:Replicate

Assignments for Demands from External System

i Note

Associate the service URLs on these communications to the HCI or Pl system you are using.

3. Click View All. In the Technical Data tab, you can maintain various aspects of the communication such as
authentication method, and several other settings.
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4. Save and activate the communication. Once activated, the corresponding end points become active as
well. Based on triggers from corresponding business objects, messages get created in SAP Cloud for
Customer.

5. Inthe Business Data tab, My Communication Data is the system ID of the SAP Cloud for Customer tenant
that we sent to MRS.

i Note

You would set this communication arrangement for the entities in MRS you are interacting with.

For Employee Replication from External System
Next, set up another communication arrangement for Employee Replication from External System. In this
communication arrangement, the employees from MRS are replicated to SAP Cloud for Customer.

i Note

Before setting up the communication arrangement, enable it in business configuration.

Follow these steps to enable the employee replication inbound into SAP Cloud for Customer.

1. Goto|r Business Configuration ¥ Implementation Projects # Edit Project Scope » Communication and

Information Exchange ¥ Integration with External Applications and Solutions 3, and scope in Integration of
Master Data.

2. Inthe Questions tab, enable the employee-related question: Do you want to replicate employee data from
an external application or solution to your cloud solution?

3. Inthe communication arrangement screen, you can see the Communication Arrangement Overview:
Employee Replication from External System arrangement along with the url, which is the inbound
communication arrangement system into SAP Cloud for Customer.

10.2.5 Organization Setup in Resource Scheduler for MRS
Integration

The administrator has to perform organization setup manually.

Perform the organization setup as follows.

Go to | Administrator  Org Structures 3, and set up and define your MRS organization structures and
activate them. Enable the Service Organization and Customer Service flags under the Functions tab, to display
the tickets for the service technician team.

10.2.6 ID Mapping from Resource Scheduler into MRS

The administrator can set up the organization structure, perform ID mapping to the corresponding IDs in MRS
for organization units, employees, and employee setup.

This is the next step after setting up the Org. structure. Perform ID mapping to the corresponding IDs in MRS.
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For Organization Units

1. Navigate to |» Administrator » Edit ID Mapping for Integration 3.

2. Inthe Mapping Of field, select CRM Organization and Units, which refers to the organization unit that you've
set up.

3. Next, provide the System Instance ID (this is the same as the Business System ID), which you defined in
the communication arrangements screen, and choose Go to display all the organization units along with
their Cloud for Customer ID, External ID, and the Business System ID. The business system ID means that
whenever a specific organization message is sent to this business system, the ID displayed in the External
ID column is populated by the system.

For Employees

For replicating employees from the business system, choose ERP Employees from the Mapping Of dropdown
list, and choose Go to display the list of employees you have replicated from MRS. Mapping of external ID to
SAP Cloud for Customer occurs automatically. This information is displayed in the Origin column in the ID
Mapping for Integration screen.

Employee Setup

Employee replication from MRS to SAP Cloud for Customer is handled via iDocs. To set up employee, perform
the steps mentioned in the https://archive.sap.com/documents/docs/DOC-57644F document.

10.2.7 Transfer Employees from MRS to Resource Scheduling
in SAP Cloud for Customer

As an administrator, you can transfer employees from MRS to SAP Cloud for Customer.

Context

As a final prerequisite step, perform transfer of employees from MRS to SAP Cloud for Customer.

Procedure

1. Navigate to | Data Integration » Complete Employee Master Data Replication 3.

2. You can view all employees that were replicated from the MRS system in this intermediate staging area,
where you can view all the employee names and correct any errors.

3. Trigger replication and refresh. After replication is complete, the employee name disappears from the list.

4. Navigate to | Employees # People dtab, to view the replicated employee. When you click to display
employee details, you can view the External ID, and the External System the employee got replicated from.
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10.3 Scope and Configure Resource Scheduling with SAP
Multiresource Scheduling for SAP S/4HANA

You can integrate SAP Multiresource Scheduling for SAP S/4HANA with Resource Scheduler for scheduling
demands. The following topics walk you through the integration steps.

10.3.1 Enable SAP Multiresource Scheduling, Option for
SAP S/4HANA for Appointment Offering Feature in
Resource Scheduling

Integrate SAP Cloud for Customer with SAP Multiresource Scheduling, option for SAP S/4HANA to select the
appointment offering functionality.

Scoping

The Appointment Offering feature is available within SAP Cloud for Customer, and also from SAP Multiresource
Scheduling, option for SAP S/4HANA. For using the feature from SAP Multiresource Scheduling, you must first
select the appropriate scoping question in business configuration.

Navigate to |» Business Configuration » Implementation Projects ¥ Edit Project Scope » General Business

Data » Resource Scheduler » Questions 3, and in the MRS Integration group, select the question: Do you want
to integrate with MRS on SAP S/4HANA?

Feature Behavior with SAP Multiresource Scheduling, option for SAP S/
4HANA Integration

The appointment offering feature in SAP Multiresource Scheduling behaves a bit differently. In MRS, from the
appointment offering search dialog screen, the available time slots display. When a slot is selected in the SAP
Cloud for Customer solution, it gets blocked in MRS for the corresponding service technician team. However,
an actual assignment is not scheduled until the MRS optimizer is executed.

10.3.2 Use Resource Scheduler with SAP Multiresource
Scheduling, Option for SAP S/4HANA Links

This section contains links to relevant SAP Multiresource Scheduling, options for SAP S/4HANA content.
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Related Information

For SAP Cloud for Customer and SAP Multiresource Scheduling, option for SAP S/4HANA integration content,
see the Product Assistance document set on the SAP Help portal: https:/help.sap.com/mrs_s4hana .

Then go to the

* | Configuration Guide » Basic Configuration Settings ¥ Setting up the Integration with SAP Cloud for
Customer 3

* | Configuration Guide  Specific Configuration Settings ¥ Setting up Appointment Booking ¥ Setting up
Appointment Booking for Work Tickets 3

10.4 Create Work Ticket and Add Service Items for Resource
Scheduling

Create a work ticket in the Work Tickets tab.

1. Create a service ticket under the Tickets tab.

2. Once you've determined that the ticket needs service, add service items in the [tems tab based on service
requirement. The scheduling method can be configured for the item processing codes for service items
relevant for scheduling.

The following are our supported scheduling methods:

* Manual scheduling requires a resource planner to assign a service technician for the requested
service. Start and end times define time constraints for the planning phase and this data is inherited
from the header. The expected duration for any service is calculated from the planned quantity of the
item. Define a service team that would perform this service.

* Auto Dispatch scheduling automatically searches for an available service technician.

¢ Appointment Offering scheduling allows the service agent/technician to select appointment slots
for their customer, when creating a service appointment. You have to first enable this option via fine
tuning.

3. Once you maintain the ticket details, you can trigger the demand creation by setting the work progress of
the ticket item to Release for Scheduling. This creates a demand and sends it to resource planning.

i Note

In the ticket, maintain the service team and requested time range.

This action sends the demand to the resource scheduler tab and sets the item to In Scheduling. Once the
demand gets scheduled, the status changes to Ready and gets linked to the assignment.

4. The planned duration for this demand is calculated based on planned quantity. If this UoM is not a time
based unit, then use the conversion rules for the product.

In the ticket, maintain the service technician team and requested time range.
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10.5 Use the Resource Scheduler

Resource Scheduler is a built-in scheduling tool for creating assignments based on demands from work tickets
with real-time integration with technician calendars.

The Resource Scheduler allows the resource managers and service managers to view the availability of
technicians in the team and assign work to them based on their skills. When you scope resource scheduler
in business configuration, you can create and send service ticket items as demands to the resource scheduler.

1. Inthe Resource Scheduling tab, on the left half of the screen, you can define responsibility for your team.
You can set one query as default, so that when you access the resource scheduler tab, the data is fetched
and displayed at once. The left side of the screen displays all the demands for your team, while the right
section displays the names of all team members and their availability.

2. Using drag and drop, you can assign a task or demand to a technician in the Gantt chart that can
display multiple technicians. A detail section at the bottom of the screen displays details of demands and
assignments. Once you save your plan, the assignments are created.

3. Theresource scheduler displays all status updates made to the assignments. After an assignment is
completed, an employee can confirm the same in the ticket section. The assignments can also be seenin
the corresponding employee calendar.

4. You can rearrange or shorten assignments. Lengthen or shorten the time by grabbing the sides of the
assignment display in the employee calendar. The unaccounted balance time displays in the Demands
list allowing you to reassign them. Once you save your changes, the updated assignment displays in the
Assignments tab.

i Note

The Assignments tab has a map and list view and displays all your assignments.

Plan and Assign Demands in Resource Scheduler [page 291]
Every ticket item relevant for dispatch or service, represents a demand.

Use the Gantt Chart in Resource Scheduler [page 294]
The Gantt chart provides an overview of assigned demands in preset color codes for status and time.

Complete Fulfillment in Resource Scheduler [page 300]
Complete Fulfillment allows the system to create assignments everyday until a demand is completely
fulfilled, based on certain defined rules. This helps plan demands with long duration. The dispatcher
does not have to create the assignments manually.

10.5.1 Plan and Assign Demands in Resource Scheduler

Every ticket item relevant for dispatch or service, represents a demand.

Choosing a team begins the search for unscheduled demands. You can define queries to structure the
resources and find the correct data. Using drag-and-drop, you can assign the demand to a resource for a
specific time frame. After the demand is complete, it disappears from the demands list.

When you choose a team, the employees assigned to this team, who have working times assigned, are
displayed in the Gantt chart. The Gantt chart shows an overview of assigned demands with color codes, via
status and time. You can assign every system status to multiple free definable user status, which can be
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displayed in a color defined by you in the fine-tuning activity during business configuration. After you save the
assignments, they become visible in the employee calendar. An employee can directly jump to an assighnment
from the calendar.

When you click a demand in the demand list, the demand details display immediately in the details area below
the Gantt chart. All existing assignments display as well.
i Note

You can define searches to filter demands, or show demands from a different time period. The unplanned
demands valid for the used time frame of the Gantt area are displayed.

10.5.1.1 Plan Multiple Demands in Resource Scheduler

In the Resource Scheduler, you can assign multiple demands at once.
To do so:

1. Choose multiple demands in the demands list and double click on a cell in the Gantt chart.
2. Assignments are created for the selected demands in an order and display in the Gantt chart.
3. Ifademand does not fit within the available work hours for that day, the entire demand is returned back to

the demand list.
i Note

Behavior is different in case complete fulfillment is scoped in. For more details, see topic Complete
Fulfilment in Resource SchedulerComplete Fulfillment in Resource Scheduler [page 300].

10.5.1.2 Assigh Demands in Resource Scheduler

This section explains how demands appear in the demand list based on queries and time frame.

Demands

On the Gantt chart, using drag and drop, assign a demand to a resource for a specific time period. On the
resource scheduler screen, clicking on a demand, in the demand list, displays its details in the details area
below the Gantt chart.

On the resource scheduler screen, when assigning demands via drag and drop, longer demands, which do

not fit into the available working hours for that day end at the end of the working hour. The remaining time
displays in the demand list. The scheduler can then assign the remaining time of the assignment to the same or
different resource. To assign the long running demands at once, you can use the complete fulfillment feature.
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10.5.1.3 Demands List in Resource Scheduler

This section explains how to work with the demands list in resource scheduler. Every ticket item relevant
for service and dispatching indicates a required task that needs performing. Once you release the item for
scheduling, it appears in the demands list.

Search Query

Use search queries to find demands and resources. You can define searches to show planned demands or
demands in a different time period. Based on your query, all relevant demands for your team would be
displayed in the Gantt Chart. You can search with a customer name as well.

Choose from the following search query options.

* All Demands:
Displays all demands irrespective of their status.

* My Team’'s Demands:
Displays all demands that require scheduling.

* To-be-Scheduled Demands:
Displays all to-be-scheduled and partially scheduled demands. The default list is the same as My Team'’s
Demands. Additionally, using advanced search, you can also display the to-be-scheduled demands for
other teams as well.

i Note

For all the search queries, if user changes the time window in the Gantt chart, the demand list gets
refreshed based on the new time window.

Advanced Search

In addition to the standard queries, there are many other fields such as Ticket Type/Ticket Priority/City and
others, which can be used to filter the data further. A few fields such as Service Team/Status are shown based
on the selected search query.

If the user searches by Requested Start and Requested End dates, the list of demands that fall within the given
dates are displayed, independent of the current time window. In this case, changing the time window in the
Gantt chart does not refresh the demands list.

i Note

Serial ID in the advanced search refers to the main registered product in a ticket.
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Demand List Personalization

Additional fields from advanced search are also available in the demand list (via personalization) and demand
details sections.

In the Resource Scheduler tab, you can enable a set of fields relevant for demand list using personalization.

Navigate to More button and select ||» Settings » Personalize » Add Fields 3. Choose the fields you want to
enable or disable, and select OK to complete personalization.

10.5.2 Use the Gantt Chart in Resource Scheduler

The Gantt chart provides an overview of assigned demands in preset color codes for status and time.

10.5.2.1 Employee Working Hours Type

Working time is maintained at employee or service provider master data level. These times show up in the
Resource Scheduler to ensure that technicians are assigned tasks within their working time only.

Members of this team without a working time assigned are not shown as plannable resource for the dispatcher.
Hence they cannot be assigned any service tasks.

To show the availability of the resources, working hours are maintained for the employees. Non-working hours
are indicated as blocked (grayed out) in the Gantt chart. In addition, the duration for any regular appointment
is also shown as blocked in the Gantt chart.

Besides regular working hours, you can additionally maintain On Duty and Overtime hours for an employee.
Color coding these working hour types helps identify each type on the Gantt chart. You can drag and drop
demands to these additional work hour slots as well.

1. Navigate to | People » Employee » Working Hours 3 tab.

2. Next, select Add Row and maintain working period (on-duty/overtime) the valid from and to dates, time
zone, and work day calendar.

3. Maintain working days and working hours in the lower section of the screen. Once maintained, you would
see the updates in the Resource Scheduler Gantt chart.

4. When scheduling manually, a planner can drag and drop a demand during Overtime and On-Duty hours.
For Appointment Offering and Auto-Dispatch methods, assighments are not created during on-duty hours.
Overtime is treated the same way as regular working hours.

Solution Guide for SAP Service Cloud
294 PUBLIC Resource Scheduler



10.5.2.2 Maintain Employee Work Hours Type in Resource
Scheduler

Working time is a recurring pattern repeated every week that contains the time zone and working day calendar.

Members of a team without an assigned working time are not shown as resources who can be scheduled in the
resource scheduler. Besides regular working hours, you can also maintain On Duty and Overtime hours for an
employee. Color coding these additional working hour types helps identify each type on the Gantt chart.

Follow these steps to maintain work hours type for an employee:

1. Navigate to |jr People » Employee » Working Hours Jtab.
2. Next, select Add Row and maintain working period (on duty or overtime) the valid from and to dates, time
zone, and work day calendar.

3. Maintain working days and working hours in the lower section of the screen. Once maintained here, the
updates would display in the Resource Scheduler Gantt chart.

10.5.2.3 Define Working Hours Type in Resource Scheduler

As an administrator, you can maintain color for regular working hours, on duty, and overtime hours.
Additionally, you can also configure the behavior for On Duty and Overtime hours for the initial drag and drop of
a demand on the Gantt chart. You can also maintain color codes for these working hours.

Color coding these new working hour types helps identify each type on the Gantt chart. You can drag and drop
demands to these additional work hour slots as well.

The default value is Available which allows the user to drag and drop a demand on the hours shown as Regular,
Overtime, and On Duty. Unavailable means that the user cannot drag and drop a demand to these hours.

i Note

After the initial drag and drop, you have the flexibility to move assignments over on to these hours.

Go to |» Business Configuration » Implementation Projects .. Select your project and navigate to ||» Open

Activity List 24, and search for Demand Processing. Choose Maintain Working Hours Type and maintain the
necessary settings.

10.5.2.4 Time Frame and Settings in Resource Scheduler

Different time frame views are available on the Gantt chart to show relevant data in day/week/work week/
month view. Planning is done in the day view.

i Note

Month view is display-only.
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Clicking on a day in the Gantt chart displays the day view of the chosen day. However, the month view is
read-only view. You can define the default start-up view in user specific settings.

Use the Settings button available on top of the Gantt chart to set the following default time frame view (day/
week/month). Using this button, you can also choose different time zones in which the Gantt chart details
display.

Assignment Tool Tip

You can enable the assignment tool tip in the Resource Scheduler tab. Navigate to More button and select

the ||» Settings » Show Tool-tip for Assignment . After enabling the assignment tool tip, hover over any
assignment in the Gantt chart to view its details.

10.5.2.5 Assignments in the Gantt Chart

Assignments in the Gantt chart can be shown in different colors based on the status. It is also possible to set
a border color for the assignment based on ticket type. This visualization helps the dispatcher in judging the
status and type of assignment at a glance.

10.5.2.6 Define Colors for Display of Assignments in
Resource Scheduler

Administrators can set and define colors for displaying assignments in Resource Scheduler.

Go to |» Business Configuration » Implementation Projects .. Select your project and navigate to |j» Open

Activity List 3, and search for Demand Processing. Choose Maintain Colors for Display of Assignments and
maintain the necessary settings.

Choose Add Row and maintain a color code, description, and color for your assignment display in the resource
scheduler. Choose Save to save and enable your settings.

10.5.2.7 Edit Assignment in the Resource Scheduler Gantt
Chart

In the Edit Assignment dialog box, the End Date Time field is visible and can be edited.

Edit Assignments:

From the Gantt chart, when you select an assignment and navigate to |» More » Edit Assignment 2, in the
displayed dialog box the end time field is editable. On change of start date and time, the system recalculates
the assignment end date and time. On change of end time, the system recalculates the assignment duration
(resize).

The end date is read-only and is set based on the start date.
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i Note

If the start date is set to a date, which falls outside the temporary team assignment for an employee, a
message displays.

Employee validity check:

When editing an assignment on the Gantt chart, the system performs employee organizational unit, and
temporary assignment validity checks in the background and displays warning messages. If the start date is set
to a date, which falls beyond the temporary team assignment for an employee, a message displays.

10.5.2.8 Temporary Team Assighments

When an employee is temporarily assigned to another team, the employee shows up in the employee list Gantt
chart, for the duration of the temporary team assignment.

The employee does not appear in the temporary assigned list beyond the assignment validity period.

For the duration of the temporary assignment, the employee working hours in the primary team displays as
unavailable, and is grayed out.

For auto dispatch and appointment offering options, the employee is considered unavailable in the primary
team, for the duration of the temporary assignment.

10.5.2.9 Grouping Assignments in Resource Scheduler

Once grouping of assighments is enabled in the system, you can group multiple assignments for better
visualization, and also work on the group as a whole. Group assignments for each technician that have been
scheduled for the same day, and have the same customer, ticket type, and location.

When you select Group Mode, all relevant demands get clubbed together and appear as one on the Gantt chart.
Clicking on Normal Mode takes you back to displaying the demands separately.

On the Gantt chart, the group displays as a static background color. On selecting a group, the list of all
assignments in that group gets displayed in the details area at the bottom of the screen. After grouping,
the planner can move the group to another technician or change the starting time. The planner has better
visualization, as at a glance, the group indicates that there is work to be done by a technician at the same
customer site. With this functionality, further planning becomes more efficient.
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Moving a group is based on certain conditions such as: status of assignments in the group, employee working
hours etc.

i Note

You can move assignments around to different resources or time periods as long as their status is Open.

10.5.2.10 Configure Group Assighments in Resource
Scheduler

Administrator can enable the Grouping of Assignments feature in the system to use it. Enabling this feature
would let you use the Group by Day and Group by Demand features in the solution.

This feature enables you to group multiple assignments for better visualization, and also work on the group
as a whole, except when you move an assignment manually. You can group assignments for each technician
that has been scheduled for the same day, and have the same customer, ticket type, and location. The same
parameters would apply for Group by Demand.

To use the Group Assignments feature, select the related question by navigating to: |+ Scoping # General

Business Data ¥ Resource Scheduler 4. In the Questions tab, select: Do you want to enable Grouping for C4C
Resource Scheduler?

10.5.2.11 Configure Assignment Bar Fields in the Resource
Scheduler

The administrator can choose the list of fields to be displayed in the Assignment Bar on the Gantt chart.

These fields are available by default: Start Time, Item Description, and Ticket ID. However, in fine tuning, you
can choose to display Customer Name and City fields as well.

This feature helps in efficient utilization of limited available space.

i Note

The default fields can be deselected.

Navigate to [ Business Configuration ¥ Implementation Projects ¥ Activity List ¥ Fine Tune 3, and search for
Demand Processing. In the Maintain Fields for Assignments Bar activity, select the fields you'd like to display in
the assignment bar.

E Resoure Scheduler
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i Note

In the Resource Scheduler Gantt Chart, the text in assignment bar is displayed in white color. Keep this in
mind when you define the background color for the assignment bar.

10.5.2.12 Configure Time Snapping in Resource Scheduler

This feature places an assignment to the nearest thirty-minute time slot when moving or resizing an
assignment, hence making the move easy for the user.

Administrators can enable the Time Snapping feature via scoping. Go to [ Business Configuration
» Implementation Projects 3. Select your project and navigate to | Edit Project Scope # General Business Data

# Resource Scheduler 3, and select the scoping question: Do you want the system to place an assignment (snap)
to the nearest 30 minutes’ slot when moving assignment on the Gantt chart?

10.5.2.13 Weekday Labels in the Resource Scheduler Gantt
Chart

Weekday labels are displayed in the Gantt Chart in all views.

Weekday labels (such as Mon, Tue), are displayed in the Gantt chart in all the views: Day, Week, Work Week, and
Month. The date format for the date (displayed next to the weekday) takes the display format from the user
settings.

i Note

In Resource Scheduler, public holidays are not supported. (There is no visualization for this or any other
criteria/rules).
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10.5.3 Complete Fulfillment in Resource Scheduler

Complete Fulfillment allows the system to create assignments everyday until a demand is completely fulfilled,
based on certain defined rules. This helps plan demands with long duration. The dispatcher does not have to
create the assighments manually.

Complete Fulfillment

o |

To use this feature, your administrator would have to enable this via business configuration scoping and if
required, maintain the threshold value in the fine tuning activity.

