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The following is intended to outline our general product direction. It
IS Intended for information purposes only, and may not be
Incorporated into any contract.

It is not a commitment to deliver any material, code, or functionality,
and should not be relied upon in making purchasing decisions. The
development, release, and timing of any features or functionality
described for Oracle’s products remains at the sole discretion of
Oracle.
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Program Agenda

= Goals for Today

= Enterprise Manager Overview

= Application Management Strategy

= Solution Overview: Application Management Suite for Siebel
= Business Value and Key Differentiators

= Roadmap

= Customer Co-Presentation: National Government Services Siebel End-User
Management with REUI

- Q&A

ORACLE
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Goals for Today

Key Takeaways

= End-to-End Management

= End-User Monitoring with Siebel Content

= Enforcing Implementation Best Practices with Compliance
= Strong Roadmap

= Enterprise Manager 12c. Get it!

= What you can learn from NGS

ORACLE
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Enterprise Manager
Overview

o, ‘> o ,
ORACLE
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Total Cloud Control
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Complete Cloud Integrated Cloud Business-Driven Application
Lifecycle Management Stack Management Management
Self-Service IT | Simple and Automated | Business Driven >
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Application Management
Strategy

o, ‘> o
ORACLE
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. Application Management Strategy

Benefits of Vertical Integration

Applications

MiM

- Single source of truth

Applications - Uniformity and standardization
- Shorter deployment times

- Easier to manage and upgrade
- Lower cost of ownership

- Reduced change management
risk

- Improved support experience

ORACLE
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. Application Management Strategy

Enterprise Manager Framework and Fusion Apps Content

= Agents = Siebel Metrics

. Syst(_ems and = Target Organization
Services = Siebel Application

= End-User Enterprise UnmatChed Siebel Services
Monitoring Manager Application Application = Siebel Compliance

= Alerts Framework Management Content Rules and Standards

= Notifications

= Siebel configuration
= Incident Manager

and topology

= Support = Siebel Patch inventory
Workbench recommendations
= Dashboards = ..and more

= ..and more

ORACLE
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Application Management Strategy

Convergence and Coexistence

Fusion Apps

ORACLE

Enterprise Manager Cloud Control 12¢

Other
Oracle
Applications

Fusion
Middleware

‘ Enterprise Summary Fage Refeshed Sep 25,2012 216 PHPDT G
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. Application Management Strategy

Solution Portfolio for Oracle Applications
= Siebel
= Fusion Applications
= E-Business Suite
= PeopleSoft
E,\'/‘I;enrgéfre - JD Edwards
= Other Oracle Applications

[ Built-inQrations

ORACLE
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Solution Overview:
Application Management
Suite for Siebel
(AMSA4SEBL)

: ORACLE
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. Application Management Suite

Solution Overview

Application
Mangement
Suite

ORACLE
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. Application Management Suite

Discovery / App Management

Discovery /
App .. . .
Management = Target recognition & organization

= Centralization and consolidation
Target = Multi-Enterprise/Server visibility

Discovery = Ad-hoc & historical reporting

= Upstream/downstream integration

ORACLE
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Discovery and System Management
Goal: Real-Time Status of Application Targets

ORACLE Enterprise Manager Cloud Gontrol 12¢ Seeded and custom Usage Setp v Hep v | 1R KBAXTER v | Logout &

metrics

& Enterprise v (@) Targets ~ oy Favorites » @ History ~

Access all discovered
services

Historical metrics

Information Publisher Reports

Siebel Services Dashboard

Page Refreshed On Jul 9, 2012 2:55:43 PM PDT Refresh

Service Level

Service Status Performance Usage and Business Indicators  Components Contact Customer Support Identifier Last 24 Hours  Last7 Days  Last 31 Daye
. 0.00 Active Orders — .

- N 751.00 Averzge connect time.... { Contact Customer Support Identifier o A1 o

Siebel eChannel_siebel_slc01ngr.us.orade.com {r E i LT E g.gg sruar:l;z;:;%uj[:rr:erﬂ.... l@ Up e e oooeailoble 100.00% 96.41% 55.10%

P 0.00 TransactTime P 3.00 UserCount (Up) 1up Conteet  Customer Support ldentifier 100.00% 7.58% 89.15%

Siebel eService_siebel_slc01ngr.us.oracle.com unavailable mmavailable

Contact Customer Support Identifier 98.42% 86.23%
unavailable unavailable : ¢ : .

Transscr Time " 0.00 userCount

Siebel Sales Enterprise_siebel_slc01nqr.us.oracle.com

G B o

0.00 Avg CallHdITime - )
] 0.00 Transact Time E 2.00 Active SRs '\D e 0.00% 20.12% 41.28%

Siebel Universal Agent_siebel_slc01nqr.us.oracle.com 12Up unavailable unavailable
0.00 New Activities

Contact  Customer Support Identifier
unavailable unavailable

e
2
=]
=
=
®
=
o
@
i
=
]
~
=
o
o
c}
B

Siebel Mobile Connector_siebel_slc01ngr.us.oracle.com Transact Time [ o.00 userCount 86.38%

Legend

Drill down into underlying

Seeded and custom Components

Performance metrics
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. Discovery and System Management

Goal: Real-Time Status of Application Targets

ORACLE Enterprise Manager Cloud Control 12¢ Hep » ©

Help

Refresh

Target Type ‘ Incidents |
% 01 0
Setabese st Default Dashboard o0 0 0
Orade Home 00 o
stener *Targets Grouped by Type v o oo
Siebel Component 1 2 0
Scbel Dtcboce Recostary *Show alerts s
Siebel Gateway Server 00 0

Incidents @1 )z Jo Mo
Seuarity"rargat Type Last Updated-e |5|ams|5ummary |Esalated|0wner ‘LatestCummEnt

J

Task Utiization is {Incident created by rule (Name = Incident management Ruleset for all targets, Inddent creation Rule for metric

alerts.; Owner =).) on Jul 9, 2012 7:24:40 PM GMT

Siebel Component Jul 8, 2012 3:09:41FM New No <SYSTEM>

critical (90) threshold.

- ) L o . Task Utiization is 100%, crossed warning (80) or (Incident created by rule (Name = Incident management Ruleset for all targets, Inddent creation Rule for metric
SCBroker Svstem serverd siebel .com Siebel Componient Jul 5, 2012 3:47:52AM  New 7 " No SYSTEM> iorte » uner = ).) on Jul 5, 2012 10:47:52 AM GHT

il zation is 100%, crossed warning (80) i = Indi i i i

SChroker System server? siebel S0 1ngr.us,orade,com Siebel Component 1 4, 2012 1:23:44FM | New | LoSidllzation’s 100%, rossed warning (80)or cvsem ‘Inddent created by rule (Name = Incident management Ruleset for all targets, Inddent creation Rule for metric

alerts.; Owner =).) on Jul 4, 2012 8:23:44 PM GMT

aitical (90) threshold.

(Incident created by rule (Name = Incident management Ruleset for al targets, Inddent creation Rule for target

SCCObiMar enu CallCenter server? siebel slcOingr. down.; Owner =).) on Jul 4, 2012 5:15:58 PM GMT

com Siebel Component Jul 4, 2012 10:15:58 AM  New  Failed to connect to Siebel Component No <SYSTEM>

{Incident created by rule (Name = Incident management Ruleset for all targets, Indident creation rule for compliance

© © © 00 0 ¢ ¢

Host Jun 28, 2012 10:25:20 AM New <BYSTEM> Core violation; Qwner =).) on Jun 28, 2012 5:28:20 PM GMT
SvrTaskPersist SvstemAux serverl siebel slodinar.us.orade.com  Siebel Component Jun 28, 2012 8:49:14AM  New Tagli:l“)g;?[:ﬂ;;;jsf& — No <SYSTEM> gg?si%;:::f:;;ﬁiﬂ;gf;o;;?Z;t;a;;g;xm Ruleset for all targets, Inddent creation Rule for metric
SurThlCleanup SystemAu server siebel slc0inor.us.orace.com  Siebel Component Jun 25, 2012 9:06:23 AM  New Ta:k:ln,‘l‘jat:ﬂl!:ﬁg(‘ T <SYSTEM> g::i”éi::rte::;;:‘iu(:irgf;;;ng:tga;;g;’::f”t Ruleset for all targets, Inddent reation Rule for metric
SvrTaskPersist SvstemAux serverd siebel sledinar.us.orade.com  Siebel Component Jun 25, 2012 5:50:32 AM  New ;ﬂ‘zk;li,‘lf[;ﬂ!:‘jn‘?;c[ — Mo <SYSTEM>= gzﬁ:i%i::ﬁj;;;:‘iu(:?;i;;;T;;;T;:a?ﬁt Ruleset for al targets, Inddent creation Rule for metric
SyrTblCleanup Sy - ver2 sichel sl inar.us.orad Siebel Compenent Jun 25, 2012 5:50:29 AM  New Tas.lf Utilization is 100%. crossed warning (80) or No <SYSTEM> {Indident created by rule (Name = Incident management Ruleset for all targets, Inddent creation Rule for metric

tical (30) threshold.

alerts.; Owner = ).) on Jun 25, 2012 12:50:23 PM GMT

Leaend

Copyright © 1396, 2012, Orade andjor its affilates. All ights reserved. Orade s 2 registered trademark of Orade Corporation andfor its affliates. Other names may be trademarks of their respective owners.
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. Discovery and System Management