Sometimes assignments cannot be created due to certain reasons. In such scenarios, the system plans as per
validity/availability. The remaining hours are sent back to the demand list, and a message displays stating the
same.

These are some examples why assignments may not get created:

* If non-working hours or all-day events exist at a stretch for more than the defined threshold value.
* |ftemporary team assignment ends.
* |f the employee validity expires.

i Note

Complete fulfillment follows all criteria of manual scheduling. For example, if there are existing
assignments/appointments, the new assignments created via fulfillment will overlap with them.
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10.5.3.1 Maintain Threshold for Complete Fulfillment

Administrators can maintain a threshold value based on the non-working hours and all-day events taken into
account when creating assignments as per complete fulfillment logic.

In scoping, if you have chosen to create assignments automatically, until a demand is fulfilled, you can maintain
a threshold value based on the Non working hours or All-day events that are taken into account when the
system creates assignments on multiple days, until a demand is completely fulfilled.

The default threshold value is 72 hours, which means the system would not create assignments during Non
working hours or All day events for up to 72 hours, and would continue to create assignments during the

hours following that. If Non working hours or All day events are found for more than 72 hours at a stretch,
assignments are created up to the start of this period and remaining hours (if any) are sent back to the demand
list.

Go to | Business Configuration # Implementation Projects . Select your project and navigate to | Open

Activity List J, and search for Demand Processing. Choose Maintain Threshold for Complete Fulfillment, then
define the threshold hours and save.

10.6 Assignments in Resource Scheduler

All assignments are displayed in the Assignment tab, where the technician can view and work on jobs assigned
for the day.

Assignments can be viewed ordered by time and can be displayed on a map as well. The technician can directly
jump to the ticket, the assignment, or the master data and enter their specific data required to process jobs.

The service technicians can easily see their assignments in the employee calendar and can work on tasks
assigned to them for the day. They can update the assignment status as they progress with their task.

Assignment Status [page 302]
Service technicians can update the assignment status as they progress with their task.

Home Page Tile for My Assignments in Resource Scheduler [page 303]
You can add the My Assignments tile to your home page for quick access. This will help you navigate to
your assignment list directly.

Assignment Location in Resource Scheduler [page 303]
Assignment location is a hyperlink in the Assignment tab.

Cancel Assignment in Resource Scheduler [page 304]
When a technician cancels an assignment in the Assignment tab, the initial planned duration of the
assignment is sent back to the demand list as unplanned hours.

Create Automatic Time Entries in Resource Scheduler [page 304]
Time types can be assigned to the assignment user (based on assignment status) via fine tuning.
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10.6.1 Assignment Status

Service technicians can update the assignment status as they progress with their task.

Context

A service item with work progress status as In Scheduling creates a demand with To be Scheduled status. A
demand is set to Scheduled or Partially Scheduled when an assignment is created.

Procedure

1. When an assignment is created, the service item is set to Ready status.
2. Anassignment is always created with Open status.

3. When an assignment is deleted in the Gantt chart, the status is set to canceled. The initial planned duration
of the assignment is sent back to the demand list as unplanned hours.

4. Anassignment and can also be set to Cancelled when a scheduled item is removed from the ticket.

Results

The assignment is now available in the workflow, which means that emails can be triggered by the release
status.

10.6.1.1 Maintain Workflow for Assignments in Resource
Scheduler

The administrator can create workflow rules for assignments, such as sending e-mail notification to the
customer or technician when an assignment is created or assignment status is updated.

i Note

The administrator has to create the workflow rules and e-mail templates.
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10.6.2 Home Page Tile for My Assighments in Resource
Scheduler

You can add the My Assignments tile to your home page for quick access. This will help you navigate to your
assignment list directly.

A key user can add the tile for a service technician. This tile loads the service technician's Assignment work
center and loads the My Assignments list by default.

10.6.3 Assighment Location in Resource Scheduler

Assignment location is a hyperlink in the Assignment tab.

Clicking on the address of an assignment on the Assignment List or Overview tab navigates to the address on
the map. This feature is helpful when using mobile devices (for driving directions) to get to the assignment
location.
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10.6.4 Cancel Assighment in Resource Scheduler

When a technician cancels an assignment in the Assignment tab, the initial planned duration of the assignment
is sent back to the demand list as unplanned hours.

If you do not want the hours from a canceled assignment to be sent back to the demand list, then you must
enable this feature via scoping.

Once this option is enabled, after a canceled assignment, the hours are not sent back to the demand list. So
these hours are not available for rescheduling.

i Note

Define code list restrictions to make Canceled as the final status for an assignment. If code list restriction is
not set, then the technician is able to change the status back from canceled to open. As a result, duplicate
hours are added to the planner list.

w Resmete Schoddel 5] Ll

o oy s Pem eyt 85 it A agrwmant (ARG 19 B Aaarett 3 mrutes ol when movieg migment on Be £ Bedeerd

. Wien n leharan Catceln B aSOPenl Gl Fub LI OurEion Bol B8 Sent Lt i T domand il it ot I

Dietads: Assignment Cancellstion and Stabes. Change
Covenes R
v

Drv0e o oaiby B Sedtune yiu el R0 D8 B0t B0 0 P ol Mo DI, b b el emand i o Pep BaQtmard 1 Canewsted Dy B echrecun
Th BP0kt b S WS FLEAAS AR08 B VR Dy TRAAA N e

10.6.4.1 Configure Cancelled Assignment in Resource
Scheduler

If you do not want the hours from a canceled assignment to be sent back to the demand list, then you must
enable this feature via scoping.

Go to | Business Configuration ¥ Implementation Projects # Edit Project Scope » General Business Data

» Resource Scheduler 3, and enable the question: When a technician cancels an assighment, should the
planned duration not be sent back to the demand list?

10.6.5 Create Automatic Time Entries in Resource Scheduler

Time types can be assigned to the assignment user (based on assignment status) via fine tuning.

If time types are assigned to user status, then it is used to start a new time entry when user status is set for an
assignment. The new time entry displays in the Time Entriestab, and its corresponding ticket.
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Time entries can be created and aligned manually as well. If no time type is assigned to a status, then no new
entry gets created, but a possible running one is stopped. These time entries can be used for CATS reporting,
and can also be used to create time items for billing to the customer.

Example

You can define a status as Start Travel. When you select this status, you can start the time recoding
automatically (also defined and associated in the fine tuning activity) with a time type Travel.

10.6.5.1 Configure External Status Codes, Color Coding, and
Time Types for Automatic Time Entry in Resource
Scheduler

As an administrator, you can maintain colors for the respective status and time (past, present, or future).
Additionally, you can also define time types to start automatic time entry when setting the status.

Define external status codes for an assignment activity using fine tuning. The status reflects the progress of
the work in details.

Go to |» Business Configuration » Implementation Projects .. Select your project and navigate to ||» Open

Activity List 3, and search for Demand Processing. Choose Maintain External Status Codes for Assignment
Activity and maintain the necessary settings.

Example

You can define a status as Start Travel. When you select this status, you can start the time recoding
automatically (also defined and associated in the fine tuning activity) with a time type Travel.

10.7 Use Appointment Offering and Auto Dispatch in
Resource Scheduler

Use the Appointment Offering and Auto Dispatch features in Resource Scheduler to preselect time slots or
create automatic scheduling in the system,

Appointment Offering in Resource Scheduler [page 121]
This feature offers your customers the ability to preselect time slots for a service appointment.

Auto Dispatch in Resource Scheduler [page 307]
Use the Auto Dispatch scheduling method to create automatic scheduling in the system.
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10.7.1 Appointment Offering in Resource Scheduler

This feature offers your customers the ability to preselect time slots for a service appointment.

The service agent can offer the customer the ability to choose their appointment time slot and date range.
However, you would need to enable this option first.

When you select the scheduling method for a repair item as Appointment, and choose Release for Scheduling,
the Appointment button gets enabled.

i Note

Only items with In Scheduling work progress status are relevant for appointment booking. The Appointment
button, is otherwise disabled. So to change the status of a ticket item to In Scheduling, you would have to
execute an item based action.

On the Appointment Offering screen, you can select a date range and a time slot. Click the Get Appointment
button to get a list of available appointment offerings within your selected date range and time.

Next, select the time your customer requests and save the appointment time to ensure that the time slot is
booked.

Once you save, the item status displays as Ready, which means that the assignment for that item has been
created. You can view details of this item in the General Data tab, at the bottom of the screen. You would also
see that the system has assigned a technician for the appointment based on the requested time slot and date.

In the Assignments tab, you can view the appointment you scheduled. Here's a short video with more
information on the Appointment Offering feature.

Fixed Flag

As the name suggests, this feature restricts editing the time slot or technician based on the type of fixed flag
selection. You can choose this option when choosing an appointment.

The Fixed flag helps avoid any unintended changes to a set time slot. You can choose from these options:

* Fixed Time
Selecting this option would restrict the appointment time. So if the time slot is fixed to morning, then you
can move the appointment to a different hour within the morning time slot of the same day. However, you
cannot move the appointment to the evening or another day. In this case, you would still have the option of
changing the technician.

* Fixed Time and Technician
Selecting this option would restrict the appointment time and the technician. Hence in addition to the time
slot, you cannot change the technician.
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10.7.1.1 Configure and Define Slots for Appointment Offering
in Resource Scheduler

Administrators can maintain slots for appointment offering via fine tuning.

Go to |F Business Configuration » Implementation Projects . Select your project and navigate to | Open
Activity List J, and search for Demand Processing. Choose Maintain Slots for Appointment Offering and
maintain the Appointment Slot Code, Description, and time for each slot.

Depending on how you maintain the appointment slots here, the service agent/technician can select
appointment slots when creating a service appointment for their customer.

Example

You can maintain a full day time slot with an assigned duration of 8:00 to 18:00 hours.

10.7.2 Auto Dispatch in Resource Scheduler

Use the Auto Dispatch scheduling method to create automatic scheduling in the system.

After aticket item has been released for scheduling, auto dispatch allows the system to create assignments in
the background without any user intervention.

The general criteria to create automatic assignments is based on the availability of technicians, and the
number of existing assignments in the system. The system searches for a technician who is available in the
required time frame with the least number of assignments. If multiple technicians match the criteria, then the
system randomly picks one.

10.8 Integrate SAP Multiresource Scheduling into Resource
Scheduler

You can use the native feature in SAP Service Cloud for Appointment Offering, or integrate with SAP
Multiresource Scheduling option for SAP S/4HANA for Appointment Offering. For manual scheduling, you
can integrate with SAP Multiresource Scheduling.

For more information (integrate with SAP Multiresource Scheduling option for SAP S/4HANA for Appointment
Offering) see Enable SAP Multiresource Scheduling, Option for SAP S/4HANA for Appointment Offering
Feature in Resource Scheduling [page 289]

For more information (to integrate with SAP Multiresource Scheduling) see Enable SAP Multiresource
Scheduling (MRS) Integration with Resource Scheduler [page 284]
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10.9 Mobile/Offline Features for Resource Scheduler

This section provides you a quick overview of offline features available for Resource Scheduler.

This topic presents an overview of supported features and limitations for Resource Scheduler- Assignments in
offline mode.

i Note

Not all the validations/determinations available online are available offline.

Edit (can edit
directly via ac-
h Section Field Create Display tions/navigation)
|} Resource Overview / Header Address %
Scheduler

> Assignments ]

Start Date Time Y
End Date Time Y
Status Y Y
Ticket Y
Service Technician Y
Notes Y

Offline Limitations for Resource Scheduler
Assignments
* Changing the status of an assignment in offline mode does not start automatic time entry.

* Code list restriction for Assignment External status code is not supported offline.

* Assignments are not supported in offline calendar.

10.10 Resource Scheduler FAQs

This section provides you with solutions to some commonly asked questions.
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10.10.1 What are the different scheduling methods?

You can choose from three available scheduling options.

1. Manual Scheduling:
Demands created using this method are scheduled manually. The planner can choose when and for whom
to create the assignments.

2. Appointment Offering:
The service agent can offer customers the ability to choose their appointment time slot and date range.
The system creates an assignment based on the chosen parameters.

3. Auto Dispatch:
The system automatically creates an assighnment in the background, when you schedule using this
method.

10.10.2 How can | edit assighments In Resource Scheduler?

You can edit an assignment using the Edit Assignment option.

After dropping a demand on the Gantt chart, you may want to update it. You can edit an assignment in two
ways:

1. By moving it, or by changing the assignment length in the Gantt chart.
2. By using the Edit Assignment option.

Your ability to edit an assignment (move an assignment, or update its duration) depends on the Fixed flag. The
Edit Assignment action gives you the option to change the fixed flag and edit the assignment.
i Note

You can edit an assignment only if it is in Open status. If you edit assignments that are created via
Appointment Offering, then they are treated as regular assignments from then on. this means, that the
restriction of the appointment offering slot will no longer apply.

10.10.3 What is the use of the release flag in Resource
Scheduler?

If there is a need to restrict editing of an assignment, you can use the release flag for this purpose.

A configuration step can be performed. With the configuration in place, your technicians can only see an
assignment but not edit it unless the planner has released the assignment.

To release an assignment, select the relevant assignment in the resource scheduler Gantt chart and select Edit
Assignment option. Then choose the release action. You can also release an assignment automatically using
the MDRO run option.
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10.10.4 What does the fix flag indicate?

The Fix flag limits shifting an assignment to a different time or time period. In some cases, it can be moved to
another resource.
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11 Skills Management

Skills Management enables an organization to maintain the skills structure and skills requirements for various
entities.

You can evaluate skills during the scheduling process to identify the best person to work on a specific task.
It also helps in planning for the required trainings, keeping the work force up to date, and avoiding certificate
expirations (such as access authorizations).

TICKET !

Work Tickets Search
-
I
S |
e Q
DragandDrop m
N ’
Demand - Assignment Implementation
- - (by technician)
P
Skills

Rescheduling
(by planner)

______________________

11.1 Scope and Configure Skills Management

Administrators can configure skills management using scoping and scoping questions.

i Note

Scoping questions that are straightforward may not be included in this list.
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11.1.1 Enable Skills Management

As an administrator, enable the feature in the solution.

Go to | Business Configuration » Implementation Projects 3. Select your project and navigate to | Edit Project

Scope  Scoping # General Business Data  Skills Management } Skills Management 3.

11.1.2 Configure Skills for Tickets and Resource Scheduler

Configure the skills process for tickets and resource scheduler.

Go to | Business Configuration » Implementation Projects . Select your project and navigate to | Edit Project

Scope » Questions ¥ Service ¥ Customer Care j Service Request Management 3. From Questions for Service
Request Management, select the scoping question: Do you want to enable Skill Functionality in Ticket?

11.1.3 Use Data Workbench Service for Skills Management

As an administrator, use the Data Workbench service to import, export, and update employee, account,
individual customer, and installed base skills data.

For more information about data workbench services related to Skills and Data Workbench in general, see the
Data Workbench user guide.

11.2 Work with Skills Management

Know more about creating and assigning skills, determining skills in tickets, verifying skills in resource
scheduler, using the data workbench service, and creating reports to manage skills.

Create Skill Groups and Skills [page 313]
Create skill groups and skills in a hierarchy.

Assign Skills [page 314]
Assign skills to customers, installed base, employees, registered products, and products.

Determine Skills in Tickets [page 316]
In tickets, skills are determined from customers, registered products, products, and installed base.
Skills can be determined in tickets only in the online mode.

Use Skills in Resource Scheduler [page 318]
Skills determined in tickets can be used in the scheduling process.

View Changes Related to Skills [page 319]
On the Changes tab of business objects such as Employee and Customer, you can see the updates
related to the respective skills.
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Create Reports for Skills Management [page 320]
Use data sources and create reports in the Business Analytics work center to manage skills. For
example, you can create a report to get the list of employees whose validity of a skill expires in the next
one month.

11.2.1 Create Skill Groups and Skills

Create skill groups and skills in a hierarchy.

Context

Status change at a skill group level reflects in all the skills and skill groups under it. To create a skill group or a
skill, follow these steps:

Procedure

1. Onthe Skills page, click New and select one of the following:

Option Description
Skill Group Opens the New Group window
Skill Opens the New Skill window

2. Enter the Skill ID.
3. Inthe Description section, select the language in which you want to maintain the description.
4. Click Save.
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11.2.2 Assign Skills

Assign skills to customers, installed base, employees, registered products, and products.

11.2.2.1 Assign Skills to Customers

To add a skill to a customer account, follow these steps:

Procedure

1. Navigate to the Accounts tab, and select an account.
2. Onthe details page, click the Skills tab.
3. Click Add and in the Add Skills window, enter the required details.

If you want to make the skill mandatory, select the Mandatory checkbox.

4. Click Add.

11.2.2.2 Assign Skills to Installed Bases

To add a skill to an installed base, follow these steps:

Procedure

1. Navigate to the Installed Base tab, and select the installed base ID for which you want to add a skill.
2. Onthe details page, click the Skills tab.
3. Click Add and in the Add Skills window, enter the required details.
If you want to make the skill mandatory, select the Mandatory checkbox.
4. Click Add.
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11.2.2.3 Assign Skills to Employees

To add a skill to an employee, follow these steps:

Procedure

1. Navigate to the Employees tab, and select an employee.
2. Onthe details page, click the Skills tab.
3. Click Add and in the Add Skills window, enter the required details.

To set the validity of the skill, select the relevant dates in the Valid From and Valid To fields.
4. Click Add.

11.2.2.4 Assign Skills to Registered Products

To add a skill to a registered product, follow these steps:

Procedure

1. Navigate to the Registered Products tab, and select a registered product.

2. Onthe details page, click the Skills tab.
3. Click Add and in the Add Skills window, enter the required details.

If you want to make the skill mandatory, select the Mandatory checkbox.

4. Click Add.

11.2.2.5 Assign Skills to Products

To add a skill to a product, follow these steps:

Procedure

1. Navigate to the Product Administration tab, and select a product.

2. Onthe details page, click the Skills tab.
3. Click Add and in the Add Skills window, enter the required details.

If you want to make the skill mandatory, select the Mandatory checkbox.
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4. Click Add.

11.2.3 Determine Skills in Tickets

In tickets, skills are determined from customers, registered products, products, and installed base. Skills can
be determined in tickets only in the online mode.

The Skills tab of Tickets displays the list of all skills that are determined or added at the tickets header level. If
any of the entities ( customers, registered products, products, or installed base) is updated in a ticket, skills are
redetermined. You can modify a skill by selecting or deselecting the Mandatory checkbox. You can also delete a
skill. If a skill is updated manually, it is not updated during redetermination.

If you want to add additional skills, you have to add them manually. To add skills manually to tickets, on the
Skills tab, click Add and in the Add Skills window, enter the required details.

When you add a new skill, skills are redetermined in the ticket.
* Example

There is a ticket for a customer named BlueDrive, and French is maintained as a language skill for this
customer. The ticket also has a registered product associated to it. The Serial ID is SOLGRD 98907870. For
this registered product, the Processing Unit Repair skill is maintained. Therefore, based on the customer
and the registered product, these two skills (French and Processing Unit Repair) are determined for the
ticket.
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11.2.3.1 Determine Skills in Ticket Items

When an item is added in a ticket, skills from the ticket header are determined for the item as well. Skills
maintained for a product are also determined at the ticket item level.

The Skills tab at the ticket item level displays the list of skills for that item. You can modify a skill by selecting or
deselecting the Mandatory checkbox. You can also delete a skill.

If you want to add additional skills, you have to add them manually. To add skills manually to a ticket item, on
the Skills tab, click Add and in the Add Skills window, enter the required details.

i Note

If you want to make the skill mandatory, select the Mandatory checkbox.

If an item is in Ready or equivalent status, you cannot update or determine the skill.
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11.2.3.2 Configure Skills for Tickets and Resource Scheduler

Configure the skills process for tickets and resource scheduler.

Go to |r Business Configuration » Implementation Projects . Select your project and navigate to | Edit Project

Scope » Questions ¥ Service ¥ Customer Care  Service Request Management 3. From Questions for Service
Request Management, select the scoping question: Do you want to enable Skill Functionality in Ticket?

11.2.4 Use Skills in Resource Scheduler

Skills determined in tickets can be used in the scheduling process.

When an item in a ticket is released for scheduling, the system uses the skills at the item level to suggest the
technicians. When you select a demand and select Check Skills, the technicians with all the mandatory skills
are highlighted in bold font and with an asterisk (*) mark.

Field Service S4000 (2) () Q = Y [ More

D §|Se. ifCu. i De. Today | « | » | 3 Friday, June 23, 2017 Il week  vorkWeek  Month
323712-... 20 - Cal... BlueDrive AG1 = =

- Fi23.06
323712-... 10 - Rep._ BlueDrive AG1 .
0300 09:00 10:00 11:.00 12:.00 13.00 14:00 1500 16:00
Jeffray Owen
Olivia Mckinney
Ralph Mauswinkel
Steve Technician
Field Service 54000 (2) & Q 7 ) Check Snis | More
D § Se. § Ou. § De. 3 Un Today | « | » | E3 Friday, June 23, 2017 EEl veex  wokweek  Mont
323T12-... 20 - Cal... BlueDrive AG1 OHL Fri23.06
2500
323712 10 - Rep... BlueDrive AG1 1 HL .
08.00 09:00 10:00 1100 12.00 13:00 14:00 15.00 16:00

Jeffray Owen
Olvia Mckinney

Ralph Mauswinkel

* Steve Technician

You can also assign a demand to a technician different from what the system suggests.

To verify whether the correct technician is highlighted, select the technician and in the details section, click
Skills. You can also verify the skills on the Employees Ul by selecting the employee and clicking the Skills tab.

11.2.4.1 Configure Skills for Tickets and Resource Scheduler

Configure the skills process for tickets and resource scheduler.

Go to | Business Configuration j» Implementation Projects 3. Select your project and navigate to |[# Edit Project

Scope » Questions ¥ Service ¥ Customer Care ¥ Service Request Management 3. From Questions for Service
Request Management, select the scoping question: Do you want to enable Skill Functionality in Ticket?
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11.2.4.2 Check Skills for Multiple Demands

Check skills for multiple demands simultaneously.

On Resource Scheduler, select the required demands, and then select Check Skills. The technicians with all the
mandatory skills are highlighted in bold font and with an asterisk (*) mark.