Target Organization and Hierarchy

Siebel Enterprise
|

Application
Services

Siebel
Database Workflow
Repository

Siebel Server

(Multiple) (Multiple)

Component Group
(Multiple)

Siebel
Database

Recognition of Siebel targets
Organization of Siebel targets
Inter-relationships of Siebel targets
Relationship to underlying tech stack

Component

v
v
(Multiple) v
v
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ORACLE Enterprise Manager Cloud Control 12c

@ Enterprise v (@) Targets + o E:

All Targets

7T Applications
Siebel Companent (54)
Siebel ComponenfiGroup (12)
Siebel Server (Zﬁ
Siebel Database Repository (1)
Siebel Workflow (1)
7 Groups, Systems and Services
Siebel Functional Components (2)
Siebel Key Components (2)
Group (1)
Siebel Agaregate Service (1)
Siebel Application Service (High Interactivity) (1)
Siebel Application Service (Standard Interactivity) (1)
Siebel Call Center Service (1)
Siebel ESales Service (1)
Siebel Enterprise (1)
Siebel Sales Service (1)
 Internal
Beacon (1)
U (78)
Down (3)
nfa (2)

8.1.1[21111] ENU (58)

'/ Line of Business

more

Filter by Target Type,
Status, Version, and

. Discovery and System Management

Goal: Advanced Filtering and Identification Capabilities

Semp(Customize-able columns

for easier identification
— — |

2012 10:12:18 AM PDT

SaveSearch | Saved Searches ~

TargetName TTarget Type | Target status ITarget Version Comment |contact ]
Remote_server1_siebel_sic1ngr.us.orade.com Siebel Component Group & 8.11[21111] ENU -
RepAgent_Remote_server1_siebel_sicOingr.us.orade.com Siebel Componznt < 8.1.1[21111] ENJ

Sales_server1_siebel_sicO1nar.us.orade.com Siebel Component Group < 8.1.1[21111] ENJ

SCBroker_System_server 1_siebel_slcd ingr.us.oracle. com Siebel Componznt < 8.1.1[21111] ENJ

SCBroker_System_server2_siebel_slcd nar.us.orade.com Siebel Componznt < 8.1.1[21111] ENU

SCCObjMgr_enu_CallCenter_server1_siebel_sicd ingr.us.oradle. com Siebel Component i 8.1.1[21111] ENU

SCCObjMgr_enu_CallCenter_server2_siebel_slicd ingr.us.oradle. com Siebel Component L) 8.1.1[21111] ENU

server1_siebel_sleD Ingr.us.arace.com Siebel Server i 8.1.1[21111] ENU

server1_siebel_sleD Ingr.us.arade. com Functional_Component Siebel Functional Components i

server1_siebel_sicD 1ngr.us.orade. com Key_Component Sisbel Key Components L

serverz_siebel_sle0 nqr.us.oracle.com Siebel server i 8.1.1[21111] ENU | |
server2_siehel_sic0 1nqr.us. orade. com Functional_Component Siebel Functional Components i

server2_siebel_sic0 Inr.us.orade.com Key_Component Siebel Key Components &

ServerMgr_System_server 1_siebel_sicO1ngr.us.orade.com Siebel Component & 8.1.1[21111] ENU

ServerMgr_System_server2_siebel_sicOingr.us.orade.com Siebel Component & 8.1.1[21111] ENU

jswebe\
‘Siebel eChanne_siebel_sicdngr.us.arade.com
Siebel eService_siebel_skdngr.us.aradk.com
Siebel IDC Beacon
Siebel Mabile Connector_siebel_slcoingr.us.orade.com
Siebel Sales Enterprise_siebel_slc0ngr.us.orade.com
Siebel Universal Agent_siebel_sicd 1ngr.us.oradle.com
siebel_slc01nar.us.orade.com
siebel_slcD1ngr.us.orade.com_Aggregate Service
SMCObjMar_enu_Sales_server1_siebel_sicD1ingr.us.orade.com
SMQReceiver_EAI_serveri_siebel_sicdingr.us.oracke.com
SREroker_System_serveri_siebel_slcOingr.us.oracke.com

Group
Siebel ESales Servica

Siebel Application Service (Standard Ir
Beacon

siebel Application Service (High Intera
Siebel Sales Service

Siebel Call Center Service

Siebel Enterprise

Siebel Aggregate Service

Siebel Component

Siebel Componant

Sibel Componant

2
G

P

2
G

.1[21111] ENU
.1[21111] ENU
\1[21111] ENU

Values can be populated
in the Properties section

1
1
1
.11 [21111] ENU
1
1
1

D D4

em (1) SRBroker_System_server2_sisbel_slc0 Ingr.us orade.com Siebel Component
SRProc_SystemAux_server 1_siebel_slcD ingr.us.orade.com siebel Component L1[21111] ENU for each Tarqet
x86_64 (50) SRProc_SystemAux_server2_siebel_slc0 1ngr.us.orade.com Siebel Component .1[21111] ENU T
1636 (21) SSEChjMgr_enu_Sales_server 1_siebel_sic0 Ingr.us.oracle.com Siebel Component .1[21111] ENU -
LIS - - = R
Linax (71) -
Columns Hidden 6 Targets Not Configured 1 | Targets Found 83
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. Discovery and System Management

Siebel Enterprise Homepage

Home Charts

Extended Infrastructure Targets

ORACLE Enterprise Manager Cloud Control 12 Access Setup v Hep~ | 2 KBAXTER | Logout O
W Enterprise v (@) Targets = i Favorites ~ @ History = advanced SAR M Search Target Name + +
siebel_sic1nqr.us.orack.com & functionality Diagnostics
(%] siebel Enterprise + =
% = Page Refreshed Jul 5, 2012 3:16:48 PM PDT Refresh | Launch Enterprise Dashboard | Launch Service Dashboard
Home [ Charts  Extended Infrastructure Targets lSerVEr Components | Diagnostics ~ Event Lag
Alerts Application Services Server Components
Alert History | Down { Siebel Universal Agent_siebel_sicOingr.us.orade.com Down SCCObMgr_enu_CallCenter_server2_siebel_slcd 1ngr.us.oradk.com
Severity | Current Last 24 hours | T & 405 Up 1 530fs54 - -
o 7 2 : Accessing Siebel
& o 0 View Seeded and Custom Dashboards
Total 7 2 d d d
charts and extended Targets
Siebel Servers
Top Server Components By Tasks ‘
Name Status | Most Utiized Siebel File System (%) CPU Utiization (%) Memary Utlization (%) | Name Running Tasks Max. Alowed Tssks |
SvrTaskPersist_SystemAus_server 1_sicbel_slcd Ingr.us.oradie.com 1 1
server1_siebel_slcd ingr.us oracle com 4 mm % 0 u 15 SurThiCleanup_SystemAux_server1_siebel_slcd ingr.us.oracle.com 1 1
SCBroker_System_serverl_sicbel_slcd Ingr.us.cradk. com 1 1
SurThiCleanup_SystemAux_server2_siebel_slcd ingr.us.orade.com 1 1
server2_siebel_slcd ingr.us.oracle com 0 m 14.5 SvrTaskPersist_SystemAus_server2_sicbel_slc0 Ingr.us.oradke.com 1 1
5CBroker_System_server2_siebel_sicd Inqr.us.oracle.com 1 1
Extended Infrastructure Targets General
All 3 Extended Infrastructure targets are up. Gateway slc0ingr.us.orade.com

Workflow WorkFlow_siebel_sic0ingr.us.orade.com
Last Updated NA
Update Now ‘

Refresh Targets in the
Siebel Enterprise
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. Discovery and System

Siebel Server Homepage

Management

ORACLE Enterprise Manager Cloud Control 12¢

s v (@ History =

& serverl_siebel_slcO1nqr.us.oracle.com @
e+ e Access advanced
L functionality

@@ Enterprise = (@) Targets = iy Favor

Home | Charts
General
Enterprise  siebel_sicd inqr.us.orade.com Shut Down fI m
Host  slc01ngr.us.orade.com Key e SySte
Gateway  skc01ngr.us.orade.com {7

usage details

Install Location  fscratch/work;siebel/siebsrvr

File System Usage Details

Setup * Help v 'L KBAXTER -

Logout &

Search Target Name +

[ sicoingr.us.orade.com

Page Refreshed Jul 13, 2012 1:55:36 PM PDT Refresh | <

Average Response Time

1.0
0.5

.Q

2:07 & 12 AM 3
Jul 12, 2012 13
= AygRespTime Awerage Eesponse Time

12 FM 6

Alerts

Directory | Usage (%)
Jscratehjuworksisbelfabaysrur s - 7
Jscratch/wark/siebelfsiebsrvr /enterprises siebel jserver 1/log [} 27