11.2.4.3 Check Skills for Assignments

To check skills for an assignment, select an assignment and select Check Skills.

The technicians with all the mandatory skills for the assignment are highlighted in bold font and with an
asterisk (*) mark. Checking skills for an assignment helps when an existing assignment has to be rescheduled.
In such a scenario, the user can know the resources that have the required skills to perform the task.

11.2.4.4 Skills Tab for Assighments

When you select an assignment, the Skills tab in the details section displays the list of skills for the assignment.

If the planner requires to move the assignment to another technician, the planner can use this information to
identify the required skills.

11.2.5 View Changes Related to Skills

On the Changes tab of business objects such as Employee and Customer, you can see the updates related to
the respective skills.

For example, to view updates in employee skills, go to the Changes tab of an employee.
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@) S 7 |
kel MMy 0 a ok, MM.yyyy Lz | SKILLS s
Lo Go | Save Query  Organize Cuerias
Changed By Changa Dala/Tima ¥  Contex Atribute Value Changed From Vake Changed To
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Timeny Hardy 26.03.2018 10:11 Sl | ENGLISH] valid From 28.03.2018
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i Note

Currently, the Changes tab of Tickets, Installed Base, Registered Products, and Products do not display the
updates for skills.

11.2.6 Create Reports for Skills Management

Use data sources and create reports in the Business Analytics work center to manage skills. For example, you
can create a report to get the list of employees whose validity of a skill expires in the next one month.

The available data sources are:

* Skills of Employees

* Installed Base and Skills

* Installation Point and Skills
e Skills

Related Information

SAP Cloud for Customer Business Analytics Guide
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11.3 Skills Management FAQs

This section provides you with solutions to some commonly asked questions.

11.3.1 How are skills managed for the appointment offering
scheduling method?

For the appointment offering scheduling method, appointment slots are displayed for the available technicians
who have the mandatory skills.

11.3.2 How are skills managed for the auto-dispatch
scheduling method?

For the auto-dispatch scheduling method, the system creates appointments for the first technician available
with the mandatory skills. If no resources are found that match the required skills, assignment is not created,
and a message is displayed.

Solution Guide for SAP Service Cloud
Skills Management PUBLIC 321



12 Time Recording

Time Recording consists of Time Entries and Time Reports.

Time entries help employees record and manage the time they spend performing their activities. A time report
is a collection of time entries, which can be defined for a date or date range and can be submitted for approval
to one or more approvers.

Employees can create time entries and import them into a time report. They can also record time for different
time types such as: work, travel, administration, vacation and so on; and for tickets or independent of a ticket.
This helps managers track productive time, which could be time spent on tickets as well as non productive time
such as: training, vacation and so on, by the employees.

To use the Time Recording feature, administrators would first have to enable this feature via scoping.

TICKET !

Work Tickets

—>

=c-

(Do &

Time Entry Time Report Manager Release to CATS

Time Entry
Work Center

12.1 Scope and Configure Time Recording

As an administrator, you must enable time recording, configure time types, and configure e-mail notifications
using workflow rules before users can work with time recording.

Solution Guide for SAP Service Cloud
322 PUBLIC Time Recording



12.1.1 Enable Time Recording

The administrator would have to scope Time Recording to log the time.

Go to |» Business Configuration » Implementation Projects .. Select your project and navigate to |j¢ Edit Project

Scope * Questions » Service » General Business Data » Employees 4, and select the scoping question: Do you
wish to enable Time Recording feature?

12.1.2 Fine Tune Time Type

You can define the time types available for use in time reporting with the fine tuning activity: Time Types for
Time Recording. Your administrator would have to enable the fine tuning activity.

Go to |» Business Configuration ¥ Implementation Projects .. Select your project and navigate to |jr Open

Activity List » Fine-Tune ., and search for Time Types for Time Recording activity. In the Time Types for Time
Recording fine tune activity screen, choose the Add button and add a time type code and a description for it.

Example

Use codes such as 01, 02, or 03, and descriptions can be based on relevant task types; such as: Billable Hours,
Non-Billable Hours, Travel, or Training.

12.1.3 Configure Page Layout

You can create various page layouts based on different attributes for Time Entries and Time Reports. Your
administrator would have to set these attributes for you.

You can use the following attributes:

¢ Attributes for Time Entry

e Status
* Time Type
¢ Attributes for Time Report
¢ Status
i .
@ Assign Page Layout DETAILS [
. A~

Business R... In Proparation Approval Pending Approved Rejected Released In Approval

Business Object Time Entry v ACCOUNTS  Master v Master v Master v Maswr

[ [instanca T ]
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Servica I Soc.  Master v Master v Master v Master Master ~  Master
A Master v Master v Master v Master Master ~  Master
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e w|e|x] e
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For more information on enabling and using page layout options, see the SAP Cloud for Customer Extension
Guide.

12.1.4 Configure Time Item Rounding Rules

The administrator can set up time item rounding rules, when creating time items from time entries.

Log on to system using administrator credentials and navigate to |* Administrator » Service and Social » Time

Recording » Define Rules for Time Item Rounding

12.1.5 Configure Approval Process for Time Reporting

The administrator would have to enable the standard multistep approval process for time reports.

Go to |» Business Configuration ¥ Implementation Projects .. Select your project and navigate to |j¢ Edit
Project Scope » Questions ¥ General Business Data » Employees and Service Agents » Employees » Enable

Time Recording ;and select the scoping question: Do you want to use a multi-step approval for time recording?

12.1.6 Configure Additional Approvers for Time Report

Your administrators can enable additional approver option for a time report by maintaining this in the approval
process.

Go to|jr Administrator » Approval Processes i and select the new work distribution rule: Approver of Time
Report in the Time Report approval process.

12.1.7 Configure Auto Submit Time Report for Approval

Your administrator can enable auto submit time report for approval using business configuration, so you can
auto submit for approval as soon as the time report is saved.

Select the scoping question to enable auto submitting a time report for approval.

Go to | Edit Project Scope # First Implementation » Questions. Drill down to ||» General Business Data

Employees and Service Agents » Employees 3, and select the question: Do you want the system to
automatically submit a time report for approval?
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12.1.8 Configure Assign Time Types for Time Recording

The administrator can assign time types to assignment status to trigger time recording from assignment.

You can assign time types to different assignment statuses in the fine tuning activity. Go to |» Business
Configuration ¥ Implementation Projects . Select your project and navigate to |» Open Activity List ¥ Fine-

Tune ., and search for Demand Processing. Maintain the external status codes for assignment here.

12.1.9 Configure Product Determination for Time Recording

The administrator has to confirm a business configuration scoping question to enable auto determination of
Time Item Product based on time entries.

If you select the option, then the time item product is determined automatically. However, if you do not select
it, then select the product for time item manually from the list of displayed products.

Navigate to | Edit Project Scope * First Implementation » Questions for Employees » Enable Product
Determination for Time Recording i, and select the question: Do you want to enable rule based product
determination for a ticket from Time Recording?

You can determine Time Item Product, based on different attributes of Time Entries (Time Type, Start Time,
End Time), and Ticket ( Service Org., Time Type).

12.1.10 Configure Time Item Product Rules

The administrator can add dimensions to determine the time item product created from the time entry linked
to a ticket.

Log on to system using administrator credentials and navigate to |» Administrator # Service and Social ¥ Time

Recording #» Define Rules for Time Item Product

12.1.11 Use BAdI to Create Time Items

You have the option of implementing a BAdI while creating time item from time entry to modify or copy
information using custom logic and implementation.

This is PDI enabled BAdI and can be implemented using SAP Cloud Applications Studio by adding an item to
the solution as follows:

1. Logonto SAP Cloud Applications Studio.

2. Next, open the solution specific to your project from the repository.

3. Right click the solution in the Solution Explorer Window and click Add New Item.
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Solution Explorer

Slets

4. Once the add item window displays, follow the steps mentioned in the screenshot below.

i Note

Name the enhancement as per defined naming convention.
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Follow next steps and add values (mentioned below) to create the Enhancement Implementation.
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Click OK to continue. The following enhancement tree is added as a part of your solution.
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~ ~% Demo_guide.enht
+* Demo_guide.fitr
iz MODIFY_TIME_ITEM.absl

7. Openand code MODIFY_TIME_ITEM.absl for custom logic.
8. Once you've completed the task, activate the enhancement.

12.1.12 Configure and Assign Code List Restrictions for Time
Types

The administrator can assign code list restrictions to time types and assign various time type values to
different roles.

Go to |» Administrator » General Settings » Code List Restrictions ., and apply code list restrictions to time
types in the business object Time Entry.

12.1.13 Configure Duration Round Off at Service Item Level

The administrator has the ability to decide whether the rounding should happen at the time or service item
level. This will avoid rounding at the time item (child) and service item (parent) level at the same time.

To enable this feature, navigate to |» Edit Project Scope: First Implementation » General Business Data

Employees and Service Agents » Employees 3, and in the Questions tab select the option: Do you want to
round off the quantity at Service Item Level?

12.1.14 Integrate Time Entry with SAP ERP CATS

Itis possible to integrate with SAP ERP for CATS time entry in the system.

You can release approved time entries to CATS in SAP ERP. For this integration, you need to maintain mapping
between time types of the time entries in our system, and activity types in SAP ERP.

i Note

Time entries, with reference to tickets, can be released only if the corresponding ticket has already been
released to SAP ERP.
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12.1.15 Configure Release Time Entry to CATS without Ticket
Dependency

The administrator has to enable this function via business configuration, which lets you release time entries
independent of the related ticket status.

Go to |» Business Configuration ¥ Implementation Projects . Select your project and navigate to |j¢ Edit Project

Scope * Questions » General Business Data » Employees and Service Agents » Employees 1 and select the
scoping question: Ignore related ticket release status when releasing time entries to SAP ERP?

12.2 Integrate Time Entry with SAP ERP CATS

Itis possible to integrate with SAP ERP for CATS time entry in the system.

You can release approved time entries to CATS in SAP ERP. For this integration, you need to maintain mapping
between time types of the time entries in our system, and activity types in SAP ERP.

i Note

Time entries, with reference to tickets, can be released only if the corresponding ticket has already been
released to SAP ERP.

Release Time Efforts from FSM to ERP CATS [page 328]
In the FSM and ERP integration through C4C scenario, you can record time once in FSM, and the time
can be released to ERP when the time report is approved in C4C.

12.2.1 Release Time Efforts from FSM to ERP CATS

In the FSM and ERP integration through C4C scenario, you can record time once in FSM, and the time can be
released to ERP when the time report is approved in C4C.

The approved time efforts from FSM are replicated to C4C as approved time entries. These approved time
entries can be imported to a time report. Then you can Submit for Approval for the time report with
incorporated time entries with the approved status.
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12.3 Work with Time Entries

Employees can create time entries and import the created time entries into a time report. Time Entries can be
created from within a ticket, or can be independent of any ticket.

You can do the following for time entries:
* Add, edit, or delete time entries.
* Enter time either as duration or as actual clock times.

* Record time for different time types, such as: working, travel, administration, vacation, and so on.

* Record time for a ticket or independent of any ticket.

i Note

Administrators can add new time types to the list of predefined time types using fine tuning.

Use Time Types [page 331]
When creating a time entry, you can choose the time type for that entry. Administrators can add new
time types to the list of predefined time types using fine tuning.

Create Time Entries [page 332]
You can create a time entry manually or automatically.

Merge and Split Time Entries [page 333]
You can merge multiple time entries to create a single time item. In the same way, you can also split a
single time entry into multiple time items for billing.

Release Time Entries [page 333]
As a manager, you can manually change the status of the time entries to Released.

Solution Guide for SAP Service Cloud
Time Recording PUBLIC 329




Release Time Entries to CATS without Ticket Dependency [page 334]
Release time entries to SAP ERP CATS when submitting a time report for approval, without depending
on the related ticket status.

Use Copy to Create New Time Entries [page 334]
You can easily create new time entries by copying the existing ones.

Create Time ltems [page 334]
A Time Entry, whether created manually or automatically can be converted to a time item when you are
ready to bill the customer for the time spent on an assignment.

Rounding Off Time at Service Item Level [page 336]
When the user converts a time entry to a time item, the time item can be rounded off to the nearest
defined time. This depends on how much rounding you have defined in the rounding rules under
administrator settings.

Auto Determine Time Item Product [page 337]
You can convert a time entry to a time item product for billing purposes. You can choose a time
item manually or it can be determined automatically by the system based on the time item product
determination rule set in business configuration.

Automatic Time Recording [page 337]
In the field service scenario, technician has to track time spent on various tasks to bill customers
appropriately; and also maintain their time entries for creating time reports.

Changes Tab for Time Entries and Time Reports [page 338]
Use the Changes tab in Time Recording work center to track different attribute changes for time entries
and time reports.

Sort in Time Recording [page 339]
You have the option of sorting time reports by the start date and start time in the Time Recording tab.

Time Entries for Ticket Summary Form [page 339]
Use time entries for a Ticket in the Standard Ticket PDF Form Template used in Preview Summary and
Add Summary for Ticket.

Queries for Ticket [page 339]
When you create a new time entry, you can extend the ticket search using the Ticket with my
Involvement query parameter.

Page Layout for Time Entries [page 339]
You can assign page layout for time entries using configuration.

Add Approved Time Entries to Time Report [page 340]
Replicated approved time entries from FSM can be added to time report for further processing.

Time Item Created Indicator for Time Entries [page 340]
The Time Item Created indicator is available for the Time Entries work list and the Time Entries tab in
Ticket.

Related Information

SAP Cloud for Customer Administrator Guide
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12.3.1 Use Time Types

When creating a time entry, you can choose the time type for that entry. Administrators can add new time
types to the list of predefined time types using fine tuning.

You can do the following using time types:
* During time recording, employees can record time for different time types such as: working, travel,

administration, vacation, and so on.

* [ftime types are assigned to user status in an assignment, the fine tuning section, this time type is used to
start a new time entry when this user status is set at the assignment level. The new time entry displays in
the time entries work center and corresponding ticket.

¢ Ifnotime type is assigned to a user status for an assignment, no new entry is created. However, a possible
running one is stopped.

¢ Approved time entries can be released to SAP ERP. In SAP ERP, there is a mapping between Time Type and
SAP ERP Activity Type.

12.3.1.1 Fine Tune Time Type

You can define the time types available for use in time reporting with the fine tuning activity: Time Types for
Time Recording. Your administrator would have to enable the fine tuning activity.

Go to |F Business Configuration » Implementation Projects . Select your project and navigate to | Open

Activity List  Fine-Tune J, and search for Time Types for Time Recording activity. In the Time Types for Time
Recording fine tune activity screen, choose the Add button and add a time type code and a description for it.

Example

Use codes such as 01, 02, or 03, and descriptions can be based on relevant task types; such as: Billable Hours,
Non-Billable Hours, Travel, or Training.

12.3.1.2 Configure and Assign Code List Restrictions for Time
Types

The administrator can assign code list restrictions to time types and assign various time type values to
different roles.

Go to | Administrator » General Settings » Code List Restrictions J, and apply code list restrictions to time
types in the business object Time Entry.
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12.3.2 Create Time Entries

You can create a time entry manually or automatically.

i Note

When creating new time entries, date defaults to current date, and time zone defaults to the time zone
based on user settings. Employees can change the default data for the time entry.

i Note

You cannot change or delete time entries with status Released.

12.3.2.1 Create Manual Time Entry

For manual recording, use the New button.

From the Ticket work center, navigate to ||+ Ticket » Time Entries » New 3 to create a new time entry directly
from a ticket.

From the Time Entries work center, navigate to | Create » New Time Entries 3

i Note

You can also create time entries on behalf of your team members based on the access restriction.

12.3.2.2 Create Automatic Time Entry

Employees can use the Start Recording and Stop Recording button to record their time.

Once the recording starts a new time entry is created. When the employee stops the recording the
corresponding time entry is updated with the end time and the total duration. Users can adjust these time
entries later.

Create time entries automatically:

* From the Time Entry tab by navigating to | Time Entries » Start Recording 3.
*  From the Ticket work center by navigating to | Time Entries j Start Recording 3.
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12.3.2.3 Create Automatic Time Entry Based on Assighment
Status Change

If your administrator has already assigned time types to a user status for assignment, in the fine-tuning
section, this time type is used to start a new time entry, once you set the status for the assignment.

The new time entry displays in the Time Entries work center, and the corresponding ticket.

12.3.2.4 Configure Assign Time Types for Time Recording

The administrator can assign time types to assignment status to trigger time recording from assignment.

You can assign time types to different assignment statuses in the fine tuning activity. Go to |» Business
Configuration ¥ Implementation Projects .. Select your project and navigate to |» Open Activity List ¥ Fine-
Tune ., and search for Demand Processing. Maintain the external status codes for assignment here.

12.3.3 Merge and Split Time Entries

You can merge multiple time entries to create a single time item. In the same way, you can also split a single
time entry into multiple time items for billing.

Navigate to Tickets tab and select a time entry. Go to |» Time Entries » More ¥ Merge to Time Item Jor |» Time

Entries » More j» Split into Time Items

12.3.4 Release Time Entries

As a manager, you can manually change the status of the time entries to Released.

Once the status is set to released, it cannot be changed or deleted. This status can also be used when the time
entries are released to a third party system.

i Note

Only approved time entries can be changed to released.
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12.3.5 Release Time Entries to CATS without Ticket
Dependency

Release time entries to SAP ERP CATS when submitting a time report for approval, without depending on the
related ticket status.

The administrator can enable this functionality via business configuration.

12.3.5.1 Configure Release Time Entry to CATS without
Ticket Dependency

The administrator has to enable this function via business configuration, which lets you release time entries
independent of the related ticket status.

Go to|jr Business Configuration » Implementation Projects . Select your project and navigate to ||¢ Edit Project

Scope * Questions » General Business Data » Employees and Service Agents j» Employees . and select the
scoping question: Ignore related ticket release status when releasing time entries to SAP ERP?

12.3.6 Use Copy to Create New Time Entries

You can easily create new time entries by copying the existing ones.
The Copy button is available for use from these screens:

* Time Entries tab.
° Time Report » Time Entries 2 tab.

o Ticket » Time Entries : tab.

i Note

When copying from an existing time entry in a ticket, the ticket ID gets copied over to the newly created
time entry.

12.3.7 Create Time Items

A Time Entry, whether created manually or automatically can be converted to a time item when you are ready
to bill the customer for the time spent on an assignment.

In the solution, ticket items are integrated with SAP ERP for billing processes. For billing of time, spenton a
ticket or ticket items, time items can be used. After a time entry is created, it can be converted to a time item of
a ticket for billing purpose.

Click Create Time Item action, and select the Time Item (Product with usage Time). This product can either be
selected by the user or can be set up by the administrator for automatic selection of the product.
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* You can create a time item from the Time Entries tab:

¢ Select atime entry and choose Create Time Items.

¢ Select the ticket ID and product for creating the time item. A list of products with Usage field displays.
* You can create a time item from a ticket:

¢ System creates a complete time item with start and end dates.

12.3.7.1 Use BAdI to Create Time Items

You have the option of implementing a BAdI while creating time item from time entry to modify or copy
information using custom logic and implementation.

This is PDI enabled BAdI and can be implemented using SAP Cloud Applications Studio by adding an item to
the solution as follows:

1. Logon to SAP Cloud Applications Studio.
2. Next, open the solution specific to your project from the repository.
3. Right click the solution in the Solution Explorer Window and click Add New Item.

Solution Explorer

w1
4. Once the add item window displays, follow the steps mentioned in the screenshot below.
i Note

Name the enhancement as per defined naming convention.

Add New ltem 7 W
Instaliod Templates Detaust v i Ij Sear talled Temnplane )
4 SAP
+ P
Anatytics Busgine=id Obgeot Extendssn AP Typa: 54

You can creade an enhangement
mplementation of an SAP enhantemeant
CRUCN 10 Ao CUSTOMErS. [0 APy
business rules that meéet specific
Enhancement Implementation SAP fequarernenils, for examgle, couniny-
specific reguirements, without modifying

Business Configuration

Mashaps and Web Services 50
Sefdens

Embedded Companent SAp

Service Integration ; . the standand SAP cloud salution. An
Tocesd Extension Scenans A enhancement implementation corsists of
& message definition, & filter, and a wript
References to Customer-Specific Fields SAP file

B I il g 12

< Enhancement_ Mame=teniit
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5. Follow next steps and add values (mentioned below) to create the Enhancement Implementation.

P e e ——— e —

[ Create Enhancement Implementation m] x

(2]

To create an enhancement implementation, select an appropriate namespace and an SAP
enhancamant opbon. You can salect a related business object (o filter the kst of enhancament opbons

Mamespace: = ohﬁniﬁfsap coma/APCRM/Global w

Business Object odTimeEntry b

[ Enhancement Option 'eraamTimelam V

6. Click OK to continue. The following enhancement tree is added as a part of your solution.

~ v4# Demo_guide.enht
<" Demo_guide fitr
iy MODIFY_TIME_ITEM.absl

7. Open and code MODIFY_TIME_ITEM.absl for custom logic.
8. Once you've completed the task, activate the enhancement.

12.3.7.2 Configure Duration Round Off at Service Item Level

The administrator has the ability to decide whether the rounding should happen at the time or service item
level. This will avoid rounding at the time item (child) and service item (parent) level at the same time.

To enable this feature, navigate to [ Edit Project Scope: First Implementation » General Business Data

» Employees and Service Agents » Employees 4, and in the Questions tab select the option: Do you want to
round off the quantity at Service Item Level?

12.3.8 Rounding Off Time at Service Item Level

When the user converts a time entry to a time item, the time item can be rounded off to the nearest defined
time. This depends on how much rounding you have defined in the rounding rules under administrator settings.

By default, rounding off occurs at the time item level. Select a configuration question to enable rounding at the
service item level.

i Note

Rounding is now enabled at the parent service item level for time entry, when converting to time item. Your
administrator can create rules to round off time entry duration while creating time items.
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12.3.8.1 Configure Time Item Rounding Rules

The administrator can set up time item rounding rules, when creating time items from time entries.

Log on to system using administrator credentials and navigate to |» Administrator » Service and Social ¥ Time

Recording » Define Rules for Time Item Rounding

12.3.9 Auto Determine Time Item Product

You can convert a time entry to a time item product for billing purposes. You can choose a time item manually
or it can be determined automatically by the system based on the time item product determination rule set in
business configuration.