Jscratch/wark/siebel fsiebsrvr

(Start/Stop individual | s | e
or multiple © : °
Components

Alert History

Last 24 hours

a8\ a 0
Total 3 0

Server Components,

Pause | Resume | StartUp | ShutDown

Select All | Select None

1-100f38 [ Next 10

—/  Drill down into

Select | Component Name | Status ‘ Component Group

Running Tasks | Running MTS ‘ Max MTS |ﬁme

‘ underlying

[T]  Adminnotify_SystemAwx_server 1_siebel_sicd1ngr.us. oracle. com {}  systemAux_server1_siebel_sicO1ngr.us.orade.com 0
[T]  BusintBatchMar_EAT_server1_siebel_slcO1nar.us.oracle.com {}  EAIserveri_sishel_slcingr.us.orade.com 0
[]  BustntMar_EAT server1_siebel_sicD tngr.us.orade.com {}  EAIserveri_sishel_slcingr.us.orade.com 0
[]  customAppObjigr_enu_EAl_server1_siebel_sicOlngr.us.orade.com  {}  EAI_serverl_siebel_slc0ingr.us.orade.com o
[] obXtract Remote_servert_siebel_siciingr.us.oradle.com {}  Remote_serveri_siebel_slcO inqr.us.orade.com 0
[] EAIObjMgr_enu_EAI_server1_siebel_sicO1ngr.us.oracke.com {}  EAl_server1_siebel_slcO1ngr.us.orade.com o

E o ommutes Component groups
0 0 Sminutes and Components
0 0 0 minutes

0 0 | 0 minutes

0 0 0 minutes

0 0 | 0 minutes

m
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. Discovery and System Managemen

Topology auto-generated by
Configuration Framework

Root Cause (Top Down)
analysis

Impact (Bottom Up) analysis

Context sensitive menus via
right-mouse click on nodes

Operational and Analytical Benefits of Topology

ORACLE Enterprise Manager Cloud Control 12¢

@ Enterprise ~ @ T

siebel_slcO01ngr.us.oracle.com @
Configuration Topology

View | System Members El Customize + .

|Target Mame Target Type |AVa|Iah|\|ty|Re\ahonsh|p from Parent
7 @ siebel_slc01ngr.us.orade.com Siebel Enterprise
7 [ dbe32z Database Instance Contains
I {2y db9328_1_slcdingr Oracle Home Installed At, Installed At
5] slcoingr.us.oracle.com Host Hosted By
1~ JBLISTENER _slc0 ingr.us.oradle.com Listener Exposed By, Exposed By
I 33db9328.us.orade.com Database Systsm Contains
[5] slco1nar.us.oracle. com Host Contains

7 [@]slcd1ingr.us.orace.com Siebel Gateway Server
E slc0 1ngr.us.orade.com Host
[ @ dbstore_siebel_slc01ngr.us.orade.com Siebel Database Repository
7 [@]server1_siebel_slcOingr.us.orace.com Sigbel Server
=S @ EAI_serverl_siebel_slc01ngr.us.oracle.com Siebel Component Group
=S @ Sales_server1_siebel_slc01ngr.us,orade.com Siebel Component Group
1~ [@]Remote_server1_siebel_slcOingr.us.orade.com  Siehel Component Group
=3 @ System_server1_siebel_slc0ingr.us.orade.com  Siebel Companent Group
[ @ Workflow_server1_siebel_slc01ngr.us.orade.com Siebel Companent Group
= @ eChannel_server1_siebel_slcOingr.us.orade.com Sisbel Component Group
=S @ SystemAux_server1_siebel_slcdingr.us.orade.cc Siebel Companent Group
=S @ CallCenter_server 1_siebel_slc01ngr.us,orade.cor Siebel Component Group
=3 @ server2_siebel_slc01ngr.us.orade.com Siebel Server
7 @\"a’orkFlou\;s\ebelecU Ingr.us.oracle.com Siebel Workflow
=S @ Workflow_server1_siebel_slc0 Ingr.us.orade,com Siebel Component Group
= @ Workflow_server2_siebel_slc0 ingr.us.orade.com Sisbel Component Group
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Composite Contains
Composite Contains




. Application Management Suite

Application Performance Management (APM)

= End-user monitoring, featuring
RUEI

= End-to-End integration with User
and System Performance Reports
Session

Capture = Objective end-user performance
metrics

= Synthetic transactions
= Siebel Apps aware

ORACLE
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. Application Performance Management
Enabling End-to-End Management

* Real end-user experience
End-User Management * Monitor and filter by business KPI's

[
I |« Click outs to Enterprise Manager and Siebel

_ Diagnostics
Middleware Management

* User Performance
« Server Perfomance
I N SARM Analysis
‘- « Capture DB activity (Roadmap)
» Correlate DB session with UserlD (Roadmap)

Database Management

ORACLE
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. Application Performance Management

Complete End User Management using RUEI

= Correlate actual Siebel
app performance with
benchmark

= OOTB recognition of
Siebel Taxonomy

DQw

Page views [%a)

B satisfaction by User ID

SADMIN
MCARLSOM

ﬁﬁﬁﬁﬁﬁﬁ

. . 3
B Violations by Screen

Program

Violations

Login

Marketing Calendar

Sales Order

Marketing Segment

ERM Corporate Marketing Diept
ERM I-ﬁi

—
Dept

Contacts E

= Establish / report on
KPIs

= Capture location,
browser type, etc.

= Zero performance
overhead

= Top modules

Siebel module/Name Page views~
marketing 270
callcenter b 67
e5ervice 20
finsechannel 11

econsumer 10

kel
Hits
510
438
84
121

ORACLE
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. Discovery and System Management

Leverage Groups for Advanced Management

Svstem ritp Multiple Dashboards for ]
diff busi =
o[ ectace ifferent business ‘
[*stop [ vedrec | cos |Fsiehell wir avieic | 308 [ eser ) sumion apps | Fumon overview |+ ) ! S purposes
e pres—————— > o \_ Q Reload |
© Session origin Q@ oker Q!ﬂ‘ Bl Order Flow —- Callcenter @ Q'\B‘i
|Name 2 |value [ User Fiows Ended (42)
E &9 SBL
& Application violations 3.00 +32.00
© Application violations per page (%) 33.33 n/a
€9 end-to-end-time-p-page(ms) 5,405.89 nfa
© page-load-time(sec) 3.58 n/a
= view Performance @ie 'ﬁ‘
End to End Time per Page (ma) | Leg=nd (User Flow Exit Stap/Stap)
Product Detal - Fesmiree hew (Saies)” S coar . A
A o S T . Elee tosales araer Slebel A S-S ec|f|c
Home P2 GELTAEAR { Borser overven
Home Page iew (SCW!
e @ ] rﬂ‘ Media Calendar - CEmpalgr};:ﬂ%ﬁGm Ctélcénd;lr : Content
= - Program Lead B Satisfaction p/user _
|userip/10 | Page Views~ Hits| | Product Catalog Category Detail View (FINS eoales) ] »/ P |
elain 163 206 i cadmin “ —
banders 90 261 - f @ | ,“B‘ ccheng E L
neng = ollie———— ] T S —
mmay 17 a2 |Siebel Applet/Name Page Views™ Application Hits | baro é
sadmin 10 143 Program Flowchart 429 650 mmay P
pagee 9 a8 Program Calendar Detail 247 247 pagee II
- = Order Entry - Order List Applet (Sales) 181 181 e e s e
8 Error analysis 2 "m All Programs List Applet (DBM) 130 156
FPage Views Program Expense Trend Chart 121 121 Poor Page Viers
Program Opportunity List 91 91 .DK Page Vieve
Program Tree Applet (DBM) 78 78 .Gmd Pags Vievs
Service Request Detail 63 76
ist Flowchart Popup 39 39 B Top applications [l '13‘
wehart Popup 30 39 |Application/Name | Page Views= | Application H:Ls;\ |
TR marketing(SBL) 271
Legend (Page Delivery/Detail) callcenter(SBL) 67 438
. Errur;ﬁf: SSBtL-MI€NF-0054E: To schedule the stage, please finsechannel(SBL) 11 121
=pecify the Stage Nama.
econsumer(SBL) 10 22
[ server abort E d
o eoposaLDAT-00325: The acponsbty of e 1! rror capture an him(seL) 3 a0
does not allow accessing view " I . =
error code SBL-UIF-00230: The ﬁ\E %1 could not be found
[ A analysis
[l =ror code SBL-MKT-D0155: Selsct s Campaian vith the -
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. Discovery and System Management

Leverage Groups for Advanced Management

%* Oracle Real User Experience Insight -[ admin@hjdl.nl.oracle.com 1- - Windows Internet Explorer - —-—
| System Help

[ Isolate a specific user |= ===

D orowse datn QTN rgurmon ¥ = vz session with Filters =
ion diagnostics / ~ |
‘ - / .ql

week

Day Month

From: 28 Sep 20132| [To: 28 Sep 2012

Mo Tu We Th Fr S& Su | Mo Tu We Th Fr Sa sufll W User ID/ID ccheng ®
iz i 2 QS Siebel Suite Name/Name SBL b
345 ccmE|3a s 6 7iEw

10 11 12 13141586 || 10 11 12 13 14 15 16
17 18 19 202122023 || 17 18 15 20212223

22252 7E® % 2 3 3 vE® » | Gession diagnostics

« Sep 2012 » - - Search user records for the specified period using the available criteria. All strings are regarded as literals, and searching uses exact matching. Select a user record to view its properties.