You have the flexibility to determine the time item product for a ticket based on different attributes of time
entries (such as time type), and tickets (such as service organization).

Example

Based on the Service Organization of the ticket and time type of the time entry, different products can be
assigned as ticket time item.

12.3.9.1 Configure Product Determination for Time Recording

The administrator has to confirm a business configuration scoping question to enable auto determination of
Time Item Product based on time entries.

If you select the option, then the time item product is determined automatically. However, if you do not select
it, then select the product for time item manually from the list of displayed products.

Navigate to | Edit Project Scope » First Implementation » Questions for Employees » Enable Product

Determination for Time Recording J, and select the question: Do you want to enable rule based product
determination for a ticket from Time Recording?

You can determine Time Iltem Product, based on different attributes of Time Entries (Time Type, Start Time,
End Time), and Ticket ( Service Org., Time Type).

12.3.10 Automatic Time Recording

In the field service scenario, technician has to track time spent on various tasks to bill customers appropriately;
and also maintain their time entries for creating time reports.

To facilitate and make time recording easy for the technicians, auto time recording can be used. Using this
feature, the technician can record time for a ticket, or independent of a ticket. Once the recording starts, a new
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time entry for the corresponding ticket gets automatically created. When the technician stops the recording
the corresponding time entry is updated with the end time and duration. Technicians can adjust the time
entries later.

i Note

Only a single time recording can be active at a given time.

Following are points to remember about automatic time recording:

* You can edit time entries after stopping the time recording.

* If you edit the time entry before stopping the recording, then recording stops and your edits are given
precedence.

* If you start a time recording on one date and stop in another, the system creates a time entry with duration
only. Time entries can be created for one date only.

* You can have only one auto time recording at a time.

12.3.10.1 Start and Stop Time Recording

An employee can start and stop time recording from the Time Entries and Tickets tab.

Procedure

1. Torecord time automatically from the time entries tab, navigate to the Time Entries tab and choose the
Start Recording button to begin recording time.

2. Choose atime type, which displays the current date, time, and time zone. The system indicates the time
entry for which auto recording is going on.

3. Torecord time automatically from the tickets tab, navigate to the || Tickets » Time Entries 3 tab and then
Tickets tab and choose the Start Recording button to begin recording time. In this scenario, the system
assigns the ticket ID for the recorded time entry.

12.3.11 Changes Tab for Time Entries and Time Reports

Use the Changes tab in Time Recording work center to track different attribute changes for time entries and
time reports.

When you scope Time Entries, the Changes tab is enabled by default. This tab helps you track attribute updates
made to time entries.

When you scope Time Reports, the Changes tab is enabled by default, and also displays a list of time report
attributes. This tab helps you track attribute updates made to time reports.
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12.3.12 Sort in Time Recording

You have the option of sorting time reports by the start date and start time in the Time Recording tab.

12.3.13 Time Entries for Ticket Summary Form

Use time entries for a Ticket in the Standard Ticket PDF Form Template used in Preview Summary and Add
Summary for Ticket.

Time Entries
Start End =
Date Type Time Time Duration Status Employee
Jul 31,2015 | Working | g.15 am | 8:15 Am | 48 Sec0nd | breparation Eddie Smoke
Hours (s)
Non- 16 Minute(s)
Jul 31, 2015 Woeorking | 8:37 AM | 8:54 AM | 11 Second |In Preparation Eddie Smoke
Hours (s)
Working 1 Minute(s)
Jul 31, 2015 Hosie 10:03 AM |10:04 AM| 20 Second |In Preparation Eddie Smoke
(s)

12.3.14 Queries for Ticket

When you create a new time entry, you can extend the ticket search using the Ticket with my Involvement query
parameter.

You can assign an existing time entry to a ticket after the time entry is created. For default queries in ticket, use
My Open Work Tickets, All Tickets, My Tickets, and My Work Tickets queries, you can assign time entries to a
ticket.

You can quickly filter the tickets based on involvement while assigning ticket for a time entry. To access the
query, navigate to | Time Reports » Time Entries » New ¥ Ticket ID

User can be added as the technician either in the ticket header level, or as a technician at the ticket item level.

12.3.15 Page Layout for Time Entries

You can assign page layout for time entries using configuration.
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12.3.15.1 Configure Page Layout

You can create various page layouts based on different attributes for Time Entries and Time Reports. Your
administrator would have to set these attributes for you.

You can use the following attributes:

* Attributes for Time Entry
* Status
* Time Type

¢ Attributes for Time Report
* Status

d

DETAILS
@ Assign Page Layout
®

Business R... In Prepasation Approval Pending Approved Rejocted Released In Approval

Business Object Time Entry - ACCOUNTS  Master v Master ~ Master v Master

instanca T Fon]
i slis sccweamvesd..  Mastet v Master v Master v Maswr

account_do_..  Master v Master ~ Mastor v Master
Serica/Soc.  Master ¥ Mater w  Master ¥ Master
A Master v Master ~  Master v Master
APAG Aper Master v Master v Master v Mastr

Shieyas Test.  Master ¥ Master w  Master v Master

o el e|e]e| e
E EIE
. ?
=
g8
 §

ASM Offine Master ¥ Master ~  Master v Master

For more information on enabling and using page layout options, see the SAP Cloud for Customer Extension
Guide.

12.3.16 Add Approved Time Entries to Time Report

Replicated approved time entries from FSM can be added to time report for further processing.

When the T&M Journals are approved in FSM and replicated to C4C, the time entries status is unchanged. The
time entries can be imported to the corresponding C4C time report for further approval and releasing to ERP.

(e Sep.23

30 Minute(s) Working Hours Approved UTC - (UTC+00:00) Burkina Faso, Bouvet Islands, Cot

12.3.17 Time Item Created Indicator for Time Entries

The Time Item Created indicator is available for the Time Entries work list and the Time Entries tab in Ticket.

You can directly know if a time item has been created for this time entry or not.
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Date

10.07.2019

d Time

Time Zone

Duration

me Type

7:00 AM 9:00 AM (UTC-08:00) Pacific Time (Los Angeles, Tijuana, Y... 2 Hour(s) Working Hours
No 10.06.2019 7:00 AM 9:00 AM (UTC-08:00) Pacific Time (Los Angeles, Tijuana, Y. 1.5 Hour(s) Working Hours
Yes 10.06.2019 7:00 AM 9:00 AM (UTC-08:00) Pacific Time (Los Angeles, Tijuana, Y... 1.5 Hour(s)

Working Hours

= 47978 - Air Purifier First Installation

tivities  Attachments Notes  Changes Items Services Parts Time Expenses nvolved Parties Pricing Sub-Tickets Document Flow

# Time Entries (
f

Auo
Rec

23.09.2018 Working Hours 9:08 AM 9:38 AM 30 Minute(s) Approved Olivia Mckinney 23.09.2019 2:38 AM PST
No 23.09.2018 Working Hours 8:59 AM

m @ "E

9:14 AM 15 Minute(s)  Approved Olivia Mckinney

23.09.2019 2:38 AM PST

12.4 Work with Time Reports

Time report is like a time sheet or time card used for a date or date range.

A time report is a collection of time entries, which can be submitted for approval to one or more approvers.
Approvers can view the time reports submitted for approval and decide whether to approve or reject a time
report.

You can do the following for time reports:

Add, edit, or delete time reports.

Import new time entries into time report and submit it for approval.
Add new time entries from time reports.

Remove time entries from reports that are not required.
Approve or reject time reports.

There can be only one time report for a given date or date range. One time entry can belong to only one date.

A single time report for each employee for a date or date range makes it easy for the manager to look at their
team members recorded time.

Time reports are used for approval purpose only. Manager or approver can see the time entries entered by the
employees through time reports.

When a time report is accepted all the time entries get accepted and same is true for rejection.
Time reports cannot have overlapping start and end dates.

Every time a time entry is added to a time report, the total duration for a time report (summation of the
duration of all the time entries for the time report) is calculated.

The administrator can set standard work flow rules to set up notifications or emails based on changes in the
time reports.

Create Time Reports [page 342]

Users can create time reports for a given date range. When a time report is created for the first time,
user has to import time entries into the time report, which were created before the creation of time
report. All time entries created later get added to the corresponding time reports automatically.

Edit Time Entries and Time Reports [page 342]
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Users can record productive and non productive hours for a work ticket and create time entries and
reports and submit time reports for manager approval.

Approval Process in Time Reports [page 343]
You can use standard approval process for time reports approval . The approver can see the notification
and accept or reject the time report from the notification itself, or can navigate to the time report for
approval. There are options of accepting or rejecting a time report from the time report approval tab.
Hence the approver does not have to go back to the notification after reviewing the time report details.

View Delegated Time Reports [page 345]
As a user, you would be able to see time reports of another team, which you've been delegated. In the
Time Reports work center, when you view reports using the Delegated Time Reports criteria, you are
able to see all time reports delegated to you.

Add Attachments, Summary, and Signature to Time Reports [page 345]
You can add attachments, summary, and signatures to a time report.

Extension Fields for Ticket in Time Entries List for Time Reports [page 345]
The administrator can add the following fields via personalization.

12.4.1 Create Time Reports

Users can create time reports for a given date range. When a time report is created for the first time, user
has to import time entries into the time report, which were created before the creation of time report. All time
entries created later get added to the corresponding time reports automatically.

i Note

You can also create time reports on behalf of your team members based on the access restriction.

12.4.2 Edit Time Entries and Time Reports

Users can record productive and non productive hours for a work ticket and create time entries and reports
and submit time reports for manager approval.

Once a time entry is added or edited for a time report, the status of the time entry as well as the time report
changes to In Preparation.

User has the flexibility to add, edit, or delete the time entries after the time report is approved, or rejected.
When user updates an entry in a report, the time entries and the time report change to In Preparation status;
thus allowing the employee submit the report for approval again.

If a new time entry is added in a time report containing one or more time entries with approved or rejected
status, the existing status of those time entries don't change. When such time report is submitted for approval
again, the status of the In Preparation time entries changes to Approval Pending. ( The approver knows that
those time entries were approved or rejected before.)
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12.4.2.1 Fine Tune Time Type

You can define the time types available for use in time reporting with the fine tuning activity: Time Types for
Time Recording. Your administrator would have to enable the fine tuning activity.

Go to | Business Configuration j» Implementation Projects 3. Select your project and navigate to |» Open

Activity List ¥ Fine-Tune 3, and search for Time Types for Time Recording activity. In the Time Types for Time
Recording fine tune activity screen, choose the Add button and add a time type code and a description for it.

Example

Use codes such as 01, 02, or 03, and descriptions can be based on relevant task types; such as: Billable Hours,
Non-Billable Hours, Travel, or Training.

12.4.3 Approval Process in Time Reports

You can use standard approval process for time reports approval . The approver can see the notification and
accept or reject the time report from the notification itself, or can navigate to the time report for approval.
There are options of accepting or rejecting a time report from the time report approval tab. Hence the approver
does not have to go back to the notification after reviewing the time report details.

12.4.3.1 Approve or Reject Time Reports

Time reports are used for approval or rejection only. Managers or approvers can see the time entries (entered
by the employees) in a time report. When a time report gets approved, all entries within the report get accepted
as well. The same behavior holds true for time report rejection. Once a time entry is added or edited for a time
report, the status of the time entry as well as the time report changes to In Preparation.

You have the flexibility to add, edit, or delete the time entries even after a time report is approved or rejected.
When you update an entry in a report, both the time entries and the time report status changes to In
Preparation. At that point, the employee can submit the report for approval again.

If a new time entry is added to a time report that contains one or more time entries with approved or rejected
status, then the existing status of those time entries does not change. So when the time report is submitted for
approval again, the time entries with In Preparation status changes to status Approval Pending. (This is done so
that the approver knows that those time entries were approved or rejected before.)

When a Time Report is accepted, all the time entries except ones with status Released are approved. When a
Time Report is rejected, all the time entries except the ones that are Released, are rejected.

i Note

This behavior helps the approver know that those time entries were approved or rejected before.
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12.4.3.2 Withdraw Time Report From Approval

Users can withdraw a time report even after submitting it for approval, hence allowing them to make necessary
corrections in the time report and re-submit it for approval.

As part of the time report submission process, as soon as the user submits a report for approval, the approver
receives a notification for the same. However, if the time report gets withdrawn, then the notification gets
withdrawn from the approver's notification list.

12.4.3.3 Configure Approval Process for Time Reporting

The administrator would have to enable the standard multistep approval process for time reports.

Go to |» Business Configuration ¥ Implementation Projects .. Select your project and navigate to |j¢ Edit
Project Scope » Questions ¥ General Business Data » Employees and Service Agents » Employees » Enable

Time Recording . and select the scoping question: Do you want to use a multi-step approval for time recording?

12.4.3.4 Configure Auto Submit Time Report for Approval

Your administrator can enable auto submit time report for approval using business configuration, so you can
auto submit for approval as soon as the time report is saved.

Select the scoping question to enable auto submitting a time report for approval.

Go to|j» Edit Project Scope » First Implementation » Questions. Drill down to |» General Business Data

Employees and Service Agents » Employees 3, and select the question: Do you want the system to
automatically submit a time report for approval?

12.4.3.5 Assign Additional Approvers for Time Report

Select the approval process option to send a time report to a set of approvers. You can add multiple approvers
for a time report from the Approver Parties tab.

Go to |l Time Recording » Approver Parties 4 to add additional approvers for a time report.
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12.4.3.6 Configure Additional Approvers for Time Report

Your administrators can enable additional approver option for a time report by maintaining this in the approval
process.

Go to|jr Administrator » Approval Processes i and select the new work distribution rule: Approver of Time
Report in the Time Report approval process.

12.4.4 View Delegated Time Reports

As a user, you would be able to see time reports of another team, which you've been delegated. In the Time
Reports work center, when you view reports using the Delegated Time Reports criteria, you are able to see all
time reports delegated to you.

12.4.5 Add Attachments, Summary, and Sighature to Time
Reports

You can add attachments, summary, and signatures to a time report.

¢ Attach different file types to a time report.
* Generate a time report summary displaying time report and time entry details. Display a time report and
navigate to |[» Actions » Generate Summary

* Add a signature for time report summary. After you trigger the generate summary action, select a
signature type from the dropdown list, capture signature, selec t Add Signature, and then choose Generate.
Navigate to the Attachments tab to view the generated summary with the captured signature.

12.4.6 Extension Fields for Ticket in Time Entries List for
Time Reports

The administrator can add the following fields via personalization.

If a time entry is associated with a ticket, the following ticket fields are displayed in the time entries list within a
time report:

* Ticket Item ID

* Ticket Item Description

* Ticket main Installation Point ID
* Ticket main Serial ID

* Ticket main Product ID

* Ticket main Product Description
* Ticket Customer ID
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* Ticket Customer Name
* TicketID

I i Note

You can see the key data related to the ticket for time entry in the list itself and do not need to navigate to the
ticket.

12.5 Remove Personal Data in Time Entry and Time Reports

The depersonalization function allows you to remove personal data from a business object to ensure
compliance with the applicable data protection requirements. Depersonalization is only available for users
with access to the Data Protection and Privacy work center.

You are able to depersonalize data for Time Entry and Time Reports. So all associated personal information for
employee is no longer visible. However, you are able to search for and display the time entry or time report as a
record, without any personal information.

All associated information from a Time Entry and Time Report is removed from:

¢ Employee
¢ Party Node
* Reporter (only for Time Report)

The following table displays delete or depersonalize functions available for Time Entry and Time Reports:

Business Objects Delete Depersonalize
Time Entry No Yes
Time Report No Yes

Related Information

Personal Data Protection and Privacy

12.6 Analytics for Time Recording

Our solution delivers two data sources for analytics using information from time recording.

They are:

Solution Guide for SAP Service Cloud
346 PUBLIC Time Recording


https://help.sap.com/viewer/5d3ae4aa1f174b2cb6ec625c93ef8884/CLOUD/en-US/a2b9a34013e64d299c634084c9e3a4de.html

* data source with all time entries
¢ data source of all time reports with its time entries

You can generate analytics for both the data sources based on the following key figures:

* Time Entry
Total Duration, Date, and Today.

* Time Report
Start Date, End Date, and Today.

i Note

An administrator is able to generate standard reports for time entries and time reports from the Business
Analytics work center in the administrative section of the SAP Cloud for Customer solution.

12.7 Offline Functions for Time Recording (Mobile)

This topic presents an overview of supported functions for offline time recording.

i Note

Offline is not enabled for time reports.

The following are available offline functions for time recording:

* The Time Entry tab is enabled for mobile offline for display/edit/create scenarios.

* When creating a time entry the system validates that start time is less than the end time.
* Advanced search is enabled in the Time Recording tab for Time Entries.

* Time Entries tab for ticket is available.

* You can create new time entries for a ticket in the Time Entry tab.

* You can create new time entries based on service item.
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13 Set Up and Configure Communication
Channels

The SAP Service Cloud solution enables customer service communication across multiple contact channels
such as: phone, e-mail, chat, messaging, portal, and several social media channels. The service process begins
with incoming complaints/queries/requests from these sources. The customers communicate with agents

using these channels.

()
<

&Y
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¢

The Ticket creating process begins with incoming customer communication via different communication
channels. Our solution supports the following channels.

E-Mail Communication Channel [page 349]

E-mail messages routed to the system automatically generate service tickets that are sent to service
agents for processing.

Social Media Communication Channel [page 369]
The system can process and route messages from multiple social media channels such as: Facebook,
Twitter, YouTube, or create a custom social channel.
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Computer Telephony Integration (CTI) Communication Channel [page 392]
This document is intended for customers and partners who want to integrate their third party
Computer Telephony Integration (CTI) adapters and widgets with SAP Cloud for Customer.

Live Activity [page 422]
Live Activity is where you integrate your third-party communication system provider's CTI widget.
Interact with customers through real-time communication channels that may or may not result in
ticket creation.

Messaging Communication Channel [page 447]
Your customers can request support by sending an SMS text message.

Chat Communication Channel [page 451]
SAP Cloud for Service can integrate third-party chat solutions to support service processes.

Communication Channel for Support Portal Integration [page 453]
Set up a support portal using either SAP HANA Cloud Portal or an external support portal provider.

Remove Personal Data in Communication Channels [page 454]
The depersonalization function allows you to remove personal data from a business object to ensure
compliance with the applicable data protection requirements. Depersonalization is only available for
users with access to the Data Protection and Privacy work center.

13.1 E-Mail Communication Channel

In order to respond to an e-mail message, the customer's e-mail address must be stored in the system
database. You have the option to reply to a ticket, or compose a new e-mail. If you choose to reply, the previous
customer message will be copied, and the reply will be sent to all recipients of the last e-mail.

If your system is set up to support it, you can respond to tickets from the agent workspace using Microsoft
Outlook. To do this, you must download and install the SAP Cloud for Customer Add-In for Microsoft Outlook.

VIDEO: Set Up E-Mail Channels [page 350]
For Administrators: find out how to set up e-mail channels in your solution.

Enable E-Mail Channels [page 350]
Administrators can enable e-mail as a communication channel in business configuration scoping.

Add Allowed Domains for Outbound E-Mail Channels [page 352]
The administrator would have to configure from domains used to respond to support tickets.

Block Incoming E-Mails [page 352]

Add Outbound E-Mail Channels [page 353]
Your administrator would set up default addresses for e-mail responses.

Set Up Branding Templates [page 354]
The administrator would set up and maintain HTML-based templates for outgoing e-mail messages.
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E-mail messages routed to the system automatically generate service tickets that are sent to service agents for
processing.

Your administrator can expose different e-mail addresses to customers. For each address, your company must
evaluate whether to use the business-to-business (B2B), or business-to-customer (B2C) process, based on
your master data policies, and set up e-mail forwarding accordingly.
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Set Up Inbound E-Mail Channels [page 355]
Your administrator would have to add the inbound e-mail addresses that you use for customer
interactions and ticket routing.

Set Up Encryption for Inbound and Outbound Mails [page 356]
The administrator would configure the encryption settings for incoming and outgoing e-mail messages.

Set Up Microsoft Outlook for Ticket Responses [page 357]
Use the SAP Cloud for Customer Add-In for Microsoft Outlook to respond to tickets. Your administrator
would set this up in the system.

Monitor Business Communication for E-Mails [page 361]
Use business communication monitoring to verify that e-mail messages are transmitted successfully.
Your administrator would have to set up the feature in the system.

Use E-Mail Response Editor [page 362]
SAP Cloud for Customer provides you with a native e-mail editor that you can use to send and receive
e-mail communications. Additionally, you continue to have the option to use Microsoft Outlook or
integrate with any other third-party e-mail communication option.

Set up Routing Rules for Tickets from E-Mails [page 368]
Create rules to route tickets to teams or agents.

Party Determination for Emails [page 368]
Learn more about party determination scenarios for emails.

13.1.1 VIDEO: Set Up E-Mail Channels

For Administrators: find out how to set up e-mail channels in your solution.

13.1.2 Enable E-Mail Channels

Administrators can enable e-mail as a communication channel in business configuration scoping.

Context

As an administrator, you can enable e-mail as a communication channel for either customer service or
employee support.
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Procedure

1. Enable scoping element |l Service » Employee Support » Communication Channel - E-Mail 3

This setting enables e-mail as a communication channel for both customer service and employee support.
There is an equivalent setting under customer support. Either element can be selected and enables both
scoping elements.

2. Goto|r Business Configuration » Implementation Projects . Select your project and navigate to [ Edit
Project Scope » Questions 3.

3. Set the following questions as In-Scope:

* For Customer Service under ||» Service » Customer Care j» Service Request management 3:

* Group: E-Mail Integration with Service Request Management for Corporate Accounts : Do you
want to support e-mail channels for corporate accounts

* Group: E-Mail Integration with Service Request Management for Individual Customers : Do you
want to support e-mail channels for individual customers

* For Employee Support under | Service » Employee Support » Communication Channel - E-Mail 3:

* Group: Maintain Service Requests Automatically from Incoming E-Mails : Do you want to
maintain tickets automatically from incoming e-mails

13.1.2.1 Creation of Tickets for Unsupported Attachments

Create tickets from an e-mail with unsupported attachments.

When you receive an e-mail with unsupported attachment, instead of blocking the e-mail and ticketing
processing, the system replaces the unscoped attachments type with a text attachment which contains the
details of removed attachment and the reason.

Procedure

1. Navigate to [ Business Configuration » Implementation Project 3.
2. Select your project and click on | Edit Project Scope # Scoping ¥ Questions ¥ Service » Customer Care

» Email Handling 3.
3. Select the scoping question - Enable Ticket Creation from an incoming e-mail having attachments of
unscoped mime type.

13.1.2.2 Verify E-Mail Channel Addresses

This feature introduces the necessity to verify all the new e-mail channel addresses through a verification code
sent over the e-mail address used in the channel.

You must verify and activate the new e-mail channel to make it usable.
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Existing e-mail channels aren't affected until the e-mail address configured in them is modified.

If you modify the e-mail address, the channel gets inactive and verification of the e-mail address thorough the
verification code is required in order to reactivate.

i Note

The status of the existing channel remains active until you change the email address.

13.1.2.3 Display E-mail Address in Ticket List View

View the originating E-mail Address for an email interaction in the ticket list view.

This feature enables your user to view the originating e-mail address without opening the interactions in ticket
detailed view.

13.1.2.4 New Placeholders in Service E-Mail Workflow

Three new placeholders namely Main Channel, Recipients , and Associated Ticket are introduced along with a
new recipient determination feature called Message From in the service e-mail workflow objects.

Your administrator can use the new placeholders in the service e-mail workflow rule to configure various
conditions and recipient determination to suit different business needs.

13.1.3 Add Allowed Domains for Outbound E-Mail Channels

The administrator would have to configure from domains used to respond to support tickets.

E-mail addresses that you use as the sender address in e-mail responses must belong to allowed domains. Add
allowed domains in the table for Allowed Sender E-Mail Domains.

Go to|jr Business Configuration » Activity List » E-Mail and Fax Settings

13.1.4 Block Incoming E-Mails

The administrator can now block e-mail addresses or domains to ensure unnecessary tickets are not created.

Manage global e-mail requirements within one central location, removing complexity for your service teams to
manage the process. It also provide additional autonomy for e-mail processing without impacting e-mail client
administrators.

Go to|[r Administrator » Service and Social » Ticket Configuration
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13.1.5 Add Outbound E-Mail Channels

Your administrator would set up default addresses for e-mail responses.

Procedure

1. Goto| Administrator » General Settings » Company » Org Structures
2. Select and edit the service organizational unit in the org structure.

3. Select the tab Addresses and under Communication Details and specify the e-mail address that to be used
as the default outbound e-mail address in the organization.

| Restriction

Ensure the domain of this outbound e-mail address is an allowed domain. See previous step - Add
Allowed Domains for E-Mail Addresses.
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13.1.6 Set Up Branding Templates

The administrator would set up and maintain HTML-based templates for outgoing e-mail messages.

Context

Branding templates are applied to all outbound e-mail messages sent from the channel, adding it around the
response prepared by the agent.

A branding template is a simple HTML file with a #TEXT# placeholder. The placeholder is usually located
between a standard header and footer. The header and footer can include your brand logos and any standard
text or disclaimers. Create the branding template file with your preferred HTML editor. You can configure a
different branding template for each channel.

E-mail messages sent to your customer are the sum of: the agent response to the ticket, plus any response
template selected by the agent, plus the branding template defined for the channel.

Procedure

Go to | Service » Templates 3.

Choose New.

Enter the template name.

Select E-Mail as the template channel type.
Select Document-Based as the template type.
Select Branding Template.

Enter the e-mail Subject line.

© N o o~ w N

Browse to the HTML file to be used as the template and save your entries.

The template is now available to add to e-mail channels.

9. (Optional) Preview the template. From the list of templates, click the template name.
- Tip

To change the file used for the template, click Replace, then browse to and select the new file.
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13.1.7 Set Up Inbound E-Mail Channels

Your administrator would have to add the inbound e-mail addresses that you use for customer interactions and
ticket routing.

Context

When an e-mail message is received in the solution, the system creates a ticket for the corresponding e-mail
channel. If you implement routing rules, the solution routes the ticket for the selected channel as specified.

Procedure

A won o

7.

Go to | Administrator » Service and Social Settings » Communication Channels j» E-Mail Addresses .
Click New to create a new channel, or select and Edit an existing channel.
Specify the inbound e-mail address to which the tickets are routed. Also specify the channel ID and name.

Specify the Channel Direction. The default is Inbound and Outbound, but you can choose to make the
channel inbound only, or outbound only.

Select the channel type for inbound configuration. You can choose from the following values:

* Customer Service- Business to Business (B2B)
* Customer Service-Business to Consumer (B2C)
* Employee Support

Enter a default account for inbound configuration.

1. For B2B:
The solution categorizes incoming e-mail messages with an unrecognized address as Unassociated
E-Mail and no ticket is created. You can add a default e-mail account to each channel. If the sender
address is unknown, the solution assigns the default account to the message and creates a ticket.
Default accounts must meet these criteria:
* Match the e-mail address type that you select for your e-mail channel
* Have a corporate account in the cloud solution

* Have a default contact (corporate accounts)
2. For B2C:
You can specify a default customer for each B2C channel. If the sender e-mail address is unknown,
then the solution assigns this default customer to the message and creates a ticket.
If the Default Customer field is empty, then a new individual customer is created for each unknown
sender.
Default accounts must meet the following criteria:
* Match the e-mail address type that you select for your e-mail channel
* Have anindividual customer account in the cloud solution

Select a pattern for e-mail response subject line for the outbound configuration.
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This standard pattern enables all messages pertaining to a specific ticket to be associated with (threaded
to) that ticket. You can choose between two subject line patterns for reply messages:

¢ [Ticket: 123456] Subject
* 123456 - Subject

! Restriction
After you select the message subject pattern for a channel, it cannot be changed, because any existing
messages would no longer thread properly.

8. Select the branding template for the outbound configuration.

You can add a branding template to your e-mail channels to control the look and feel of e-mails sent by
agents. Every time an agent sends an e-mail from one of those channels, the solution embeds the content
within the branding HTML.

- Tip

You must have already set up the required branding templates.

Related Information

Set Up Branding Templates [page 354]
The administrator would set up and maintain HTML-based templates for outgoing e-mail messages.

13.1.8 Set Up Encryption for Inbound and Outbound Mails

The administrator would configure the encryption settings for incoming and outgoing e-mail messages.

Procedure

1. Goto|r Business Configuration ¥ Implementation Projects 3. Select your project and navigate to ||+ Edit
Project Scope ¥ Questions ¥ Built-in Services and Support ¥ System Management » Security 3.
2. Under Group: E-Mail Security, set the question Do you want to use encryption and signatures for e-mails? to
In-Scope.
3. Setthe encryption levels for individual e-mail addresses in fine-tuning. Go to | Business Configuration
» Activity List » Fine-Tune  E-Mail Encryption and Signature Check 3.
* Incoming E-Mails Scenarios: Specify for each e-mail scenario whether incoming e-mail messages are
verified using a signature. Choose Check (and Reject if Untrusted) if you require a high-level or security.

Select Do Not Check if you do not have security requirements. Set the signature for the following
scenarios:
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* SAP Service Cloud: E-Mail Security, B2B Scenario
* SAP Service Cloud: E-Mail Security, B2C Scenario

¢ Outgoing E-mail Scenarios: Specify for each e-mail scenario whether the outgoing e-mail messages
are encrypted and signed. Set the encryption and signature for the following scenarios. The
recommended values are Encrypt if Possible and Sign.

* SAP Service Cloud: E-Mail Security, B2B Scenario
* SAP Service Cloud: E-Mail Security, B2C Scenario

4. Goto|p Administrator » Common Tasks » Configure S/MIME 4.
5. Onthe Incoming E-Mail tab, upload the CA certificates for each inbound e-mail address used for e-mail
communications channels.

6. Activate your settings. Go to [ Administrator » Common Tasks # Configure S/MIME 3 and select Activate
S/MIME. Select one or more of these options:

* Check signature of Incoming E-Mails
* Encrypt Outgoing E-Mails

¢ Signing Outgoing E-Mails - provide a signature to other systems.

The settings you select in Fine-Tuning are only enabled if you activate them.

7. Save your settings.

13.1.9 Set Up Microsoft Outlook for Ticket Responses

Use the SAP Cloud for Customer Add-In for Microsoft Outlook to respond to tickets. Your administrator would
set this up in the system.

Agents can use the editing features available in Microsoft Outlook when responding to tickets, and view e-mails
as interactions in the associated ticket.

To enable Microsoft Outlook for Service in scoping, go to |# Business Configuration ¥ Implementation
Projects 3. Select your project and navigate to || Edit Project Scope # Questions ¥ Service ¥ Customer Care
» Service Request Management 3 Group: E-mail replies via Microsoft Outlook (1). Before

using Microsoft Outlook to respond to tickets, agent must complete the following steps:

1. Download and install the add-in for Microsoft Outlook. Click on Downloads in the header bar and download
Add-In for Microsoft Outlook.

2. Enable the service scenario in the add-in settings in Microsoft Outlook.

3. (Optional) Add any shared e-mail accounts used for responding to tickets to Microsoft Outlook. Agents
must remember to select the correct account when responding to a ticket.

4. (Optional) Set the shared e-mail account as the default, so you don't have to select it manually when
replying.

Tips to remember when using Microsoft Outlook for ticket responses:

* If this feature is enabled, when an agent responds to a ticket via e-mail, a new Microsoft Outlook window
opens to compose the response message.

* Include the ticket number in the subject line so that the e-mail is associated with the ticket as an
interaction.
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* When you enable the service scenario in the Add-In for Microsoft Outlook settings, e-mails sent from
Microsoft Outlook are not recorded in SAP Cloud for Customer as activities. Instead, they are recorded only
as ticket responses.

* If your administrator enables this feature, service agents are still able to respond to tickets without using
Microsoft Outlook by deselecting the Use Microsoft Outlook option.

13.1.9.1 Configure a Default Profile for Microsoft Outlook

Administrators can define a default profile for all users who use the SAP Cloud for Customer Add-In for
Microsoft Outlook.

Context

You can send around guidelines for users to set up their profiles for the add-in. However, it may be easier to
simply define a default profile for your company. Users can then adapt it to their own workstyle later, if they
choose.

Procedure

1. Goto|r Administrator  Groupware Add-In Settings 3.

The settings you see are the same ones that can be made directly in the add-in.
2. Make the settings to define the default profile for the add-in for all users at your company.
3. Save your settings.

When your company upgrades to the next release and as each user logs on, your default profile overwrites
any settings they may have made previously.
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13.1.9.2 Configure Remote Installation of Add-In with MSI
File

In addition to each end user being able to install the add-in manually, administrators can use an MSI file to
install the add-in on multiple clients remotely.

Context

To download the MSI file, do the following:

Procedure

1. Asanadministrator, you can download the MSI file from the SAP Software Download Center at https:/
support.sap.com/software/installations.htm| ¥ .

2. Search for C4C_OUTLK_ADDIN_MSI and download it.

Example

For example, you could use the following command line for silent installation:

>> msiexec /i <path to msi> /quiet
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13.1.9.3 Prevent Synchronization of E-Mail Marked as Private
or Confidential

As an administrator, you can set up your system to exclude e-mail marked as either private or e-mail marked as
confidential from being synchronized to SAP Cloud for Customer.

Context

To make this setting, do the following:

Procedure

1. Logonasanadministrator and go to | Administrator » General Settings » Groupware Add-In Settings

Microsoft Outlook » General Settings » Sync Settings . and choose whether you want to exclude
confidential e-mail, private e-mail, or both from synchronization.

2. Choose whether you want to exclude confidential e-mail, private e-mail, or both from synchronization.

13.1.9.4 Prevent Synchronization of Notes and Attachments
for Visits and Appointments

As an administrator, you can set up your system to prevent notes and attachments from being synchronized to
and from SAP Cloud for Customer for appointments and visits.

Context

i Note

These settings always affect both appointments and visits. For example, it is not possible to prevent
synchronization for appointments and not for visits.

To make this setting, do the following:

Procedure

1. Logon as an administrator and choose |[» Administrator » General Settings » Users * Business Roles
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2. Use the filter to show all active business roles.
3. Select and edit the role for which you want to prevent synchronization of notes and attachments.
4. Inthe userrole, add the appropriate business action restriction:

* To prevent synchronization of attachments for appointments and visits
(GW_APPT_ATTACH_UPLOAD_DOWNLOAD)

¢ To prevent synchronization of notes for appointments and visits
(GW_APPT_NOTES_UPLOAD_DOWNLOAD)

13.1.10 Monitor Business Communication for E-Mails
Use business communication monitoring to verify that e-mail messages are transmitted successfully. Your

administrator would have to set up the feature in the system.

Check that your business documents were sent and received, and by which process. Identify technical errors
and resolve them to prevent problems in follow-on processes or with your business partner.

Go to | Administration » General Settings » System Administration » Web Service Message Monitoring 3

13.1.10.1 Configure E-Mail Service Monitoring

Users can save a query for in-bound e-mail monitoring by following these steps in the system.

Context

Use business communication monitoring to verify that e-mail messages are transmitted successfully.

Procedure

Go to | Administration » Integration » Web Service Message Monitoring 3.

In the monitoring screen, click Show Advanced Filter.

In the advanced filter click |+ Service Interface » More Options J search parameter.

AW oo

Click Add Option button and add some or all service interfaces, depending on the business scenario
requirement:

¢ ServiceRequestingln: For B2C E-mail Scenario
* EmailServiceRequestingIn: For B2B E-mail Scenario
B. Select any other search parameter option necessary for your query.

6. Once done, click Save Query to save the e-mail monitoring query for future use. You can mark this as
default query.
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13.1.11 Use E-Mail Response Editor

SAP Cloud for Customer provides you with a native e-mail editor that you can use to send and receive e-mail
communications. Additionally, you continue to have the option to use Microsoft Outlook or integrate with any
other third-party e-mail communication option.

13.1.11.1 Inline E-Mail Editor in Interactions Tab

The inline e-mail editor is a useful feature when you have to copy content from tickets or other ticket-related
tabs. The feature is available in the Interactions tab, and your administrator would have to enable it.

i Note

You can either use the existing e-mail editor or the inline e-mail editor.

The following are some features for the inline e-mail editor:

* You can change the height of the response area by using the expand button at the bottom of editor.

¢ Functionality is similar to the existing e-mail editor, and you can use all existing BAdlIs for the inline e-mail
editor as well.

* The inline e-mail editor is available for both, Grid View and List View.

13.1.11.2 Enable Inline E-Mail Editor

The administrator must enable the inline e-mail editor option via scoping.

Navigate to |+ Administrator ¥ Service and Social » Tickets # Ticket Configuration i and check the box for
Enable Inline Editor option.

13.1.11.3 Configure Response Editor Tools

As an Administrator, you can configure which tools appear on the response editor. Limiting formatting tools
can provide a large performance improvement.

Procedure

1. Navigate to | Administrator » Service and Social » Tickets » Ticket Configuration

2. Turn off formatting tools that you wish to exclude from the formatting bar in the response editor.

All formatting tools are enabled by default.
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Disable Export PDF

ves O
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13.1.11.4 Inline Image Enhancement for E-Mail Response

When responding to or forwarding an e-mail, the service agent can click the Load Inline Images button to load
all inline images from the e-mail chain. This helps the agent set context to the e-mail response. To load all inline
images automatically, enable the Auto Load of Embedded images under Administrator > Service and Social >

Ticket Configuration.

Solution Guide for SAP Service Cloud

Set Up and Configure Communication Channels

PUBLIC




e e K0 ey

T L ] S T R B e A

- e et e e
ELg “

S i, St vl K S
i e i 8 gy e ¥ P s g g

B | i TOTNT o - it o L Rt o

P e e Eme Sy oW e e

B Bagare

Solution Guide for SAP Service Cloud
364 PUBLIC Set Up and Configure C rication Ch. |




13.1.11.5 System Notification Message for E-Mail Server Issue

The system displays a notification in case of e-mail server connectivity issues. This helps inform the service
agents.

i Note

Create a support incident to make a request for enabling this feature in your system.

13.1.11.6 Usability in Responsive Ul for E-Mail Feeder

Redesigned e-mail feeder in Responsive Ul provides more writing space for e-mails. You can resize the e-mail
feeder as well, which impacts the RichTextEditor accordingly. Additionally, you can reuse the font and letter size
options from the previous use until you clear the cache.

13.1.11.7 Save-as-Draft Available for E-Mail

You can save the content in an e-mail editor as draft. The Save as Draft action checks all validations required for
the e-mail to be saved without any errors. Additionally, you can save an inline image in a draft e-mail.

Service agents would be able to save e-mail as drafts and edit them later.

i Note

You can save multiple drafts of e-mails.

Select an e-mail draft to edit or discard the e-mail.

i Note

This feature is available in Responsive Ul only.

13.1.11.8 BAdI to Manage Communication Actions in E-Mail

You can use the available BAdI option to enable or disable all reply options such as: Reply, Forward, or Reply
with Outlook for e-mail. Additionally, you can set the To address option to a default address.

On the Interactions tab, using the available BAdI, you can hide or make visible the Reply and Send options for an
e-mail, based on certain ticket criteria. You can also set the To address field as default to a specific person.
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13.1.11.9 Outbound Inline Images for Email Channel

You can respond to an email with inline images using drag and drop, paste from clipboard, and insert images
from your local storage. This facilitates in better communication and ease of use.

13.1.11.10 Reply with Outlook

Our solution provides you with a Reply with Outlook option button in the Interactions tab for your ease of use.

As a service agent, go to ||» Tickets » Interactions 2 and click the Reply with Outlook option button to launch the
outlook email client and communicate with the customer.

i Note

Agent must have configured the external email client option to view the Reply with Outlook button.

Navigate to |» Business Configuration » Implementation Projects » Edit Project Scope » Communication
and Information Exchange ¥ Office and Desktop Integration ¥ Integration with Local E-Mail Applications

Questions 2, and select the Integration with Local E-Mail Applications option.

i Note

Content of an email is limited to a length of 2000 characters when responding to an email via Outlook.

13.1.11.11 Use BAdI to Enable/Disable Send Action for E-Mail
Response

Use the available BAdI (DISABLE_FEEDER_SEND) option to enable or disable the Send action for an e-mail
response. Once disabled, the agent can use the Save as Draft option and save the e-mail response, but not send
it. You can use this feature based on roles and authorization.

i Note

By default, the Send action button is enabled in the e-mail editor.

The following are some use case scenarios for disabling the Send option for e-mail response:

* Use the feature with the approval process to restrict sending out a response without an approval.

* Use the feature with skills to restrict agents from sending out e-mail responses without review.
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i Note

BAdI logic does not apply for any external e-mail editor.

13.1.11.12 Configure Ticket Creation from E-Mail Response

Include a support channel e-mail address in the BCC field of a response e-mail to a business-to-business (B2B)
customer.

Create ticket for B2B scenario for the channels maintained in BCC.You can also configure your solution to
create a new ticket from an e-mail response to an existing ticket.

Procedure

Navigate to | Administrator i Service and Social ¥ Ticket Configuration ¥ E-Mail Channel Configuration 3
Enable the option:Do you want to support e-mails which contain the channel in BCC?. Enable the option:Do
you want to support e-mail channels for corporate accounts?. Enable the option: Do you want to create ticket
automatically for BCC channels? .

Once this feature is enabled, you can create a new ticket from your e-mail response by adding the support
channel e-mail address to the BCC field.
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13.1.11.13 HR Service Center E-mailing

Define the behavior of defaulting the email address in To field for a reporter party while composing a new e-mail
message.

This feature is relevant in the employee support scenario.

You can control the e-mail address of the employee or of the reporter by party by setting it to default.

Procedure

1. Your administrator can navigate to |* Administrator » Service and Social » Fiori Interactions

2. Enable the option: Default the e-mail address of Reporter Party as Recipient in Employee Support New
E-mail.

13.1.12 Set up Routing Rules for Tickets from E-Mails

Create rules to route tickets to teams or agents.

Once you've added your e-mail channels, you can create work distribution rules to route the resulting tickets to
teams or agents. For detailed information, search for the topic Defining Rules for Ticket Routing.

13.1.13 Party Determination for Emails

Learn more about party determination scenarios for emails.

B2B Scenario

* The party which refers to the sender of the e-mail (address) will be fetched from any unique, active Contact
in the system. In case no matches are found, then the Party ID/ Name will remain empty.

¢ If no Contact is found and a default account has been defined in the channel, the system will use this
default account in the ticket creation.

¢ The contact information in ticket overview will also be defined in case the default account has a main
contact set up.

¢ Ifthe e-mail subject has a valid ticket ID, then it is threaded to ticket even if there is no contact/ account
maintained for the sender.

* Ifno party name is found and hence matched with the sender, then the e-mail address will not be used in
the Party Name field.
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B2C Scenario

* The party which refers to the sender of the e-mail (address) will be fetched from any individual customer in
the system.

¢ The sender is fetched as an Individual Customer/ Person (which is not an Employee). If multiple entries are
found, then the latest changed entry is taken into consideration.

Employee Support

* Anactive Employee is considered and matched with the sender address. The status of the employee will be
considered, not it's validity date.

13.2 Social Media Communication Channel

The system can process and route messages from multiple social media channels such as: Facebook, Twitter,
YouTube, or create a custom social channel.

The customer can communicate in any of the following ways:

* Post a question.

* Post a broadcast message and handle.

* Create or update their social media profile.
* Create a top level social media activity.

Disclaimer

The Solution may enable access to certain Third Party Web Services. “Third Party Web Services” means

(i) any and all web services made available by third parties (other than SAP, SAP SE and/or any of their
affiliated companies) that are accessible through or enabled by the Solution, and (ii) any and all application
programming interfaces, web service definition files, and other materials made available by or on behalf of
such third party web service providers to facilitate the access to and use of such web services. The following
terms apply to all Third Party Web Services:

* Licensee is solely responsible for obtaining all account and authentication credentials required to access or
use the Third Party Web Service's APl or the Third Party Web Service.