Today

Clear day selection

s 10 M|

13 14 15 16 17 18

Office hours

Clear hour selection

[ Searen |

Search filters

Search result order
@ Start time

) Fastest sessions
i) Slowest sessions

") Shortest sessions
) Longest sessions

") Most active sessions

Siebel Suita Name/Name: [sgL
& |« No time comparison » T %l user ip/ID: ccheng
Applications | services Siebel Method/Name:
Siebel Suite =R ecip:
‘L Wiew selection Add more filters
[&\. Session diagnostics ‘ Dimension level: « Select »

ost erroneous session:

Done

Session diagnostics Value: Client Location/IP
Client Named Location/Group
K Select user record i level Client Named Location/Name
No filters Client Named Location/IP

Client Network/Country
Client Network/Provider
Client Network/Network
Client Netwark/IP

Client OS/Class

Client OS/Version
Domain/Name

Page Delivery/Type
Page Delivery/Detail
Page URL/Group

Page URL/URL

Page URL/Full URL
Server IP/IP

Server Named Location/Group
Server Named Location/Name
Siebel Applet/Name
Siebel Command/Name
Siebel Method/Name
Siebel Module/Name
Siebel Screen/Name
Siebel Suite Name/Name
Siebel Suite Name/Code
Siebel View/Name
Tenant-1D/ID

User ID/Group

User ID/ID

1

Choose different \

“Dimensions” to
analyze resulting
session

* Fusion Apps-specific
. Technology-specifi(y

€. Local intranet | Protected Mode: OFff

¢
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Application Performance Management
Isolate a Specific User Session

‘ Vv | ] | @ Export session pages HExport session data [ Isolate user SeSSIOnS -ﬂ” ‘
Filter on Value . .

¥ User 10/D CCHENG < with Filters

'Y Siebel suite name/Name SBL J

oo methgd GotoBookmarkView

Depending on module,
see the user’s page

Complete record of all | . =
steps in the session, in e

Siebel lexicon

magc-amp4 1/callcenter_enu/start.swe?SWECmMd=GetViewLayout&SWEView=0pportunity Screen Homepage :115:03.678
SWEVI=BSWEVLC=35IA-2LX69_Siebel+Universal+Agent_43%257c1166246994%257c1172251698_0_20405_000_L

\pportunity List

0.7 D @ 11:15:28

InvokeMethod

callcenter
3.3 K. i@ 11:16:51 |
GetViewlayout
callcenter
Dsa\e Orders Screen Homepage 0.8 Ll (] 11165
Drilldown InvokeMethod
SalasOrdar Homa Public and Privat View Link List callosnter Performance data for
Contacts
Qrder Entry - L It Detail Vi Sal 0.0
D raag | e e et e (e # = | each step, color-coded
no applet callcenter
Contacts

by satisfaction levels

[® http://emgc-amp4 1/callcenter_enu/start.swe?SWECMd=GetViewLayout&SWEView=0rder Entry - Line Items Detail View

(Sales)&SWEVI=&SWEVLC=35IA-2L¥69_Siebel+Universal+Agent_43%257c1166246994%257¢c1172251698_0_20405_000_L
[MOrder Entry - Line Items Detail View (Sales) 3.5 £
no methad GetViewlayout
no applet callcen
Contacts
= [[) Order Entry - Line Items Detail View (Sales) 7.5 B (=] 11:18:10
BostChanges Invoke
Order Entry - Line Ttem List Applet (Sales) callcen E
Contacts
[ http://emgc-amp41/callcenter_enu/start.swe 4,135 11:18:10.015
= http://emagc-amp4 1/callcenter_enu/images/renv_nxt_0.gif 651 11:18:16.908 |
& [ Order Entry - My Orders View (Sales) 1.0 n (=] 11:18:36 i
Drilldown Invoke
Order Entry - Order List Applet (Sales) callcen
Contacts g
[ http://emgc-amp4 1/callcenter_enu/start.swe 951 11:18:36.152 -
€ Local intranet | Protected Mode: Off v ®100% v
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. Application Performance Management

Access Mid-Tier Processing Information

Order Entry - Line Ttems Detail View (Sales) Sht-Cli - 35 ig) 11:17:58
Right-Click to access
no method EM data
na applet T

Contacts /

B [ Order Entry - Line tems Deta View (S2les) "y mspect n siebel ciagnostics (SBL) +| G generate user report 5 9 @ 11:18:10
PostChanges
Order Entry - Line Item List Apglet (Sales) r_enu/start.swe @ Generate server report
Contads r_enufimages/rcnv_nxt_0.gif S view server reports
[ bittp://emqc-ampd /callcenter_enu/start.swe 4135 11:18:10.015
® fitp://emge-ampd/callcenter_enu/images/ronv_nxt_0.f 51 11:18:16.908

= Create/view activity based on Siebel Userid or Siebel Servers
= Click out into the Siebel Diagnostics section in Enterprise Manager
= Correlate underlying tech stack activity within Enterprise Manager

ORACLE
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. Application Performance Management
Continue End-to-End Analysis - Siebel Diagnostics in EM

ORACLE Enterprise Manager Cloud Control 12¢ Setup v Help +

= I a e p O rtS & Enterprise ~ 9 E + © History ~ Search Target Name +

-
ENT_fa2729.oracleads.com @

[@] siebel Enterprise +

4 SUPRRUSER | Logout O

— User

Page Refreshed Sep 17, 2012 1:59:44 PMCDT  Refresh | Launch Enterprise Dashboard Launch Service Dashboard

Home  Charts  Estended Infrastruckure Targets  Server Components l agnostics 'Event Log

Siebel diagnostic reports provide a way to monitor and diagnose performance issues in a Siebel deployment through the use of SARM instrumentation, This page allows to create, delete, and view
Server and User performance reports For this Siebel enterprise.

— Server
- An alyS i S Of S AR M d at a g:l:g: anigtt.::; fiter the Diagnostic Reparts

Report Type  User Performance ¥
User Name

= Level 1, 2, and 3 analysis

Start Date

End Date |Sep 17, 2012 12:00:00

=]

Create Report
Delete

Select Al | Select Mone
Select ‘Name Type |Status |Report Creation T\mev Report Owner | Report Parameters

Start Date = Sep 16, 2012 14:00:43
User Mame = CCHEMNG

End Date = Sep 16, 2012 15:00:43
Wersion =8.1.1

Start Date = Sep 16, 2012 13:00:43
User hMame = CCHERG

End Date = Sep 16, 2012 14:00:43
Wersion =8.1.1

D USER_PERF_12-09-13_12:33_2012-09-17 11:00:00  User Performance Repart  Avallable Sep 17, 2012 11:00:00 AM CDT - SYSMAN

D USER_PERF_12-00-13_12:33%_2012-09-17 10:00:00  User Performance Report  Awvailable Sep 17, 2012 10:00:00 AM CDT - S¥SMAN
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Discovery and System Management
User Performance Analysis

ORACLE Enterprise Manager Cloud Control 12¢
&g Enterprise ~ (@) Targets » i Favorites (@) History

ENT fa2729.oracleads.com @

@ Siebel Enterprise ~ Flnd Server aCtIVIty by
EMT_fa2729.oradeads.com > Siebel Enterprise: ENT_fa2729.oradeads. com Userld and tl me perlod
User Performance Report: USER_PERF_12-10-02_10:58_2012-10-02 21:32:00
Report Parameters /
MName Value
User Name CCHENG
Start Date Oct 02, 2012 15:31:00

Breakdown of Server
Requests, by Time

End Date Qct 03, 2012 02:31:00

Response Time for CCHENG (sec)

Server Requests
Server Requests

Server Response Time for CCHENG (sec)
Mumber of Server Requests

L&00 5.0~ 10.0
LAED 3.0 ~5.0
1,200 2.0~3.0
1,000

. 05~ 1.0

00 025 ~ 05

400 - : : : - . <=0.25

B:00 9 10 11 12 AM 1 2
Oct 1, 2012 2 Access SARM level 2 150 300

Server Requests MNumber of Server Requests

and 3 reports for futher
analysis

ORACLE

31 | Copyright © 2012, Oracle and/or its affiliates. All rights reserved. | Insert Information Protection Policy Classification from Slide 13



. Discovery and System Management

Siebel Server Analysis

ORACLE Enterprise Manager Cloud Control 12¢

Setup » Help~ | 34 SUPERUSER » | LogOu

®

ENT_fa2720.0rackeads.com ® Find Server activity by
(2] sebcteneroee - Server Name and time

Report Parameters 1

Name Value perIOd

Siebel Server APPSRVR_ENT _fa2729.oradeads.com

Start Date Oct 02, 2012 05:00:00

End Date Oct02, 2012 15:00:44

R Time Distributi R ts Distributi Ry ts

esponse Time Distribution (sec) by Regues Access SARM |eve| 2 and 3 ﬁiu:jlﬂnu(sz?hgssgul::‘s eques