¢ Use of the Third Party Web Service's APl is subject to Licensee's acceptance of the Third Party Web
Service's terms and conditions, which must be obtained from the Third Party Web Service provider. SAP is
not a party to the agreement between the Licensee and the Third Party Web Service provider

* Licensee is solely responsible for executing any agreements required in connection with the use of the
Third Party Web Services, including any agreements to process and transfer personal data required under
applicable law.
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The Third Party Web Service’'s APl and the Third Party Web Service are excluded from all SAP
representation, warranties, indemnifications and support obligations.

Licensee expressly agrees to indemnify SAP, its officers, employees, agents and subcontractors from and
against all claims, liabilities, losses, damages and costs (including reasonable attorney fees) suffered by
SAP arising from the use of any Third Party Web Services by Licensee or its Affiliates.

SAP may throttle, suspend or terminate the Licensee's access to the Third Party Web Service's API
through the Product if Licensee violates or causes SAP to violate Third Party Web Service provider's terms
of service or other applicable Third Party Web Service provider agreements or policies (including, without
limitation, exceeding any data or usage limits).

Add Facebook Social Media Channels [page 370]
Add Facebook as a channel to create tickets and route them to service agents.

Add Twitter Social Media Channels [page 376]
Add Twitter handle to create tickets and route them to service agents.

Add YouTube Social Media Channels [page 381]
Create a YouTube social media channel to process comments from YouTube video pages into service
tickets, which can be routed for processing.

Add WeChat Social Media Channels [page 384]
Add WeChat as a channel to create tickets and route them to service agents.

Use Custom Social Channels [page 387]
You can integrate our solution with different external systems for the purpose of creating service
tickets. This requires you to create custom channels.

13.2.1 Add Facebook Social Media Channels

Add Facebook as a channel to create tickets and route them to service agents.

Customers can send either public messages by commenting on your company's Facebook wall or send private
messages by messaging your company using Facebook.

Your response is automatically public if the customer message was public, or private if the customer message
was private.

Example scenarios:

370

If you reply to a Facebook message, your response is sent to Facebook as a reply to the customer's original
message.

If your company's Facebook page allows nested commenting and your solution is configured to support it,
you can reply to comments on a post. Your response appears underneath the original comment.
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13.2.1.1 Create Facebook App

Administrators must set up a Facebook App for use with SAP Cloud for Customer, to access your Facebook
pages and import Facebook posts, comments, or Facebook Messenger messages.

Prerequisites

* You have a Facebook account and have the developer access to this account.
* You've created a Facebook App to use with your pages.

Context

You must set up a Facebook App for use with SAP Cloud for Customer. The App is used to access various pages
you want to monitor and to extract posts from. By using one or more applications, most rate limit errors can be
eliminated.

| Restriction

Facebook must review your App before it can be used. The review process can take up to 3 weeks. Be sure
to allow for this time when planning your implementation. For more information on the Facebook review
process, see the related links at the end of this topic.

i Note

The following is an example of the steps you can follow to create a new Facebook App. Texts and field labels
can be different. For more information, refer to Facebook developer documentation.

Procedure

1. Logon to your Facebook for Developers page.

2. Goto My Apps to add a new App.
3. Gotol|l Settings # Basic 3 and enter the following information:

* Display Name: the name that appears whenever agents respond to a ticket from the channels using the
App. For example, 2 hours ago via< display name>.

* App Domains: enter ondemand . com.
* Website: maintain the site URL with your SAP Cloud for Customer tenant URL.
4. Goto| PRODUCTS ¥ Facebook Login  Settings 4 and enter Valid OAuth Redirect URIs. The URL should
be in this format: https/myXYZ.crm.ondemand.com/sap/byd/oauth/facebook.

5. Note down App ID and App Secret as you need to enter these values in SAP Cloud for Customer when
creating Facebook channels.
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Related Information

https://developers.facebook.com/docs/apps/review/ #
https://developers.facebook.com/blog/post/2018/07/02/app-review-deadlines-approaching/ #

https://blogs.sap.com/2019/07/19/facebook-page-and-sap-cloud-for-service-integration-requires-facebook-
app-review/

13.2.1.2 Configure Facebook Social Media Channel

Configure Facebook accounts as communication channels to support your service organization.

The system can retrieve messages from a Facebook page, and agents can post their responses back to that
page. As a prerequisite to this task, you must set up a social media channel for the Facebook page.

To view or edit existing Facebook channels, click the channel ID in the list to view the details screen.
Once you've created and connected your channel,

¢ Create and schedule a social media message import run for the channel.

¢ Create arouting rule for the channel.

13.2.1.3 Set Up Facebook Social Media Channel

Administrators can create a Facebook channel to enable processing and routing messages.

Prerequisites

* You have a Facebook account and have access to that account.
* You have requested Facebook App permissions: manage_pages and publish_pages.

* (Optional): You have enabled Facebook Direct Message Integration scoping element in your solution.
If Facebook Direct Message is enabled, you should have requested Facebook App permission
page_messaging.

* (Optional): You have enabled Reply to Facebook Comments feature.

Procedure

1. Goto|r Administrator » Service and Social Settings 3.
2. Under Social Media, choose Social Media Channels and click New.

3. Select the Channel Type, in this case, Facebook.
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4. Define the Advanced Settings:

8.
9.

a. Enter App ID and App Secret for the Facebook App you want to use with the channel.

You can find these values on your Facebook for Developers page.

b. Select a date and time for the initial import run. The initial import is the first import of messages from a

channel.

This setting indicates a specific date and time from which messages are imported once an import
run has been scheduled for the channel. It allows you to front load the system with, for example, all
messages from the last 30 days.

c. Choose whether to remove the assigned processor for reopened tickets from Facebook using the
Remove Assigned Processor switch.

If the switch is on, the Assigned To field of the reopened ticket from Facebook is empty, which means
the original processor of this ticket is removed. If the switch is off, the processor who closed the ticket
is directly assigned to the ticket when it's reopened from Facebook.

Click Connect with Channel.

The Facebook logon page opens in a new browser window.

Log on to Facebook. If the site asks you to allow the access to your app, allow it.

Once you see the message that your account has been authenticated, you can close the window and return

to the system.
Next, set up the channel.
Click Get Account Details.

10. Select a page to configure and complete the following column fields in the table:

Column

Description

Select for Monitoring

This enables inbound messages.

A Caution

You must select this in order to enable the system to receive inbound mes-
sages from Facebook.

Block Responses

This disables outbound messages from the system to the Facebook page.

Select this option if you're just testing a page to avoid any inadvertent responses
or broadcast messages.

Channel ID

You can define the channel ID in a way that is meaningful to you. For example, all
Facebook channels have a similar naming convention.

A Caution

This is the only chance you have to define the channel ID. After you save your
entries, the field switches to read-only and can no longer be edited.
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Column Description

Channel This is the display name throughout the system for the channel. For example, in
the ticket or customer details.

It's automatically populated with the Facebook account name associated with the
channel and can't be edited.

Language Select the native language of the channel.

i Note

This language setting is used for text analysis to extract keywords and senti-
ments.

It doesn't mean that messages posted in other languages to this channel
will not be retrieved though text analysis will still be performed in the native
language of the channel, so keyword and sentiment results may vary.

If no language is selected, text analysis is performed for English.

Ticket Type Ticket is created with a specified ticket type. If no ticket type is specified,
service requestisapplied as the default value.

Customize Status for Reopened By default, a social ticket reopened by a customer's comment or direct message is
Ticket set to the In Process status. When this switch is turned on, you can set a custom
status for all the completed social tickets reopened from this channel.

i Note

® Before you can enable this feature for tickets reopened through direct
messages, you need to select Add to Completed Ticket from the Direct
Messages dropdown menu.

® Follow-up workflow rules based on the custom status are not applicable.

11. Save your entries.

12. The Facebook page is now set up as a social media channel in the system and can be selected from the list
of available channels when creating a social media message import run.

13.2.1.4 Create Social Media Message Import Run

Your administrator would set up and trigger a Social Media extraction run.

Context

Set up social media channels to import your content from SAP Social Media Analytics and create different
tickets types.
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Procedure

Go to [F Administrator » Service & Social » Social Media Channels .

You would see the list of the Social Media Channels that are set up in the system.

In the list, when you click the Channel Id field, the |+ Social Media Channel ¥ Import Run J screen displays.

Clicking the Channel field would take you to that social media channel page, such as: Facebook.

o s wop o

Log in to Facebook or Twitter or YouTube as a standard user and go to the specific page and enter a post
there.

6. Next, you would have to schedule the extraction run from the |+ Social Media Channel ¥ Import Run 3
screen and schedule it to run immediately. You can also schedule a run for every 3 minutes.

7. Once you schedule the extraction run, the messages from the Facebook or Twitter or YouTube are
extracted into our system. The social media messages are extracted and created within our solution as
Tickets. You would be able to see the new ticket by going into the Tickets work center, or if you want to look
at the messages you could also go to Service - Social Media Messages and view the extracted messages
there.

8. To create mass processing of messages, create a few messages on Facebook or Twitter or YouTube by
different users and trigger the extraction run. This would result in the mass creation of Tickets.

13.2.1.5 Enable Facebook Direct Message Integration

If you want to support Facebook direct messaging, then you must enable the Facebook Direct Message
Integration scoping element in your solution. You can also use the nested Facebook comments feature for
which you would have to enable nested comments on your company's Facebook page.

To enable Facebook Direct Message Integration, go to [ Business Configuration » Implementation Projects 1.
Select your project and navigate to |+ Edit Project Scope ¥ Questions ¥ # Service » Customer Care » Service

Request Management » Facebook Direct Message Integration J and select the scoping question: Do you want
to support direct messages for Facebook channels?

To enable the Reply to Facebook Comments feature, select the question: Do you want to allow agents to reply
to Facebook comments?

13.2.1.6 View and Edit Facebook Channels

Administrators can view and edit the existing Facebook channels.

Procedure

1. Goto|r Administrator » Service & Social » Social Media Channels 3.

The list of the Social Media Channels that are set up in the system appears.
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2. Toview or edit existing Facebook channels, click the channel ID in the list to view the details screen.

13.2.2 Add Twitter Social Media Channels

Add Twitter handle to create tickets and route them to service agents.
You can use Twitter to do the following:
* You can use Twitter to send a private message provided user follows the Twitter handle of the company

used in the response.

* You canretweet a message to Twitter that is posted by a customer. Hover your mouse over the message in
Interactions and choose Retweet. The message would be posted on your company Twitter page.

* You can set the channel to active.
* You can set the channel to read-only.

* You can also select an alternative response channel, which is helpful when the organization has a primary
branding or marketing Twitter handle and a secondary customer service handle such as: @BrandX vs.
@BrandXhelp.

* You can select the logging level.

If you reply to a tweet, your response would be sent to Twitter as a reply to the original tweet from the
customer.

Public responses to Twitter tickets are limited to 280 characters, including spaces. If you enter a message
greater than 280 characters, the response is not sent . The solution counts the remaining available characters
as you type.

13.2.2.1 Set Up Twitter Application

Administrators must set up a Twitter application for use withSAP Cloud for Customer, to access your Twitter
account and extract Tweets.
Prerequisites

* You have requested the Read, Write and Direct Messages permissions for your Twitter application.
* You have a Twitter account and developer access to that account.
* You have created a Twitter application for use with your handle(s).

Context

You can avoid most rate limit errors by using one or more applications. The following is an example of the steps
you can follow to create a Twitter application.
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i Note

Texts and field labels may be different. For more information, see the Twitter developer documentation
http://dev.twitter.com/docs.

You have the log-on information for the Twitter handle.

Procedure

Log on to your Twitter developer page (http://dev.twitter.com).
Go to your applications page.

Create a new application.

A owopoe

Complete the application details and save your entries.

Next Steps

For both the Website and the Callback URL, you should enter your SAP Cloud for Customer tenant URL (http://
<your tenant>.ondemand.com)

Once you have created the application and saved your settings, you need to note the Consumer key and
Consumer secret as you'll need to enter these values in SAP Cloud for Customer when creating Twitter
channels.

13.2.2.2 Configure Twitter Social Media Channel

Administrators can configure Twitter handles as communication channels to support your service organization.
Channels can be configured to create tickets and route them to service agents.

To retrieve messages and enable agents to respond via Twitter handle, administrators must set up a social
media channel for that handle. Once you have connected your channel, create and schedule the import run for
message extraction. Finally, define the routing rules for the channel so that tickets get assigned to the right
teams or agents.

To view or edit existing Twitter channels, click on the channel ID in the list to view the details screen.
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13.2.2.3 Create Social Media Message Import Run

Your administrator would set up and trigger a Social Media extraction run.

Context

Set up social media channels to import your content from SAP Social Media Analytics and create different
tickets types.

Procedure

Go to |» Administrator ¥ Service & Social » Social Media Channels .

You would see the list of the Social Media Channels that are set up in the system.

In the list, when you click the Channel Id field, the | Social Media Channel » Import Run 3 screen displays.

Clicking the Channel field would take you to that social media channel page, such as: Facebook.

oRwoN e

Log in to Facebook or Twitter or YouTube as a standard user and go to the specific page and enter a post
there.

6. Next, you would have to schedule the extraction run from the |» Social Media Channel » Import Run J
screen and schedule it to run immediately. You can also schedule a run for every 3 minutes.

7. Once you schedule the extraction run, the messages from the Facebook or Twitter or YouTube are
extracted into our system. The social media messages are extracted and created within our solution as
Tickets. You would be able to see the new ticket by going into the Tickets work center, or if you want to look
at the messages you could also go to Service - Social Media Messages and view the extracted messages
there.

8. To create mass processing of messages, create a few messages on Facebook or Twitter or YouTube by
different users and trigger the extraction run. This would result in the mass creation of Tickets.

13.2.2.4 Create a Twitter Social Media Channel

Create a Twitter channel in the solution.

Context

Go to|F Administrator » Service and Social Settings 3 then under Social Media, choose Social Media Channels
and click New.
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Procedure

1. Select the Channel Type, in this case, Twitter.

2. Define the Advanced Settings.

a. Enter the Consumer Key and Consumer Secret for the Twitter application you want to use with the

channel.

You can find these values on your Twitter developers page (http://dev.twitter.com/apps).

b. Choose whether to remove the assigned processor for reopened tickets from Twitter using the Remove

Assigned Processor switch.

If the switch is on, the Assigned To field of the reopened ticket from Twitter is empty which means the
original processor of this ticket is removed. If the switch is off, the processor who closed the ticket is
directly assigned to the ticket when it is reopened from Twitter.

Click Connect with Channel.

o 0k~ W

to the system.

~

Set up the channel.
8. Click Get Account Details.

The Twitter log-on page will open in a new browser window.
Log in to your Twitter account and authorize the application.

Once you see the message that your account has been authenticated, you can close the window and return

Complete the following channel settings:

Setting

Description

ID

You can define the channel ID in a way that is meaningful to you. For example,
all Twitter channels may have a similar naming convention.

A Caution

This is the only chance you have to define the channel ID. After you save
your entries, the field switches to read-only and can no longer be edited.

Channel

This will be the display name throughout the system for the channel. For exam-
ple, in the message or customer account details.

It is automatically populated with the Twitter account name associated with the
channel and cannot be edited.

Language

Select the native language of the channel.

i Note

This language setting is used for text analysis to extract keywords and
sentiment. Messages posted in other languages to this channel will still be
retrieved, but text analysis will be performed in the native language of the
channel so keyword and sentiment results may vary.

If no language is selected, text analysis is performed for English.

Block Responses
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Setting Description

You should select this option if you are just testing a page to avoid any inadver-
tent responses or broadcast messages.

Twitter Account for Responses This allows you to add a separate response handle to the channel—so that
responses sent by agents come from a different account than the one used to
retrieve the original customer message. This essentially allows you to define
one account as your primary response handle by setting the same response
account for several, or all of, your Twitter channels.

Prerequisites: You have created a channel for the Twitter account you plan to
use as the response handle.

| Restriction

The response account applies only to public messages sent to your Twitter
accounts. Responses to direct messages must originate from the receiv-
ing account, because Twitter does not allow proxy responses to direct
messages.

Customize Status for Reopened By default, a social ticket reopened by a customer's comment or direct mes-
Ticket sage is set to the In Process status. When this switch is turned on, you can set a

custom status for all the completed social tickets reopened from this channel.

i Note

® Before you can enable this feature for tickets reopened through direct
messages, you need to select Add to Completed Ticket from the Direct
Messages dropdown menu.

® Follow-up workflow rules based on the custom status are not applica-
ble.

10. Save your entries.

11. The Twitter handle is now set up as a social media channel in the system and can be selected from the list
of available channels when creating a social media message import run.

Next Steps

* Create and schedule a social media message import run for the channel.

* Create arouting rule for the channel.

Related Information

Create Social Media Message Import Run [page 374]
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Your administrator would set up and trigger a Social Media extraction run.

Configure Ticket Routing Rules [page 83]
Administrators can create routing rules for automated ticket assignment.

13.2.3 Add YouTube Social Media Channels

Create a YouTube social media channel to process comments from YouTube video pages into service tickets,
which can be routed for processing.
i Note

YouTube social media channels work differently than Twitter or Facebook channels. Videos posted by your
organization are treated as broadcast messages. One ticket is created in the solution per video uploaded
to your YouTube channel. All interactions (comments) for a given video, even from different customers, are
associated with that single ticket. You can manually split interactions into new tickets if desired.

13.2.3.1 Configure YouTube Social Media Channel

Configure YouTube accounts as communication channels to support your service organization. Channels can
be configured to create tickets and route them to service agents.

Set up a social media channel for the YouTube account to retrieve comments from a YouTube video, and enable
agents to post responses back to that video page. Once you've connected your channel, complete the following
steps:

¢ Create and schedule a social media message import run for message extraction.
¢ Create routing rules for the channel so that tickets get assigned to the right teams or agents.

13.2.3.2 Set Up a Google Project

Administrators would create a Google project to access the various video pages you want to monitor and to
extract comments.

Context

Create a Google account and note the client ID and client secret, as this information will be required when you
set up a YouTube channel.
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Procedure

1. Create a Project at.https://console.developers.google.com # .

2. If necessary, select the project you just created.

3. Select APIs & Services in the sidebar on the left.

4. Search for and enable the YouTube Data API v3 and Google+ APl in the list of APIs.

5. Select Credentials under APIs & Services in the sidebar on the left.

6. Select OAuth consent screen.

7. Fillin the e-mail address and the Product Name. The rest of the fields can be left blank.

8. Save the consent screen information you just entered.

9. Select Credentials and then Choose OAuth Client ID under Create credentials.

10. Select Application Type as Web Application.

11. Add your system tenant URL in the <Redirect URIs> field. (example: https://
my12345.ondemand.com/sap/byd/oauth/google).

12. Select Create and note the Client ID and Client secret. You'll need them to configure the social media

channel associated with this project in your cloud solution.

13.2.3.3 Create a YouTube Social Media Channel

Administrators can create a YouTube channel to enable processing and routing messages.

Prerequisites

Before you can set up a social media channel for your YouTube account, you must do the following:

* Create a Google account and note the client ID and client secret.

¢ Create a YouTube channel with the Google Account to process comments on your YouTube channel.

Procedure

1. Goto|p Administrator » Service and Social » Social Media J, and choose ||» Social Media Channels
» New 1.
2. Define the Advanced Settings.
a. Enterthe<Client ID> and<Client Secret>.

b. Choose whether to remove the assigned processor for reopened tickets from YouTube using the
Remove Assigned Processor switch.

If the switch is on, the Assigned To field of the reopened ticket from YouTube is empty which means the
original processor of this ticket is removed. If the switch is off, the processor who closed the ticket is
directly assigned to the ticket when it is reopened from YouTube.
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3. Enterthe <Client ID>, and <Client Secret>inunder Advanced Settings section.

4. Choose Connect with Channel, and log in with your Google account e-mail address. Accept the conditions.
The new YouTube channel is now authenticated and connected to your system.

5. Choose Get Channel Details and enter the following information:

Value

Description

ID

You can define the channel ID in a way that is meaningful to you. For
example, all YouTube channels may have a similar naming convention.

i Note

This is the only chance you have to define the channel ID. After you
save your entries, the field switches to read-only and can no longer
be edited.

Channel Name

This would be the display name throughout the system for the channel.
For example, in the ticket or customer details.

It is automatically populated with the YouTube account name associ-
ated with the channel and cannot be edited.

Block Responses

This disables outbound messages from the system to the YouTube
video page.

You should select this option if you are just testing a page to avoid any
inadvertent responses or broadcast messages.

Customize Status for Reopened Ticket

By default, a social ticket reopened by a customer's comment or direct
message is set to the In Process status. When this switch is turned

on, you can set a custom status for all the completed social tickets
reopened from this channel.

i Note

® Before you can enable this feature for tickets reopened
through direct messages, you need to select Add to Completed
Ticket from the Direct Messages dropdown menu.

® Follow-up workflow rules based on the custom status are not
applicable.

6. Save the channel entries.
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13.2.3.4 Create Social Media Message Import Run

Your administrator would set up and trigger a Social Media extraction run.

Context

Set up social media channels to import your content from SAP Social Media Analytics and create different
tickets types.

Procedure

Go to |+ Administrator » Service & Social » Social Media Channels .

You would see the list of the Social Media Channels that are set up in the system.

In the list, when you click the Channel Id field, the |+ Social Media Channel ¥ Import Run J screen displays.

Clicking the Channel field would take you to that social media channel page, such as: Facebook.

o s woN o

Log in to Facebook or Twitter or YouTube as a standard user and go to the specific page and enter a post
there.

6. Next, you would have to schedule the extraction run from the [ Social Media Channel » Import Run 3
screen and schedule it to run immediately. You can also schedule a run for every 3 minutes.

7. Once you schedule the extraction run, the messages from the Facebook or Twitter or YouTube are
extracted into our system. The social media messages are extracted and created within our solution as
Tickets. You would be able to see the new ticket by going into the Tickets work center, or if you want to look
at the messages you could also go to Service - Social Media Messages and view the extracted messages
there.

8. To create mass processing of messages, create a few messages on Facebook or Twitter or YouTube by
different users and trigger the extraction run. This would result in the mass creation of Tickets.

13.2.4 Add WeChat Social Media Channels

Add WeChat as a channel to create tickets and route them to service agents.