Response Time Distribution (sec) by Requests

200 reports for further analysis
20,0 ~30.0] 1
5.0~100 : :
30~50 - -
20730 Understand response
05~10 1
PR times by buckets
<= 0.25 [ [ i i I :
] 200 400 800 800 1,000 00 01 02 032 04 05 06 07 08 05 10 11
Number of Server Requests Mo data is currently awvailable
Total Response Time Distribution by Area Ve . . ™\
Total Response Time Distribution by Area U n d e rstand actlvlty by
M sRB(309,157) M srE(D)
15 1%0% %0, THRESHOLD({ 153,560} Category/area THRESHOLD(D)
55 [ CBIMGR(117,795) J M oBIMGR(0)
W INFRA(112,917) £ £ W NFRA(D)
SWEPAGE(38,733) i~ = SWEPAGE(D)
=SWE[35.437) =5WE[U)
SEC(5,792) 8% 2% SEC(D)
M css(5,331) Wcss()
SARM(1,350) % 8% SARM(D)
Il WORKFLOW(432) 8% | 8% W WoRKFLOW(0)
EAITRANSP(0)

EATTRANSP(156)

32 | Copyright © 2012, Oracle and/or its affiliates. All rights reserved. | Insert Information Protection Policy Classification from Slide 13



. Application Performance Management

Business Applications: Consolidated RUEI+EM+Siebel Date
[EEESEN = sicvet Enterprise PROD (Busines.

dowld- <

indowMode=08&_afr'

28~ Google
[

€ > bd Bl @ [E oraclecorp.com hitp
|2l Most Visited & Getting Started = Latest Headlines | Investing |/ News | Personal | Enterprise Manager
ORACLE Enterprise Manager Cloud Control 12c

cloudcontrol.oraclecorp.com/em/faces/fa-fa-faHome?_afrLoop=14233159140612848& _a

Setup v Help v | 18 rBAXg

Targets = i Eavorites v @ History ~

New Target Type with
all of the associated

& siebel Enterprise PROD @

[ | Page Refreshed Oct 3, 2012 8:07:13 AM GMT-07:0

Home: g,

» capabilities kit
Contrel "5 am [ Started Transactions | completedTransactions | AugResponse Tme (ms) | MaxResponse Tme (ms) | |
Information Publisher Reports = Status | Trend Value| Trend Value | Trend | value| Trend Value |
Real User Experience (RUET) » No data to display

Administration *

Configuration »

Compliance v -l . a

s Traditional Enterprise

Target Information |
~I@) Most Affected Members (Last 24 Hours)

Manager data

Key

Name | TYPE | pyamber | STTS | Availabllty (% — T |

= a l'raditional RUEI i

dbe328.us.oraclke.com =% I TR PET ) =

! - formance Indicators -

SCCObjMar_snu_CallCenter_server2 siebi  [32] 3 = = d ata

SurTbiCleanup_SystemAvnx_server?_sicbel  [] @ — View =

TurProc_Remote_server 1_siebel deotnar (] * — — Measured Vakves [ oefrediveshois ||

SCBroker_System_server1_siebel_sicotnai (9] @  — [ Teend Current| Min max |

————
System_server1_sisbel_slc0ingr.us.orade [ [ QR e — Concurrent Sessions (=] 2 =
CallCenter_server1_siebel_slc0ingr.us.or: [ i B - | appication Hits per Min " 36 5
p Anmp e
<« | i ] b |Page Load Time (sec) ¥ Li2ex - 50 sec
~|Incidents and Problems Overview WY |Error Page Views v 00000 o 2
All Traffic (Mbps) e 0.07 Mbps = 0.17 Mbps

Incidents “ d A

Updated in last 24 hours 1
Break down of incidents updated in last 24 hours

Category| N Columns Hdden 4
Availability 1 = = =
Performance - - - - | Service Test Status -
Security - 5 5 5 []Show Crly Key Tests
Others - - - - View -
Problems |Mame |Type | Status |Histary =
P p— = 0
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. Application Management Suite

Configuration and Compliance

Bzl = Enforce Siebel “Best
Management Implementation Practices” with

Compliance Rules and Standards

= Cornerstone for Topology, Scale-
TV out, Patch Analysis, Drift Analysis,
and Health Checks

= Compare configurations between
instances or over time

= Detect unauthorized changes

Configuratio Config
and
Capture

Compliance

ORACLE
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. Configuration and Compliance

Cornerstone of Target Discovery, Relationships, and Management

ORACL.E Enterprise Manager Cloud Control 12¢

= Filter on any Siebel target type

& Enterprise v @) Targets v o Favorites v (@ History v

= Quick, easy access to comprehensive |Frmses
configuration and compliance data e
. . Control ;fnuu«:tueTarge'c; Server Components  Diagnostics
= Configurations (and any changes) iy | |
automatically captured and stored s y - ety
Diagnostic Configurations I 0
= Create “Gold” or “Baseline” e ' 0
. . . Configuration » | LastCollected
configurations for comparisons or Conploce ) Topsny
. . . Target Setup * Search...
provisioning e s . T
Comparison Job Activity ©
= Comparison reporting over time or . |
between instances server2_siebel_sic0 Ingr.us.orade.cCue Sovedv ——t 22

ORACLE
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Configuration and Compliance
Enabling Compliance and Comparisons with Named Value Pairs

ORACLE Enterprise Manager Cloud Control 12¢

Complex analytical
capabilities made
possible by name-value
pairs

Drill down on
individual
components

Actions
~ISearch
Property Mame

9@ serverl_siebel_sicO1ngr.us.oracle.com @
[#] siebel server +

Latest Configuration: Siebel Server Configuration
v B cervery

bel_sicll us. oracle.com

7 (] Sebel Component Group Members

Search | Reset | o Add

CallCenter_server1_siebel_slcDingr.us.oracle.com

EAI_server1_siebel_slc01ngr.us.orade.com Siebel Server Configuration
Collected Sep 21, 2012 8:20:05 AM

—| Vew- | ®Bport | G Detach

Remote_server1_siebel_sic0 1nqr.us.orade.com

(2] Sales _server1_siebel_cledingr.us.orade.com

-

Property Name Property Valus

(& systemiux_server 1_siebel_sico nr.us.oracle.com

= —— . Forms the basis for X
System_server1_siebel_slc0ingr.us.arade.com .
@ By s Compliance Scores and
Workfiow_server 1_siebel_slc01nar.us.oracke.com SARMFleSize 15000000 p |
= eChannel_serveri_siehel_slcd ingr.us.oracle.com SARMLevel 0 Comparlson reportl ng
v @ Siebel Component Members SARMLogDirectory
SARMMaxil 4
AdmirNotify_SystemAux_server 1_siebel_slc0 1ngr.us.crade.com arles
—{ || ssammasemory 4000000
BusIntBatchMgr_EAL_server 1_siebel_slc01nar.us.oracke.com SARMPeriod 5
BusIntMgr_EAI_server1_siebel_slcO1ingr.us.orace.com SARMThreshold 0
CustomAppObiMar_enu_EAT_server1_siebel_sic ingr.us.orace.com SARMUsers
SMTPS:
(] Dbxiract_Remote_server1_siebel_sicoingr.us.orade.com Ve
SMTPServerPort 25
EAIObjMgr_enu_EAL_server 1_siebe_slc01nar.us.oracke.com SQLFlage B
(] em_a1_servers_siebel_seo nar.us.oracke.com SRE Reald 0
= FSMSrvr_SystemAux_server 1_siebel_sicD ingr.us.oracke. com | SRIRequestid
SSLhel Fal
5 Geniewnb_Remote _server1_siebel_skca1nar.us.orad. com = e
& SavePreferences True
GenTrig_Workflow_server 1_siebel_sic01ngr.us.oradke.com ST
(] smsReceiver_FAT_server1_siehel sicotnar.us.oracke.com SearchEngine Fulcrum
= MSMQRevr_EAT_server 1_siehel_sicd Ingr.us.orack.com SearchInstalDir
SearchRemotes FaLSE
MaSeriesAMIRcvr_EAL server 1_siebel_sic01ngr.us.oradke.com SSrCTREMATESEnvEr
= SearchRemoteServerPath -
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. Configuration and Compliance

Separating Signal from Noise with Comparison Templates

= Comparison Templates

— Control How and What is
Compared

— Ability to Ignore Certain
Differences

— Oracle Pre-Configured
Templates

— Customize Templates to
Match Needs

ORACLE Enterprise Manager Cloud Control 12c

= w &)
First Configuration Comparison Configurations Comparison Template Mapping Schedue and Notify Review and Submit
Compare Configurations : Comparison Template
Target Type Siebel Server

Select the comparison template to be used for this comparison.
Compaﬂson'{emp\atel Siebel Server Comparison Template E l
Template Onner KBAXTER

Template Settings Member Settings

| ‘ Exdlude from Comparison ‘l Property Settings Rules for Matching Instances Rules for Ignoring Instances l

[ Tergetprogertes ]
Siebel Server Cor 0

. Notify on
Pr I\ Tgnare Differ
@ |Property Name ‘ gnore Differences ifferences
7 Property Neme o d
Property Value 0 0

= Ad-hoc as Well as Scheduled Comparisons
= Automatic Notification on Drift Detection

ORACLE
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. Configuration and Compliance
Enforcing Best Practices with Compliance Rules
= Out-of-the-box Rules and Standards for Siebel
= Validate parameters in name-value pairs in managed files
= Seeded and custom rules, using guided creation and modeling

ORACLE Enterprise Manager Cloud Control 12 heip - O]
ORACLE Enterprise Manager Cloud Control 12¢

Details  Check Definition { Query ) Check Definition { Vi
Create Rule: Repository Rule : Review

Detzils  Check Definition ( Query ) Check Definition { Violation Condition)  Test Review

Review the detail ified for th le. wh tisfied with)
cuen el spedledior e e, Hhensstsiet ™ Create Rule: Repository Rule : Check Definition ( Query )

Rule Siebel SARM Analysis: SARM NOT Enal
Applicable To  Siebel Server
Severity Minor Warming

Specify the query which returns data that is to be verified against the Simple or SQL condition{ to be specified in next step) to generate violations.

o
Compliance Rule Production SQL Source | sELECT

-
State sltarget guid 5 Model Query

Description Rule to determine if SARM Analysis is ‘attrvalue’ ASinfo ,
Rationale S2VALUE
Reference Url s2.PROPERTY 3

Keyword Siebel FROM

Compliant Compliant: SARM Not Enabled (Set to CMESIEBEL_SERVER _CONFIG s2 " G u i d ed mod el i n g to

e MGMTSECM_CLRRENT _SNAPSHOTS sigent,
Non-Compliant  Violatoint: SARM Enabled (Set to True]li MGMT$TARGET 51 h
Message WHERE Create t e
SELECT s1.target_auid , 'attrvalue’ A4 ( C m | 1 I
SQL Source e | IPPER( 52, PROPERTY) LIKE NLS, s1gen1. TARGET_GUID = s1. TARGET_GUID O p Iance Ru e
Column Name ANF
VALUE s1gen1.ECM_SMAPSHOT_ID = s2.ECM_SNAPSHOT_ID h
AND

«
— Compliant Message | Compliant: SARM Not Enabled (Set to False)

Mon-Compliant Message | Violatoint: SARM Enabled (Set to True)
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. Configuration and Compliance

Organizing Rules with Standards and Frameworks

Skiptocontent | & Enterprise Manager Cloud Control 12¢ sewp - pelp v | o keaxTER - | Logout ©

€% Enterprise ~ (@) Targets ~ W ~ @ History Search Target Name +

Complig ORACLE Ent ica M Claud Contral 49 Sehinw Helnw | o vBAVTED » | Innouit Dl
ORACLE Enterprise Manager Cloud Control 12¢ setup v Help v | 3Q KBAXTER ~ | Logout

HKE
Compliar§ compliance Library

U Enterpric
>ISea

rch Target Name [

@ Page Refreshed Sep 29, 2012 2:52:22 PM PDT Cr

To perfol
R % Compliance Frameworks Compliance Standards Compliance Standard Rules Real-time Monitoring Facets
Action, Complia Ve
1 *|Search F k 1 f Advanced
- rameworks consist o e
1 o To perform an operation on a framework, highlight the row and select an operation. To delete multiple frameworks, select multiple rows and dick Delete. m u |t| Ie Stand ards
To perfon Actions ~ View - Create... Create Like... &AShowDetsils  # Edit 3§ Delete... p
. . Compliance

Actions | Compliance Framework Description rramonork State | AUtHO7 Keywords Last Updated Date |
Tl B Certification A set of standards for tracking certifications of Orade products across your IT infrastructure Production ORACLE Configuration Apr 4, 2012 12:00:00
C Support Policy A set of standards for tracking supportabiity of Orade products across your IT infrastructure Production ORACLE Configuration Apr 4, 2012 12:00:0C
—— Orade Identity Management Compliance A set of standards for performance tuning and best practice of Orade Identity Management components Production ORACLE Configuration Aug 28, 2012 12:00:(
Si Fusion Applications Compliance Framework Production SUSHIL Sep 23, 2012 12:00:(
o Patching Compliance Standards Production DWWOLF Sep 24, 2012 12:00:(
Compliance Framework for Fusion Applicat Compliance Framework for Fusion Applications Production ORACLE Configuration Aug 28, 2012 12:00:(

Configuration,
Corporate Application Compliance Framew Custom compliance framework to ensure that your datacenter's DBs, WLSs, and underlying hosts are compliant with corporate standards. Production NHABA on gura on Jan 12, 2012 12:00:C

Security

Configuration,

Corporate Database Compliance Framewo Custom compliance framework to ensure that your datacenter's DBs, WLSs, and underlying hosts are compliant with corporate standards. Production DWWOLF on gura on Sep 5, 2012 12:00:00
Sy
u ‘Compliance Framework for Siebel [« ramework for Sicbel i Production KBAXTER Sep 29, 2012 mw:cl
} Oracle Generic Compliance Framework A standard set of policies and associated controls for tracking changes and events taking place across your IT infrastructure for determining how well your organization is in compliance Production ORACLE Security Aug 23, 2012 12:00:0
with your IT policies

PCI DSS (Version 2.0) Payment Card Industry Data Security Standards (PCI DSS) Production ORACLE Security Aug 28, 2012 12:00:0
QOrade Suppart Compliance Collection of contrals that check for expected environment compliance for Grade Suppartability Production ORACLE Configuration Aug 28, 2012 12:00:(
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Configuration and Compliance
Manage Compliance Scores Efficiently with Dashboards

[ orACLE Enterprise Manager Cloud Control 12¢

Setup v Helpv | o KBAXTER = | LogOut Dl

ORACLE Enterprise

4 Enterprise » () Targets = * H Compliance Standard Result Detail

arch Target Name v

Page Refreshed Sep 29, 2012 3:10:31 PM PDT O

Compliance Standard Resultlj + siebel server Standard Siebel Server Standard (Compliance Standards)

/8, Siebel SARM Analysis: FileSize S Tend Ve

Siebel Sarm Analysis: SARM NOT

T Siehel Server Standard. —1 This table lists information about eventsAiolations of this compliance standard. Select an individual eventiviolation to view a detailed impact statement as well as recommended actions for quick remediation.
A ’ISeal Advanced
8 Siehel SARM Analysis: Filesi - rch Q
Sicbel Sam Anlysis: SARM NO) Rule [Target Name [Applicable To | severity |keywords |Recommendation |
: Siebel SARM Analysis server 1_siebel_slc0 1r Siebel Server Minar Warning Siebel Default SARM file size should be 10 MB
Siebel SARM Analysis server2_siebel sl Ir Siebel Server Minor Warning Siebel Default SARM file size should be 10 MB

Access more detailed
information on specific
4, Violation: File Size is not 10 MB violation st

General My Orade Support Knowledge Updates History S

~| Event Details ~| Guided Resolution k-

Root Compliance  Siebel Server Standard Recommendations

ﬂ Standard Default SARM file size should be 10 MB
Root Compliance  KBAXTER Ad d ress an d/or Diagnostics Actions
Standard Author View topalogy Disable rule for this target

Root Compliance View recent configuration changes

resolve the violation

Rule Name  Siebel SARM Analysis: FileSize = 10 P
Rule Type Repository

& This event will be automatically deared when the underlying issue is resolved.

To stop repeat notifications, create an inddent for this event and acknowledge it.

n

Target server2_siebel_slcOingr.us.orack.com (Siebel Server) @
EventReported Sep 28, 2012 10:45:45 PM GMT
—— LastUpdated Sep 28, 2012 10:45:45 PM GMT

Message  Violation: File Size is not 10 MB
Last Comment Violation: File Size is not 10 MB: on Sep 28, 2012 10:45:45 PM GMT
Internal Event Name  Siebel SARM Analysis: FileSize = 10 MB
EventType Compliance Standard Rule Viclation

Category Undassified
Recorded Sep 28, 2012 10:45:45PM GMT
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. Configuration and Compliance

Leveraging Incident Rule Sets to Manage Compliance

ORACLE Enterprise Manager Cloud Control 12¢ setp v Hepv | JQ KBATER » | Logout O

arch Target Name +

Incident Rules - All Enterprise Rules (®) | Page Refreshed Sep 29, 2012 3:32:56 PM PDT (s

Arule setis a collection of rules that applies to a commen set of objects, for example, targets, jobs, and templates. A rule contains a set of automated actions to be taken on spedfic events, inddents or problems. For example, individual rules can respond to incoming or updated events, inddents, or problems, and then take
actions such as sending e-mails, creating incidents, updating incidents, and creating tickets. Rule sets and rules are evaluated and applied in the order specified. You can change the order using the Reorder Rule Sets action.