Customers can associate the WeChat account with either an individual customer (in B2C scenario) or with
the contact of an account (in B2B scenario) in the solution. Then they can directly create service tickets from
WeChat, and the service agents can post response back to WeChat from service tickets.

i Note

To associate WeChat account with the contact of an account, the following scenarios are supported:

* One contact has only one WeChat account and the account follows one or more WeChat official
accounts.
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* One contact has more than one WeChat accounts and each WeChat account follows different WeChat
official accounts.

The following scenario is not supported:

One contact has more than one WeChat accounts and more than one WeChat accounts follow the same
WeChat Official account.

Before proceeding with the WeChat integration, ensure that the following prerequisites are met:

* You have registered a WeChat official account with Subscription Account type from the WeChat Official
Account platform.

* The APl you need is included in our solution. For the list of APIs provided by our solution, see OData at
https://help.sap.com/doc/d0f9ba822c08405da7d88174b304df84/LATEST/en-US/index.html.

* You have set up an intermediate app server to send and receive messages between WeChat Server and our
solution.

13.2.4.1 Deploy Intermediate App Server
You can deploy the intermediate app server on SAP Cloud Platform or any third-party cloud platform.

For the process flow example and the sample code for B2C scenario, see: https://blogs.sap.com/2018/02/28/
integration-of-wechat-and-c4c-service-ticket-on-html5-client/ .

For the process flow example and the sample code for B2B scenario, see: https:/github.com/kellynlee/
C4CODataSampleCode # .

13.2.4.2 Create Mashup Service for WeChat

Administrators can create a mashup service for WeChat to enable the interaction between the intermediate
server and the solution.

Context

Create a mashup service for WeChat and note down the Service ID as it is required when you create the WeChat
Channel.

Procedure

1. Goto|r Administrator » Mashup Web Services J.
2. Choose | New » REST Service 1.
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3. In

4. In

the REST Service popup window, enter the following information:
Service Name: Enter the mashup service name of your choice.
Authorization Method: Choose an authorization method of your choice.
Service Protocol: XML
HTTP Method: Post
Content Type: Form
URL: <server_address_of_intermediate_app_server>/<APl_name_you_defined>

the Input Parameters section, choose Add Row to add a parameter, with the name content, and set it as

mandatory.

5. Save your entries and Activate the mashup service.

13.2.4.3 Create a WeChat Channel

Administrators can create a WeChat channel in the solution.

Procedure

In

In

A owopoe

In

Go to [ Administrator » Service and Social 3.

the Social Media section, choose Social Media Channels.
the Social Media Channels popup window, choose New.

the Social Media Channel Setup popup window, select the Social Media Channel Type, in this case

WeChat.

5. Enter the following channel information.

Setting Description

Channel ID Define the channel ID in a way that is meaningful to you.
A Caution
After you save your entries, the field switches to read-only and can no longer be
edited.

Channel The display name for the channel in the solution.

MashUp Service ID The service ID of the mashup service you have created for the WeChat Channel.

Customize Status for Reop- By default, a social ticket reopened by a customer's comment or direct message is set

ened Ticket
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to the In Process status. When this switch is turned on, you can set a custom status for
all the completed social tickets reopened from this channel.
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Setting Description

i Note

® Before you can enable this feature for tickets reopened through direct mes-
sages, you need to select Add to Completed Ticket from the Direct Messages
dropdown menu.

® Follow-up workflow rules based on the custom status are not applicable.

6. Save your entries.

13.2.4.4 View and Edit WeChat Channels

Administrators can view and edit WeChat channels.

After you have created a WeChat channel, you can view and edit the channel. Go to |* Administrator ¥ Service

and Social ¥ Social Media Channels 3 and choose the Channel ID of the WeChat channel you want to view or
edit.

13.2.5 Use Custom Social Channels

You can integrate our solution with different external systems for the purpose of creating service tickets. This
requires you to create custom channels.

13.2.5.1 Configure Custom Channels

Create a custom channel type to communicate with external systems to generate service tickets.
Creating and configuring custom channels involves the following steps:

Create a custom channel type.
Add a custom channel.
Configure a custom channel.

A owonoe

Set up a Mashup Web Service for a Custom Channel.

13.2.5.2 Create a Custom Channel Type

Create a custom channel type and add the custom channel.

1. Goto|r Business Configuration ¥ Implementation Projects 3.
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Select the project for which you want to create the channel type.

Select Open Activity List.

Select Fine-Tune and then All Activities in Show.

Select Create or Delete Custom Channel Type, then select Add to Project.
Click Create or Delete Custom Channel Type to open the channel.

Click Add.

Enter the channel type code and the name of the channel.

N oA LN

8. Save your selections.

13.2.5.3 Add a Custom Channel

Set up a custom channel in order for the system to retrieve messages from and enable agents to respond via a
custom channel type.

To set up a custom channel, choose | Administrator » Service and Social Settings » Social Media Channels 3.

You need the ID of the mashup web service you have previously created to respond to a custom channel.

Navigate to [» Administrator » Service and Social Settings » Social Media Channels 3.
Click New.

For Channel Type, select the channel name that you previously created.

Enter the mashup web service ID that you have created for the response.

o s W e

Enter your Channel ID, Channel Name, and Language. You can choose to set the channel to Listen Only
mode while you are setting up the system.

- Tip

Listen Only Mode disables outbound messages from the system to the custom channel. You should
select this option if you are testing a page to avoid any inadvertent responses or broadcast messages.

6. Save your options.

13.2.5.4 Maintain Configurations for a Custom Channel

Configure your SAP Cloud for Customer system to communicate with any channel.

To enable your system to send response messages to an external system, the external system should expose

a web service. The web service should accept the content type Form and parameter name = “content” The
parameter content contains the JSON string, which has the response message. The JSON string appears in the
following format:

This parameter contains:
{
"original_id": “<Identifier from social media channel e.g. Bazaar Voice (String)>"

"sma_id": “<Unique ID for service request fromSAP Service Cloud, if one exists (String)>"
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"service_req_no": “<Unique ID for service request from SAP Service Cloud, if one exists(String)>"
"text": “<Text of the message/comment/SMA*(String)>"
"sma_create_datetime": "<Date Time at which media message was created (UTC String)>"

[T

"private_ind": “<Indicator that social media activity is posted privately(String — “true”/"false")>"

“author_name": “<Agent’'s Name(String)>"

"author_email": “<Agent's Email(String)>"

}

original_id Original Identifier from social media channel (from Generic
Channel for example, Bazaar Voice)

sma_id Social media activity (Internal ID from SAP Cloud for Social
Engagement or SAP Service Cloud) Identifier.

service_req_no Unique ID for service request from Service Request (original
internal ticket ID from SAP Cloud for Social Engagement or
SAP Service Cloud)

Text Social media message text

sma_create_datetime Point in time at which social media message was created in
the social media channel (UTC)

private_ind Indicator that social media activity is posted privately

author_name Name of the agent who composed the response

author_email E-mail of the agent who composed the response

» Example
Content Type = 'application/x-www-form-urlencoded' Post parameter name = ‘content’
Content =
{"original_id":"083020120506","sma_id":"12942" "service_req_no":"8789","author_name":"","author_emai
[":"","sma_create_datetime":"2012-10-09T22:55:30Z","private_ind":"FALSE","text":"tests49"}
Follow-On Tasks

* Set UpaMashup Web Service for a Custom Channel [page 390].
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13.2.5.5 Create a Communication System

Create a communication system for configuring a custom channel.

Procedure

1. Choose |» Administrator » General Settings ¥ Integration » Communication Systems

2. Click New.

3. Enter the hostname.

4. For the System Access Type, choose Internet.

5. Save your entries and activate the communication system. Select |» Actions » Set to Active

13.2.5.6 Create a Communication Arrangement

Create a communication arrangement for configuring a custom channel.

Procedure

1. Gotolr Administrator » General Settings A then under Integration, click Communication Arrangements.
2. Click New.

3. For the communication scenario, select Customer Service Portal Integration. Click Next.

4.

Select the System Instance ID of the communication system you created for your customer service portal.
Click Next.

For Authentication Method, User ID and Password is the recommended option.

Click Edit Credentials and enter the user and password information for the Web site. Click Next.

A check for completeness is recommended.

© N o O

Click Finish. The communication arrangement is saved and activated.

13.2.5.7 Set Up a Mashup Web Service for a Custom Channel

Administrators can create a mashup Web service to respond to a custom channel.

You've set up the channel type, and must have a Web service URL that accepts the standard response JSON
interface.

Each channel you set up using SAP Social Media Analytics is connected to only one SAP Social Media Analytics
topic. Each topic requires a separate Web service.
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I »» Example

If you've three topics defined on SAP Social Media Analytics that you want to use to monitor your custom
channel, you must set up three separate web services, and three separate social media channels.

The custom channel used for responding to the messages captured via SAP Social Media Analytics can be the

same.

13.2.5.8 Create a Mashup Web Service

Create a mashup web service for responding to a custom channel.

Procedure

1. Choosel Administrator » Mashup Web Services 3.

2. Click New. The recommended service to select is the REST Service.

A SOAP service can be used, but the REST service is recommended.

3. Enter the required information as follows:

Enter the Service Name

Choose an Authentication Method based on your needs. Fields for user name and password will
appear.

Enter the user name and password for your service.

For Service Protocol, choose XML.

For HTTP Method, choose POST.

Enter the URL from the Web service that you have setup.

4. Inthe Input Parameters section, add rows to the table for each parameter defined for your channel.

5. Save your entries.

The Service ID for the newly created Web service must be entered manually when creating the associated
custom channel. For more information, see Adding an SAP Social Media Analytics Social Media Channel.

Next Steps

As a follow-on task, add a custom channel. For details, see Add a Custom Channel [page 388]
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13.2.5.9 Create Social Media Message Import Run

Your administrator would set up and trigger a Social Media extraction run.

Context

Set up social media channels to import your content from SAP Social Media Analytics and create different
tickets types.

Procedure

1. Gotolr Administrator » Service & Social » Social Media Channels

2. You would see the list of the Social Media Channels that are set up in the system.

3. Inthelist, when you click the Channel Id field, the |» Social Media Channel j» Import Run 3 screen displays.
4. Clicking the Channel field would take you to that social media channel page, such as: Facebook.

5. Login to Facebook or Twitter or YouTube as a standard user and go to the specific page and enter a post

there.

6. Next, you would have to schedule the extraction run from the |» Social Media Channel » Import Run
screen and schedule it to run immediately. You can also schedule a run for every 3 minutes.

7. Once you schedule the extraction run, the messages from the Facebook or Twitter or YouTube are
extracted into our system. The social media messages are extracted and created within our solution as
Tickets. You would be able to see the new ticket by going into the Tickets work center, or if you want to look
at the messages you could also go to Service - Social Media Messages and view the extracted messages
there.

8. To create mass processing of messages, create a few messages on Facebook or Twitter or YouTube by
different users and trigger the extraction run. This would result in the mass creation of Tickets.

13.3 Computer Telephony Integration (CTI) Communication
Channel

This document is intended for customers and partners who want to integrate their third party Computer
Telephony Integration (CTI) adapters and widgets with SAP Cloud for Customer.

SAP Service Cloud can integrate with external computer telephony integration (CTI) solutions to support
service processes. Download and install the CTI connector, and save the CTI Client Adapter shortcut to your
desktop.

Your administrator can customize the CTl adapter behavior by downloading the project source code for the
SAP Cloud for Customer CTI Client Adapter from the Service Marketplace Software Download area.
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Depending on your CTI provider your administrator may also have the option to use widget-based integration
to the solution. Widget-based integration eliminates the need for an external telephony client app and the
adapter download.

This video demonstrates how to set up computer telephony integration with your SAP Cloud for Customer
system.

CTI Call Process Flows [page 393]
See how the system processes out and inbound call information and passes call information to and
from your CTI system.

Computer Telephony Integration Options [page 395]
You can integrate third-party CTI system providers with your solution using an SAP local adapter, or a
widget.

Set Up Inbound Call Handling [page 407]
SAP Cloud for Customer does not have a native Computer Telephony Integration (CTI) capability;
instead is able to integrate to other CTl solutions to support service processes.

Set Up Outbound Call Handling (Click-to-Call) [page 415]
You can make a phone call from any screen within our solution with the click of a mouse. With CTI
integration enabled, outbound calls also create a phone activity linked to the call.

13.3.1 CTI Call Process Flows

See how the system processes out and inbound call information and passes call information to and from your
CTl system.

13.3.1.1 Outbound Calls (Click-to-Call)

SAP Cloud for Customer supports initiating outbound calling from any screen within our solution via click-to-
call feature.

i Note

Maintain computer telephony integration (CTI) vendor integration to use the call feature. Call handling is
done on CTl vendor application.
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QOutgoing Call from Computer Telephony Integration (CTI)

User clicks
phone
number to
start call

|

System passes screen
context to either CTI adapter
or widget

|

Outbound call signature
includes all values passed by
the system

!

Phene call activity is generated automatically for cutgoing call

and linked to object specified by screen context — for example a ticket

13.3.1.2 Inbound Calls

SAP Cloud for Customer supports inbound calling with display screen of incoming caller information.

i Note

Maintain computer telephony integration (CTI) vendor integration to use the call feature. Call handling is
done on CTl vendor application.

Incoming Call from Computer Telephony Integration (CTI)

Inceming call
from CTI
with ANI

{optional VR
Infia)

|

Search of phone number
fields for ANI number
populates call notification.
Only number shown if
multiple results or no results.

|

User clicks notification to
accept call, open Live Activity
Center

|
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Live Activity Center Search Results and Display Location

C: BAdI Exit -
A: Default search on ANI B: Search on IVR Info sent from CTl system ° }
y Custom Search Logic
Note: BAdI must return exactly
one result
m?‘mmer EREERE ez Same as default search plus Customer Mame and Number
onecustomer found - " . _
number only if ftipie or ro IVRre_stltsonnvgnedmlnhs if found - number only if me
+ =i to tickets, serial IDs, etc. customer found
Search Pane Search Pane Search Pane
Customer (if found) and Customer, VR Search results. Customer (if found) and
results of text search for text search results for phone results of text search for
phene number in all number in all configured phone number in all
configured fields. fields. configured fields.
User Actions
Confirm Customer Link Ticket Take Notes Create New Ticket Create New Customer
Add as participant to Phone Link call to tickst as related Motes stored with Phone Links call to new ticket as Aclds new customer as
activity document activity created by this call related document participant in call

Phone call activity is automatically generated from incoming call
includes any notes entered in Live Activity Center

13.3.2 Computer Telephony Integration Options

You can integrate third-party CTI system providers with your solution using an SAP local adapter, or a widget.

Description Related Information

Local adapter integration connects your third-party Com- Local Adapter Integration [page 396]
puter Telephony Integration (CTI) provider with SAP Cloud

for Customer using a separate application running on the

agent's computer.
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Description Related Information

Live Activity is where you integrate your third-party commu-  Widget Integration with Live Activity [page 422]
nication system provider's CTI widget. Interact with custom-

ers through real-time communication channels that may or

may not result in ticket creation.

13.3.2.1 Local Adapter Integration

Local adapter integration connects your third-party Computer Telephony Integration (CTl) provider with SAP
Cloud for Customer using a separate application running on the agent's computer.

The adapter software communicates with the agent's desk phone and displays a call window in the solution.
Every agent must download the CTI Adapter application to their local system. The CTl adapter software is
available in SAP Cloud for Customer under Downloads.

The adapter application provides an empty method that partners can fill with their end point (the number
where a call is placed or received). Every inbound or outbound call is routed to the end point defined by

your communication system partner. Adapter-based integration is a reliable and tested method for telephony
integration with SAP Cloud for Customer.

| Restriction

Local adapter integration is not compatible with virtual desktops.

13.3.2.1.1 Prerequisites

These items are required to integrate your CTl solution to SAP Cloud for Customer.

Supported Operating Microsoft Windows Vista or later

System
CIien.t-Si.de Only client-side Integration is supported so you must have a client-side application to
Application communicate via the built in adapter.
Agents using the CTl solution must have this client-side application running on their
desktop.
Microsoft® Visual In order to enable the outbound call feature, you need to use Microsoft® Visual Studio
Studio to edit the CTI Connector project.
SAP Cloud for The adapter must be installed and run on each agent's desktop.
Customer CTlI Client
Adapter The installation file for the CTI Client Adapter is available on the Downloads page of

SAP Cloud for Customer.
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i Note

If you want to use the https protocol to connect to your CTl client, you must start
the adapter with administrator rights (right-click and select run as administrator).

If you are not using https, you can start the adapter normally.

SAP Service Access to SAP Service Marketplace is required to download the CTI Connector project
Marketplace used for enabling outbound calls.
i Note

Access restrictions for Live Activity are determined from the Queue workcenter. Therefore any user or role
assigned Live Activity must also be assigned Queue.

13.3.2.1.2 Architecture

A high level overview of the architecture that allows CTl integration with SAP Cloud for Customer.

Inbound calls are achieved using a parameterized URL that your client-side application passes to the SAP
Cloud for Customer CTI Client Adapter. This allows the call attached data to display in the Live Activity pane in
the solution.

Outbound calls are achieved by using a DLL which passes the dial out phone number from SAP Cloud for
Customer to your CTl solution and in which you have included the necessary dial-out logic.

The architecture of the completed integration is modeled in the following diagram.
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SAP Cloud for Customer CTI Integration Architecture

13.3.2.1.3 Enable Inbound Calls

URL parameters required to enable inbound phone calls.

Inbound call integration uses a parameterized URL call from the CTI desktop client to the SAP Cloud for
Customer CTI Client Adapter to pass information like the ANI, DNIS, and CAD to the solution.

The URL is: http://localhost:36729/7
CID=<cid>&ANI=<phonenum>&DNI1S=<phonenum2>&<cadl=xxxx&cad2=yyyy>.

Additional parameters can be added to the URL so that extra information can be passed to SAP Cloud for
Customer.

The following table lists the parameter names and the information each parameter contains:
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Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search
Type CALL
CHAT
Defaults to CALL if no parameter speci-
fied.
CID The client ID.
This is mandatory value.
i Note
Supported values are cur-
rently limited to: BCM1234,
AVAYA5678, CISCO9876, GEN8923
(Genesys), SIE5281 (Siemens). Use
CID=BCM1234 for other providers.
ANI The caller's number v
DNIS The number dialed
BP The caller's account ID v
TicketID The ID of a ticket associated with the v
call
SerialNo A registered product serial number v
Email Caller's e-mail address v

ExternalReferencelD

Unique call ID in the CTl system

ExternalOriginalReferencelD

Original Reference ID of the call being
transferred

EventType

Supported Values:
INBOUND
OUTBOUND
UPDATEACTIVITY
TRANSFER

Custom_1-4

Four fields you can use to pass any
other call data

ActivityUUID

Phone call activity UUID (if available).
Available after UPDATEACTIVITY

event is triggered by click-to-call action.
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Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search
Transcript Chat transcript passed back to system
once chat is ended
i Note

All of these parameters are included in the following extension spot, available in the SDK:
ES_COD_CTI_CALL_HANDLING

Your customer requires that the following data is passed from your CTI solution to their SAP solution:

ANI (Dialing From): 408-361-3611 External ID: 56432156787890
Number Dialed: 1-800-455-5555 Custom_1: valuel
AccountID 1000655 Custom_2: value2
Serial Number XY234567T Custom_3: value3
TicketID 8003456 Custom_4: value4

You would enter the following URL:

http://localhost:36729/7
CID=BCM1234&AN1=408-361-3611&DN1S=1-800-455-5555&BP=1000655&SerialNo=XY234567T&Tick
etID=8003456&

ExternalReferencelD=56432156787890&Custom_1=valuel&Custom 2=value2&Custom 3=valu31l&
Custom_4=value4.

Example

Example of C# code to send a parameterized call to SAP Cloud for Customer:

urlparaml =
“AN1=408-361-3611&DN1S=1-800-455-55558&BP=1000655&Ser ialNo=XY234567T&T icket1D=8003
456&Type=CALL&EventType=INBOUND”’;

urlparam2 = urlparaml +
ExternalReferencelD=56432156787890&Custom_l=valuel&Custom_2=value2&Custom 3=valu3
1&Custom_4=value4d”;

“url = http://localhost:36729/?CID=BCM1234&” + urlparam2;

HttpWebRequest webReq = (HttpWebRequest)WebRequest.Create(url);

HttpWebResponse WebResp = (HttpWebRequest)webReq.GetResponse();

In this example, Urlparam is split into multiple strings only for better readability.
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13.3.2.1.4 Enable Outbound Calls

How to build your DLL file to enable outbound phone calls.

Context

To enable outbound calls, the SAP Cloud for Customer CTI Client Adapter uses the DLL,

CODCTIConnector .dl 1, which contains a method for handling outbound calls. You must build your own DLL
and in it specify your dial-out logic.

In order to facilitate this process, SAP provides the Microsoft Visual Studio project, CTl Connector. This project

contains the class, OutboundCallHandler, which contains the method, dialOut. The phone number to dial is
passed from the solution (when an agent initiates a call via Live Activity) as the parameter for the method.

To enable outbound phone calls, perform the following steps:

Procedure

1. Download the CTI Connector project from the Help Portal product page here: https://help.sap.com/
http.svc/rc/67be88deObdd4e53b662fae4f15a2b81/1805/en-US/SAPCACCTIConnectorSetup.zip and
install it.

2. Open the project in Microsoft Visual Studio.

3. Add the logic in the dialOut method to pass the phone number to the CTI solution (see the following
example for details).

4. Build the DLL and deploy it in CTI Client Adapter file structure.

To deploy the DLL, copy the DLL to C:\Program Files (x86)\SAP\SAP Cloud for Customer CTI

Client

5. Restart the adapter.

OutboundCal IHandler .cs:

using
using
using
using
using
using

System;

System
System
System
System
System

.Collections.Generic;
_Ling;

. Text;

_10;

-Runtime. InteropServices;

namespace SAP._COD.CTI.Connector

public class OutboundCallHandler

{

Logger logutil;
//Add constructor to initiate logging
public OutboundCallHandler()

logutil = new Logger();

ks
//Destructor
~OutboundCal IHandler()

{
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logutil .Close();
}
public bool dialOut(string dialData)

logutil .writeLog(“Dialed number:” + dialData);
//Add the logic to connect to the CTl system here
return true;

}
3

}
>>> MISSING TARGET TEXT FOR TEXT-ID: "XTXT_ally SPExampleEnd® <<<
Top of Page

13.3.2.1.5 Implement Outbound Calls in Fiori client Via CTI
Adapter

This feature lets you implement and enable the outbound calling feature in SAP Cloud for Customer.

Prerequisites

Ensure Live Activity Center configuration has appropriate settings for the provider. The provider type should be
CTI Adapter and provider URL field should be left blank.

Context

These instructions are pertinent to customers who have integrated using CTl adapter. (Customers using their
own call system need not follow these steps). Follow these steps to enable the Click to Call feature in the Fiori
client via CTl adapter.

Procedure

1. Uninstall the current version of CTI Adapter installed on your machine.

2. Download and install the latest SAP CTI Adapter from the Download section.

An older version of CTI Adapter (prior to May 2018 release) will not work with Fiori client.

3. Download the CTI Connector project from https://help.sap.com/http.svc/rc/
67be88deObdd4e53b662faedf15a2b81/1805/en-US/SAPCACCTIConnectorSetup.zip on the Help Portal.

4. Extract the zip file and import the project to Microsoft Visual Studio.

5. Open file OutboundCallHandler.cs and add the logic in the dialOut method to pass the phone number and
context information to the CTI solution.

6. Next, save the file and build the project to generate a new SAPCODCTIConnector.dll file.
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7. Once the SAPCODCTIConnector.dll file is generated, copy the DLL to: C:\Program Files
(xX86)\SAP\SAP Cloud for Customer CTI Clienttodeploythe DLL.

8. Restart the adapter.

13.3.2.1.6 Create a Security Certificate for HTTPS-Enabled
Computer Telephony Integration (CTI)

You can enable HTTPS security for outbound phone calls made from your solution. To fully enable this feature,
you need to create a security certificate. This example uses Windows PowerShell.

Context

To make outbound calls, you must have a CTI provider such as Sinch Contact Center (previously SAP Contact
Center) or other third-party product.

After you complete this process, users will be able to call customers directly from the solution without having
to navigate to another system.

Follow these steps to create a security authority and a security certificate from Windows PowerShell.

Procedure

1. Create aroot certificate authority by opening PowerShell and entering the following commands
(replacing CODCTI Authority with your desired name):

New-SelfSignedCertificate -DnsName "CN=CODCTI Authority' -CertStorelLocation
"Cert:\LocalMachine\Root"™ -KeyAlgorithm RSA -KeylLength 2048 -HashAlgorithm
SHA256 -NotAfter (Get-Date).AddYears(10)

2. Create a server certificate signed by the previously created authority with these commands, again
replacing CODCTI Authority with your desired name.

These commands generate a server certificate for localhost.

$rootCert = Get-Item -Path "Cert:\LocalMachine\Root\CODCTI Authority"
$cert = New-SelfSignedCertificate -DnsName "localhost™ -CertStorelLocation
"Cert:\LocalMachine\My" -Signer $rootCert -KeyAlgorithm RSA -KeyLength 2048
-HashAlgorithm SHA256 -NotAfter (Get-Date).AddYears(l)

3. Configure the SSL binding using the generated certificate.

In the following commands, replace $port with your desired port, $certThumbprint with the thumbprint of
the server certificate (which you can find using the certificate manager), and $appld with the appid of the
CTI Client Adapter.

$certThumbprint = $cert.Thumbprint
$appld = "{7e46cd40-39c6-4813-b414-019ad22e55b2}"
$port = 36731
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netsh http add sslcert ipport=0.0.0.0:$port certhash=$certThumbprint
appid=$appld

13.3.2.1.7 Live Activity - Chat Integration

If you are using a computer telephony integration (CTI) solution with SAP Cloud for Customer, you can enable
chat integration in the Live Activity pane.

Integration with CTI Partner

The Live Activity pane provides capabilities to identify the customer by email address. Live Activity works
with integration software running locally on the agent’s desktop. The SAP Cloud for Customer CTI Adapter
software acts as an adapter which communicates information to the Live Activity pane. You can download the
adapter from the Download area within SAP Cloud for Customer.

The CTI Adapter runs a local server on the agent'’s system. This acts as a communication bridge with external
CTl solutions. Posting information to CTI Adapter pushes information to Live Activity pane.

Incoming Chat Integration

A localhost GET/POST request is used to provide information to an agent about an incoming chat.
Example of a localhost get request:

http://l1ocalhost:36729/?
Type=CHAT&CID=BCM1234&EventType=INBOUND&Emai l=example@example.com&ExternalReference
1D=12345678

Chat Wrap up and Passing Transcript

A localhost GET/POST request can also be used after the chat has ended to post the chat transcript.
Example GET request to post a transcript:

http://localhost:36729/7
Type=CHAT&CI1D=BCM1234&EventType=UPDATEACTIVITY&Action=END&Emai l=example@example.com
&ExternalReferencelD=12345678&Transcript=<chat message transcript>

Fields Used with CTI Adapter

The following fields can be passed to the CTl adapter with the GET request:
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Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search
Type CALL
CHAT
Defaults to CALL if no parameter speci-
fied.
CID The client ID.
This is mandatory value.
i Note
Supported values are cur-
rently limited to: BCM1234,
AVAYA5678, CISCO9876, GEN8923
(Genesys), SIE5281 (Siemens). Use
CID=BCM1234 for other providers.
ANI The caller's number v
DNIS The number dialed
BP The caller's account ID v
TicketID The ID of a ticket associated with the v
call
SerialNo A registered product serial number v
Email Caller's e-mail address v

ExternalReferencelD

Unique call ID in the CTl system

ExternalOriginalReferencelD

Original Reference ID of the call being
transferred

EventType

Supported Values:
INBOUND
OUTBOUND
UPDATEACTIVITY
TRANSFER

Custom_1-4

Four fields you can use to pass any
other call data

ActivityUUID

Phone call activity UUID (if available).
Available after UPDATEACTIVITY

event is triggered by click-to-call action.
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Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search

Transcript Chat transcript passed back to system
once chat is ended

13.3.2.1.8 Simulate CTI Call

Simulate an incoming call in Live Activity with the SAP Cloud for Customer CTI Client Adapter.

Prerequisites

* Download, install, and launch the SAP Cloud for Customer CTI Client Adapter.
* Logonto SAP Cloud for Customer and open Live Activity.

Context

Use the CTI Client Adapter to simulate an inbound phone call to test the connection to Live Activity.

Procedure

Open the SAP Cloud for Customer CTI Client Adapter window on your computer.
Choose Simulate.
Enter the information you want to use for the inbound call or chat in the SIMULATION window.

Choose Simulate to simulate an inbound phone call.

A owopoe

Results

The information you entered in the simulation window appears in Live Activity as an incoming phone call.
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13.3.3 Set Up Inbound Call Handling

SAP Cloud for Customer does not have a native Computer Telephony Integration (CTI) capability; instead is
able to integrate to other CTl solutions to support service processes.

i Note

Scope phone as a communication channel via business configuration to use the phone call feature.

The CTI Client sends phone activity and attached data captured via IVR to our solution in the Live Activity
screen via CTI Client adapter.

Live Activity feature looks up the customer or ticket using the data received and creates a new customer or
ticket. In the incoming phone activity display window you are able to accept, reject, end, or transfer calls via CTI
Client provided by the CTI vendor.

13.3.3.1 Enable Phone as a Communication Channel

The administrator must enable phone as a communication channel via business configuration to use the call
feature in our solution.

Go to |» Business Configuration ¥ First Implementation j» Edit Project Scope ¥ Service » Customer Care

Service Request Management Questions 2, and select the question: Do you want to support Computer
Telephony Integration (CTI)?

13.3.3.2 Enable Inbound Calls

URL parameters required to enable inbound phone calls.

Inbound call integration uses a parameterized URL call from the CTI desktop client to the SAP Cloud for
Customer CTI Client Adapter to pass information like the ANI, DNIS, and CAD to the solution.

The URL is: http://localhost:36729/7
CID=<cid>&ANI=<phonenum>&DNI1S=<phonenum2>&<cadl=xxxx&cad2=yyyy>.

Additional parameters can be added to the URL so that extra information can be passed to SAP Cloud for
Customer.

The following table lists the parameter names and the information each parameter contains:
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Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search
Type CALL
CHAT
Defaults to CALL if no parameter speci-
fied.
CID The client ID.
This is mandatory value.
i Note
Supported values are cur-
rently limited to: BCM1234,
AVAYA5678, CISCO9876, GEN8923
(Genesys), SIE5281 (Siemens). Use
CID=BCM1234 for other providers.
ANI The caller's number v
DNIS The number dialed
BP The caller's account ID v
TicketID The ID of a ticket associated with the v
call
SerialNo A registered product serial number v
Email Caller's e-mail address v

ExternalReferencelD

Unique call ID in the CTl system

ExternalOriginalReferencelD

Original Reference ID of the call being
transferred

EventType

Supported Values:
INBOUND
OUTBOUND
UPDATEACTIVITY
TRANSFER

Custom_1-4

Four fields you can use to pass any
other call data

ActivityUUID

Phone call activity UUID (if available).
Available after UPDATEACTIVITY

event is triggered by click-to-call action.
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Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search
Transcript Chat transcript passed back to system
once chat is ended
i Note

All of these parameters are included in the following extension spot, available in the SDK:
ES_COD_CTI_CALL_HANDLING

Your customer requires that the following data is passed from your CTI solution to their SAP solution:

ANI (Dialing From): 408-361-3611 External ID: 56432156787890
Number Dialed: 1-800-455-5555 Custom_1: valuel
AccountID 1000655 Custom_2: value2
Serial Number XY234567T Custom_3: value3
TicketID 8003456 Custom_4: value4

You would enter the following URL:

http://localhost:36729/7
CID=BCM1234&AN1=408-361-3611&DN1S=1-800-455-5555&BP=1000655&SerialNo=XY234567T&Tick
etID=8003456&

ExternalReferencelD=56432156787890&Custom_1=valuel&Custom 2=value2&Custom 3=valu31l&
Custom_4=value4.

Example

Example of C# code to send a parameterized call to SAP Cloud for Customer:

urlparaml =
“AN1=408-361-3611&DN1S=1-800-455-55558&BP=1000655&Ser ialNo=XY234567T&T icket1D=8003
456&Type=CALL&EventType=INBOUND”’;

urlparam2 = urlparaml +
ExternalReferencelD=56432156787890&Custom_l=valuel&Custom_2=value2&Custom 3=valu3
1&Custom_4=value4d”;

“url = http://localhost:36729/?CID=BCM1234&” + urlparam2;

HttpWebRequest webReq = (HttpWebRequest)WebRequest.Create(url);

HttpWebResponse WebResp = (HttpWebRequest)webReq.GetResponse();

In this example, Urlparam is split into multiple strings only for better readability.
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13.3.3.3 Context Parameters for Incoming Calls

With an incoming phone call, call information is passed to our solution based on certain parameters.

When you click on the incoming call display window, our solution displays the Live Activity Center window with
associated information for that incoming phone number.

In our solution, an incoming call information is passed based on ANI (incoming phone number), Search for
Business Partners such as: Contact, Account, and Individual Customers.

Solution search could identify a unique customer, multiple customers, or may not identify any customer at all.

The following list displays the various parameters passed from the CTIl Adapter or Widget for an incoming
call. The system would either call all the properties (mentioned below), or a subset depending on parameters

maintained in the adapter or widget.

Can Be Enabled for Default Live Activ-

Parameter Description ity Center Search
Type CALL
CHAT
Defaults to CALL if no parameter speci-
fied.
CID The client ID.
This is mandatory value.
i Note
Supported values are cur-
rently limited to: BCM1234,
AVAYA5678, CISCO9876, GEN8923
(Genesys), SIE5281 (Siemens). Use
CID=BCM1234 for other providers.
ANI The caller's number v
DNIS The number dialed
BP The caller's account ID v
TicketlD The ID of a ticket associated with the v
call
SerialNo A registered product serial number v
Email Caller's e-mail address v

ExternalReferencelD

Unique call ID in the CTl system
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Can Be Enabled for Default Live Activ-
Parameter Description ity Center Search

ExternalOriginalReferencelD Original Reference ID of the call being
transferred

EventType Supported Values:
INBOUND
OUTBOUND
UPDATEACTIVITY
TRANSFER

Custom_1-4 Four fields you can use to pass any
other call data

Phone call activity UUID (if available).

ActivityUUID
Available after UPDATEACTIVITY
event is triggered by click-to-call action.
Transcript Chat transcript passed back to system

once chat is ended

»» Example

The following is a sample of the incoming call payload:
<?xml version='1.0" encoding="utf-8' 7>

<payload>

<ANI>PHONENUMBER</ANI>
<TicketID>TICKETID</TicketID>
<ExternalReferencelD>EXTERNALREFID</ExternalReferencelD>
<Serial>SERIALID</Serial>
<DNIS>DIALLEDNUMBER</DNIS>
<BP>BPID</BP>
<Custom_1>CUSTOM1</Custom_1>
<Custom_2>CUSTOM2</Custom_2>
<Custom_3>CUSTOM3</Custom_3>
<Custom_4>CUSTOM4</Custom_4>

</payload>
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13.3.3.4 Configure Dimensions for Live Activity Display
Window

You can configure the size of the phone activity display window in the Live Activity tab.

Configure the phone activity display window dimensions so you are able to see all displayed information
without using scroll bars.

Required Configuration: Go to |» Administration » Service and Social » Communication Channels ¥ Live

Activity Configuration 3, and set the appropriate height and width in the Provider Control Dimensions section.

13.3.3.5 Simulate CTI Call

Simulate an incoming call in Live Activity with the SAP Cloud for Customer CTI Client Adapter.

Prerequisites

¢ Download, install, and launch the SAP Cloud for Customer CTI Client Adapter.
* Logonto SAP Cloud for Customer and open Live Activity.

Context

Use the CTI Client Adapter to simulate an inbound phone call to test the connection to Live Activity.

Procedure

Open the SAP Cloud for Customer CTI Client Adapter window on your computer.
Choose Simulate.
Enter the information you want to use for the inbound call or chat in the SIMULATION window.

Choose Simulate to simulate an inbound phone call.

A owopoe

Results

The information you entered in the simulation window appears in Live Activity as an incoming phone call.
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13.3.3.6 Warm Transfer for Computer Telephony Integration
(CTI)

A warm transfer consists of an incoming or outgoing call that gets transferred to other consecutive agents. The
persistent unique Original External ID, and incremental External IDs for each transfer identifies a warm transfer.
Read on to know more about a typical warm transfer scenario.

Warm Transfer Scenario

An agent receives a call from a customer. The system identifies the customer based on the phone number, and
is also able to associate it to the related ticket. The agent is unable to help the customer and transfers the call
to Agent 2 after adding notes to the call activity.

Agent 2, receives the call, and can see the notes added by the first agent, the confirmed customer, and linked
ticket in the Live Activity center. Unable to help the customer, Agent 2 takes additional notes and transfers the
call to a third agent.

Agent 3 receives the call and is able to see the call context from Agent 2 and Agent 1 in theLive Activity screen.
Agent 3 handles the call and helps the customer.

A warm transfer can pass the following context information:

* confirmed caller
®* notes
* linked ticket

A warm transfer has a unique Original External ID, which remains constant through all the transfers. However,
the External ID for each consecutive transfer changes. The Original External ID associates the transfers to the
original call.

i Note

Update CTl vendor integration with our solution to be able to pass additional information.

You can view the entire warm transfer flow in the Document Flow tab.

13.3.3.7 Ticket Assighment Notification

If your organization assigns tickets with an external system you can also receive assignment notifications in the
same way as incoming call notifications.

Organizations that assign tickets with an external system can use an API call to send a notification message to
the assignee.

Notification works with both CTI Adapter integration or third-party widget integration in the same way as a call
or chat is integrated with Live Activity.

When you assign a ticket with notification, the Live Activity notification popup opens displaying the Ticket ID.
When you click the pop-up, the ticket detail view opens for the corresponding ticket.

Solution Guide for SAP Service Cloud
Set Up and Configure Communication Channels PUBLIC 413



Ticket Assignment Notification Signature Parameters

Parameter Details

Type Value is NOTIFICATION for push routing.

ObjectID Object ID being pushed (assigned). The ticket ID. Prerequi-
site: This object must already exist in the system.

ObjectUUID Used for navigation

EventType Is Push since the ticket is pushed to an agent.

ThingType Used for navigation

Text Define a length. Optional parameter.

If not provided, default is New Notification

Examples of the signature in XML and JSON

=, Sample Code
XML

<?xml version="1.0" encoding="UTF-8"?>
<payload>

<Type>Notification</Type>
<ObjectID>0ObjectID</ObjectiD>
<ObjectUUID>0ObjectUUID</0ObjectUUID>
<EventType>Push</EventType>
<ThingType>ThingType of the object</ThingType>
</payload>

=, Sample Code

JSON
{
“"payload”: {
“"Type': "NOTIFICATION",
"ObjectID": "OBJECTID",
"ObjectUUID™ : "UUID of the Object™
"EventType":""Push",
"ThingType': "Thing Type of the object"
3
3
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13.3.4 Set Up Outbound Call Handling (Click-to-Call)

You can make a phone call from any screen within our solution with the click of a mouse. With CTl integration
enabled, outbound calls also create a phone activity linked to the call.

o Example

If the call is made from |» Ticket » Customer i phone number, the phone activity is linked to the
corresponding Ticket and Customer.

With CTl integration enabled when making the outbound call, the system can track and link the call with related
information for that phone number.

o Example
Related information could be a ticket, an account, contact, customer, or lead.
To display the Live Activity Center screen and search for related objects during the call, click the call status

window (displays during a call).

i Note

This feature is available in SAP Fiori Client only.

- Remember

* You must have the Live Activity work center assigned to you.
* Enable CTl integration.

If your system lacks CTl integration, clicking a phone number dials out using your operating system's default
phone channel (for example, Skype on Windows OS). Automatic activity generation and linking requires CTI
integration.

13.3.4.1 Enable Phone as a Communication Channel
The administrator must enable phone as a communication channel via business configuration to use the call
feature in our solution.

Go to|jr Business Configuration » First Implementation » Edit Project Scope » Service » Customer Care

Service Request Management Questions 2, and select the question: Do you want to support Computer
Telephony Integration (CTI)?

13.3.4.2 Click-to-Call in Fiori Client Via CTI Adapter

You can easily make outgoing phone calls from your system using the Click-to-Call feature via CTl integration.

Use the Click to Call feature in any of the following ways:
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¢ Click phone number in a ticket to initiate phone call via CTI
From the Overview tab of a ticket, under the Customer section, click a phone number to place a call.

¢ Click the phone call status display to bring up the Live Activity Center screen that displays context of the
call and the associated ticket.
You can search using any or all available categories. These categories are available as search parameters
from the Live Activity Center tab as well.

i Note

You can add custom search categories via configuration.

*  When you click the phone number to initiate a call, the system creates the phone call activity with the ticket
reference and the business partner as the participant to the activity.
All this information is created and auto-populated in the Live Activity Center screen's Call Information
section.

i Note

You must have the Live Activity Center assigned to use the Click to Call feature. This feature is available only
in the Fiori Client.

13.3.4.3 Implement Outbound Calls in Fiori client Via CTI
Adapter

This feature lets you implement and enable the outbound calling feature in SAP Cloud for Customer.

Prerequisites

Ensure Live Activity Center configuration has appropriate settings for the provider. The provider type should be
CTI Adapter and provider URL field should be left blank.

Context

These instructions are pertinent to customers who have integrated using CTl adapter. (Customers using their
own call system need not follow these steps). Follow these steps to enable the Click to Call feature in the Fiori
client via CTl adapter.

Procedure

1. Uninstall the current version of CTI Adapter installed on your machine.
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2. Download and install the latest SAP CTI Adapter from the Download section.

An older version of CTIl Adapter (prior to May 2018 release) will not work with Fiori client.

3. Download the CTI Connector project from https://help.sap.com/http.svc/rc/
67be88deObdd4e53b662faedf15a2b81/1805/en-US/SAPCACCTIConnectorSetup.zip on the Help Portal.

4. Extract the zip file and import the project to Microsoft Visual Studio.

5. Open file OutboundCallHandler.cs and add the logic in the dialOut method to pass the phone number and
context information to the CTl solution.

6. Next, save the file and build the project to generate a new SAPCODCTIConnector.dll file.

Once the SAPCODCTIConnector.dll file is generated, copy the DLL to: C:\Program Files
(xX86)\SAP\SAP Cloud for Customer CTI Clienttodeploythe DLL.

8. Restart the adapter.

13.3.4.4 Configure Dimensions for Live Activity Display
Window

You can configure the size of the phone activity display window in the Live Activity tab.

Configure the phone activity display window dimensions so you are able to see all displayed information
without using scroll bars.

Required Configuration: Go to | Administration j Service and Social » Communication Channels ¥ Live
Activity Configuration 3, and set the appropriate height and width in the Provider Control Dimensions section.

13.3.4.5 Context Parameters for Outbound Calls

When you make a phone call from the solution, the system triggers several context parameters related to the
phone number that is passed to the Live Activity Center. The Live Activity Center in turn creates a phone call
activity for this outbound call and also passes this information to the CTl adapter or third party widget (based
on which one you've integrated to), embedded in the call display window. This context is used to track the
phone activity and link it to call details such as the call transcript or link to the recording.

When you make a call from a phone number within the system, it gets routed to the adapter or widget, which
has a blank method that should be configured by the partner. Based on what value the partner has configured
in the blank method, the system routes the phone call to the end point (defined by the partner). Click-to-Call
can be made with or without context.

With Context

When the partner defines the blank method, calls are made using all or a sub-set of parameters provided by
our solution (see list below). This indicates that calls are made with context.

The following list displays the various parameters passed to the CTI Adapter or Widget for a call. The system
would either call all the properties (mentioned below), or a subset. This depends on what the system is sending
which in turn is based on where the call originated.
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Context Parameters Description

BusinessPartner|D BP ID of the callee

ObjectID ID of the Object from where the call was triggered

ObjectUUID UUID of the Object from where the call was triggered

ObjectTypeCode Object Type Code from where the call was triggered

ESObjectID Enterprise Search Object ID of from where the call was trig-
gered

PhoneNumber Phone Number called

ObjectThingType Object Thing Type from where the call was triggered

IsBTDRef True if the originating object is linked to the phone call activ-
ity

Direction 