Actions = View = CreatzRuleSet...  &aVien AEdt.. 3 Delete.. {yReorder RuleSets..  Search
Name |Desu'|pnon |Orc‘ Enterprise Rule Set ‘Owner ‘Enab\ed |Last Updated On Last Updated By ‘Ema\\ Me |

[ CoherenceModesRule 1 L MSATHE Yes Sep 24, 2012 8:28:30 PMPDT  MSATHE Mo

[» Ruleset to generate tickets for important events Creates Remedy tickets for important events 2 L4 AMCCOLLU Yes Sep 24, 2012 8:18:02PMPDT  AMCCOLLU Mo

[ Incident management Ruleset for &l targets |f| System-generated Ruleset to create and manage inddents, 3 o System Generated  Yes Sep 24, 2012 8:18:03 PM PDT Mo

[» Event management Ruleset for Self Update System-generated Ruleset for Self Update Events 4 o System Generated  Yes Sep 24, 2012 3:18:03 PM PDT Mo

[ GE-Test 3 L AMCCOLLU Yes Sep 24, 2012 8:18:04PMPDT  AMCCOLLU Mo

[ CoherenceRuleSet 6 L GCHAWKIN Yes Sep 24, 2012 8:18:04PMPDT  GCHAWKIN Mo

[+ BizApp 7 L AVHUBER fes Sep 24, 2012 8:18:04PMPDT  AVHUBER Mo

[ Ruleset for PROD Group Rules for PROD Group 8 L OWUSER Yes Sep 27, 2012 11:16:25 PM PDT OWUSER Mo

[ Fusion Apps Compliance Variation Rule Set Incident Rule Set to organize variations on Fusion Apps Compliance Scores 9 L KBAXTER Yes Sep 27, 2012 9:45:58 AMPOT  KBAXTER At least on/

*/ Siebel Rule Set for Siebel Server Compliance Rule Set to capture changes in compliance scores for the Siebel Server Standard 10 4 KEAXTER Yes Sep 29, 2012 3:32:54 PM PDT  KBAXTER Atleast on
Incident Rule for Siebel Server Compliance Violation 10,1 fes Sep 29, 2012 3:32:48 PMPDT  KBAXTER Yes

= Incident Rules automate the detection of an system event, as
well as the associated response

= Incident Rules can be grouped together in Incident Rule Sets

41 | Copyright © 2012, Oracle and/or its affiliates. All rights reserved. | Insert Information Protection Policy Classification from Slide 13



Configuration and Compliance
Leveraging Incident Rule Sets to Manage Compliance

ORACLE Enterprise Manager Cloud Contral 12¢ Help + OI
Edit rule s§ ORACLE Enterprise Manager Cloud Control 12¢ Help + OI
Edit rule set - Siebel Rule Set for Siebel Server Compliance
Select Even
W W W Il - -
Create Ney Select Events  Add Actions  Specify Name and Description Review O ne RU Ie In th IS
Thisrue acts off Create New Rule : Review RUIe Set Back |Step4of4 MNext —Continue | Cancel
Select By Please review your selections here, dick "Back™if you need to modify the selections.
Type | v/Applies To
* | Complian Selected events of type Compliance Standard Score Violation
"; /Al ‘Comp\iance Standard Applicable To Author | Version |Descnpﬁ0n Lifecyde State
9)5ped Siebel Server Standard Sigbel Server KBAXTER 1 Compliance Standard for Siebel Server targets Production
DSeverim
DCabegur
Cltagerf /Actions Specify actions to take:
DTargetL Order Condition Summary Action Summary
DAssoda ! Mo additnal condition specfed * E-Mail KEAXTER. ® G e n e rate Ale rt E mal |
DE“’E”t” ' Creahslg::;?:‘ner to KBAXTER; ° Create InCIdent
* Update Incident
© Set Owner to KBAXTER; d . d
» Update Incident
~|General

MName Incident Rule for Siebel Server Compliance Violation
Description
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Business Value and Key
Differentiators

o, ‘> o ,
ORACLE
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. Business Value and Key Differentiators

Business Value

= Establish consistency and uniformity

— Replaces proprietary/manual tools and procedures

— Standardized environment for enduring custom scripts
= Centralize on a common toolset, repository, and console

= Enable proactive management via Alerts, Notifications, and Automated
Corrective Actions

= Better visibility and efficiency across all individual, yet related, components
= Dashboards — out-of-the-box and custom / ad-hoc and historical (Bl Publisher)

ORACLE
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. Business Value and Key Differentiators

Differentiators: Compared to Native Siebel Tools

Category Suite Native Siebel

v
v
Preservation of Historical Data v
Middleware Management Tools (JVMD/MDA) v
Operational & Executive Reporting/Dashboards v
Mass Target Management (Templates, Groups, etc) v
v
v

ORACLE
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. Business Value and Key Differentiators

Differentiators: Compared to Native Siebel Tools

G )|

MOS Integration (Health Checks, Patches) v

Business Transaction Management v

ORACLE
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Roadmap
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. Roadmap

Investment Themes

= Deepen the End-to-End transaction visibility and management
capabilities
— Better correlation with DB session and Siebel user
— Continued integration with REUI

= Change Management

— Recognizing Siebel Homes (enables Patch analysis, recommendations, and
comparisons)

— Integration with ADM (leverage EM infrastructure for deliver of ADM payloads)

ORACLE
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Customer Co-Presentation:
National Government
Services Siebel End-User
Management with REUI

: ORACLE
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Agenda

= About National Government Services (NGS)
= Siebel Environment: Key Facts
= Investment Rationale for RUEI+Siebel Accelerator

= Use Cases: How NGS Leverages RUEI+Siebel Accelerator for
Better Siebel Management and SLA Compliance

= Benefits Achieved with RUEI+Siebel Accelerator

= Next Steps with RUEI, Enterprise Manager, and Siebel

ORACLE
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About National

Government Services
(NGS)

: ORACLE
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. About National Government Services (NGS)

Key Aspects

= Wholly owned subsidiary of Wellpoint, Inc. = Platform Components

= Has more than 40 years of USA federal

health care contracting experience. — Siebel Desktop
= Currently processes 20% of the USA’s — .Net Portal
Medicare claims, or about 200 million per
year, more than any other contractor. - CTI
= Serves more than 200,000 medical providers — IVR Integration

and over 22 million beneficiaries in 18 states
and five U.S. territories.

= Works closely with the Centers for Medicare — Chat
& Medicaid Services (CMS) and manages .
CMS’ 1-800-MEDICARE customer service - Oracle Service Bus
application to help call centers answer
beneficiary questions and enable
beneficiaries to find answers online

ORACLE
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Siebel Environment at NGS:
Key Facts

o, ‘> o ,
ORACLE
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. Siebel Environment: Key Facts
I N

Siebel 8.1.1.6

Oracle Product Versions Oracle Database HgR2
RUEI 12.1.0.1
Enterprise Manager 11g (in-process upgrade to 12c)
Siebel Apps Servers 24

Infrastructure Call Centers 6
Integrations Approx. 100 CICS Regions
Concurrent Users 4,000

Volume Metrics Calls per day 165,000

Web Service calls perday 350,000

ORACLE
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Investment Rationale for
RUEI+Siebel Accelerator

: ORACLE
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. Investment Rationale

= Address pain points
— Visibility into Siebel was difficult and laborious
— Principal method of troubleshooting was via log parsing

— User-related metrics were scattered over different
technology vendors, or were not being captured

— User experience monitoring based on synthetic transactions

— Needed faster resolution times during peak periods (e.g.,
Benefits Enroliment period)

ORACLE
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. Investment Rationale

= Additional requirements
— Support the pending Service Bus implementation
= Needed a metrics platform prior to project
— Consolidation of user traffic reporting into one platform

ORACLE
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Use Cases:

How NGS Leverages
RUEI+Siebel Accelerator
for Better Siebel
Management and SLA
Compliance

: ORACLE
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. Use case 1 — SLA Compliance

Monitoring, Managing, and Reporting on SLA Operational compliance

= NGS is contractually obligated to

| KPI overview APS load time(sec) Activities load time(sec)
. .&Ae S 1 |
meet certain SLA benchmarks % Coraton - B i
e '
= RUEI provides real-time visibility | 2. MmN e T
i ¥ 0 0
in SLA compliance el R e
g ND - 5La Target ;0:23 -1.29 Target ;0:32 -1.11
- i Page performance (user) Metric  : Page load time (sec) Metric  : Page load time (sec)
= KPIS On actual user transaCtlonS i--gﬁl“ig’zﬁﬁiirel_:?giliiliﬁgce BCC Tier I Page load time(sec) Contacts load time(sec)
. R | Y 5
= Alerts when limits breached
= Siebel-specific metrics T — T —
. Value  :1.22sec Value  :0.83 sec
- Log-in < 10 seconds R e R e
. . . Correspondence Case load time(sec) Home load time(sec)
- Beneficiary retrieval < 4 seconds o : .
- Agent/Partner Search (APS) <1
Second i II‘:S-CII‘SH - 1"5-;‘3 _— 1”6-5“8 ‘mn 16:48 16:53 16:58 0
- . Valve 10,4052 Valve 10.78 52
* Ability to drill-down from KPI to mtonan R s

specific offending session

ORACLE
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. Use case 1 — SLA Compliance

Monitoring, Managing, and Reporting on SLA Operational compliance

. . G -TTVERETE. @8 KPI overview || 3F Configuration
= End-to-end time graph with network » Browse data » Siebel uite » Sebel screen » Sizbel screen/Name

= System

R veer | o ) Qa0 aap Eun BRE QS 9
. . . . [From: 21 5ep 2012] [To: 21 Sep 2012 ;"‘T" °t" 7 ;’:‘I“e ®
= SLA with screen responding within @ |x«vrrrss wren s [ smctonin. L
. . . & &= ¥ Application/Name MBPdotNet )
Certaln tlme frame Siebel screen/Name End to end time per page (ms)
- % due to network time? R ot w4 % ‘u m Y% 4,

et :: - FEe CMS Part B Claims I
= Impossible to calculate prior % s .
to RUEI e —3 o [ |
;viev\(sele.ction . | User Administration n:'
= Synthetic (robot) transactions don’t e wsweree [ |
tell the whole stor o [ |
y Otaél!ln.l‘l"es FINS Home .

. . . Page views ang fhallures

= Comparison report for prior periods iz T ausaccrmsems [FOFIIN |

. . Obect performance and its

= Siebel is slow - s escomers (LTI |
Page loading time/client aborts

Page loading/reading times
Page satisfaction rates

- Where is it slow? One call

Server load

center? One desktop? Network? | &z

Violations

App violations overview

B ovnamic server time per page (ms)
Ap pr) B rowse rr) Uoer violatiors byerios [B] static networic time per page (ms)
H H \iiala)

ORACLE
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. Use case #2 — Troubleshooting User Sessions
RUEI+Siebel Home Page

[ Click to drill-down )
B NGD Sessions - Past Hour 'ﬁ| B Web Services - Past Hour 'ﬁ| B SBL Errors - Past Hour T @ ':Bl

|Application/Name Sessions~ | Page views| | Calls Page views

fins(Siebel) 2,315 729,631

Legend (Domain/Name)
I¥R

. Portal

. External

E NGD BCC Users - Past Hour o

Total: 34,054 Total: 1,834
Legend (Page delivery/Detail)
Ierrnr code SBL-UIF-00289: Wrong field values or value types

detected in field %:1. Please re-enter your fiel
:f:,f :Odddeltloa\asslst.an:e, please refer to t Capture’ Segregate
enter 2 value for the fields and prioritize Error
Types (separate noise
from signal)

Plezze continue or 2k your systems 2dminig
application configuration if the problem persi
error code SEL-DAT-00523: The selected recd
meodified by another user since it was retriewvd
. error code SEL-UIF-00272: The user ID or pa
entered is incorrect. Please check the spelling 3=

|:| (rest)

Ierror code SEL-DAT-00393: An end of filee

Monitor the underlying

E NGD BCC Users - Past Hour - By Location @ | .Q':B 1
| InfraStrUCture for the Bl Error category - Past Hour 2 ':a

Client named location/Name ‘ Sessions Page views S|ebe| App“catlon |Page delivery/Type Page views\_|
virginia 543 206,180 Content error 1,834
Forida 447 120,572 Client abort 95
Arizona 421 135,238 MNetwork error 37
Kansas Server error 30
Kentucky

Content notification

Iowa

Real-time status of each Call
Center

Problem pages - Past Hour

61 | Copyright © 2012, Oracle and/or its affiliates. All rights reserved. | Insert Information Protection Policy Classification from Slide 13



. Use case 2 — Troubleshooting User session
Isolate Error Code (and User Session) from Dashboard

Dashboard Fi Reports @ Browse data "W\ LGEEYENEL ¥ Configuration | Sys Fl|terS preserved
» Browse data » Siebel suite » Time based » Period/3 minutes from drill-down
Day WeekIMonthI |U(1-'f1)u|a\®\fjl||"_hﬂ|@m|u| /
[From:  175ep2012| [To: 17 Sep 2012 Filter on Value
Mo Tu We Th Fr S Su | Mo Tu We Th Fr Sa Su ? Page delivery/Detall error code SBL-DAT-00225: The value entered in field %2 of buscomp %3 does not match any 'ﬁﬁ
27 28 T B 7 = 2 200 BB value in the bounded pick list %1.
? Page delivery/Type Content errar 'ﬁ
? Domain/Name prod.local IIB
Period/5 minutes Page views Hits
10:00 n/a n/a Quickly locate the
«Sap 20127 « > 10:05 n/a n/a problem session
Today Clear dzy zelection 10:10 2 2
o 00 01 02 O3 ey I 10:15 n/a n/a
12 13 i4 15 16 17 1B 1% 20 2 22 I3 10:20 n,r'la n,r'la
o0 05 10 i5 20 35 30 35 40 45 50 55 10:25 nlf.'a nlf.'a
Office hours Clear hour selzction 10:30 n/a n/a
© [« Notime comparisan > ¥ @[ 5.5 n/a n/a
[ Applications H Services ] 10:40 n/a n/a
| Siebel suite v|| 1045 n/a n/a
10:50 n/a n/a
|7:| View selection | 10:55 n/a n/a
[&\. Session diagnostics

ORACLE

62 | Copyright © 2012, Oracle and/or its affiliates. All rights reserved. | Insert Information Protection Policy Classification from Slide 13



Use case 2 — Troubleshooting User session
Select Dimensions to Analyze Different Aspects of the Session

. . . O LIETPIRTITL % KPI overview || 3 Configuration || ™ System
= S eSS I O n D I ag n OStI CS e n ab | eS I Lg(gwse data » Siebel suite » Session diagnostics

(Day.| week | Month | |

admlns to analyze actual user [From:  175ep2012| [To: 17 5ep 2012 Filter on Value :
Mo Tu We Th Fr Ss Su Mo Tu We Th Fr e su | Page delivery/Detail error code SBL-DAT-00225: The value entered in field %2 of buscomp %3 does not match any @

value in the bounded pick list %1.

Sess I O nS 3 s : 58 i 'Y Page delivery/Type Content error @

< 'Y Domain/Name prod.local @

Session diagnostics

= Admins can filter on a variety of
technical and Siebel criteria

Search user records for the specified period using the available criteria. All strings are regarded as literals, and searching uses exact matching. Select a user reco
its properties.

s - -
00,05 10, .15 20,25 30 35 40 45 50,55 Search filters

= Dimensions provide additional R [ =

« Sep 2012 » « »

. O [ Darison | userip/iD: ‘7 \E]Q
ways to analyze traffic, such as: )| sdnatodtane: [ LJa
W ‘ b %)
T View

~Add more filters

— Which users are affected?

M\

[®. Session diagnostics ﬁ Dimension level: [« Select » |

T Value: DomsinName, dle
. P /
— Which Call Centers are s e e

No filter
) Page URL/URL

—— - |Page URL/Full URL —
affected? Search remorder—— o0R UL —
® Start time Server named location/Group
(O Most active sessions SO

= Understand the extent, O oweskscashea: [ oo comrcndiian

O Shortest sessions Siebel module/Name

distribution, and gravity of a - il
Siebel error.

oeal
Siebel applet/Name
Siebel command/Name

Siebel view/Name )
nantIRA0

User ID/Group
User ID/ID >

ORACLE
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. Use case 2 — Troubleshooting User session
|dentify Specific Problem Session

Dashboard @] Reports @ Browse data W KPI overview I Configuration

» Browse data » Siebel suite » Session diagnostics

Day Week I Month I Il W W | Showing page 1.

[From: 17 Sep 2012 [To: 17 Sep 2012 Filter on : Value _—
Mo Tu We Th Fr Sa Su || Mo Tu We Th Fr Sa Su Page delivery/Detail error code SBL-DAT-00225: The value entered in field %2 of buscomp %3 does nat match any '{'.3
37 25 25 30 st || 7 3 2= 0 HE value in the bounded pick list %51.
gl 3 7 &= Page delivery/Type Caontent error ™
=l B Domain/Name prad.lacal W
=
= ||Sessi0n diagnostics
earch user reco for the specified perio i he available criteria. Alf stri € rey = literal earchi =5 SX5C ching. Selec S FECO
« Gep 2012 % . - gsirrgp:fﬁ;;. rds for the specifisd period using the availab riteria, All strings are regarded as literals, and searching uses exact matching. 5 t 3 ussrr
Today Clzar day selaction

o 12 13 14 15 16

17 18 1%

P 11

3 35 40 45 50 55

Frder: Start time v |pimension level:| « Selact »

Period/5 minutes User ID/ID Client network/IP
I~ 10:10 - 10:15 user2505 00K X6 300K

00 05 10 15 20 25
Office hours

W

v |value;| | =}

[ Applications " Services ]
| Siebel suite

Filter on a specific
Tl View selection user
[&. Session diagnostics

| Session diagnostics

Select user record
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Analyze Actual User Session (user2505)

Use case 2 — Troubleshooting User session

Dashboard P4 Reports @ Browse data

» Browse data » Siebel suite » Session diagnostics

% KPI overview

¥ configuration

| oo | i) | 4] Export session pages E Export session data

—
Day | week | Month
|[From: 17 Sep 2012| [To: 17 Sep 2012

Mo To We Th E Mo T W Th Fr Sa Su

Understand when
the Siebel Error
occurred

Today zelection

‘o 12 13 14 15 16 17 18

30 35 4D 45 50 55

oz [Of 11

o0 OS5 10 15 20 325
Clear hour selection

| ©

Office hours
O |

[ Applications | services

| Siebel suite v

T View selection

[#. session diagnostics

Session diagnostics

ED select user record

f 10:00-11:00 by user2505 &
{ rootooneo )

A view

Session

Objects

W Page delivery/Type
W Domain/Name

[ CMs Correspondence Case

Info

Filter on
W Page delivery/Detail

InvokeMathod
TakeOvmership

ontent error #
entered in fizld
=ny valus in the

[ CMS Correspondence Case

InvokeMeathod
Tek=Owmership
fins

Content error # e -00225: The
entered in field 5
=ny value in the

[™ CMS Correspondence Case

InvokeMethod
PositicnOnRow
fins

[ CMS Correspondence Case

InvokeMathod
PositionOnRow
fins

DCMS Correspondence Case

InvokeMethod
GetProfileAttr
fins

[ CMS Correspondence Case

InvokeMathod
LaunchInboundCorr
fins

™M CMs Carrespondence Case

InvokeMethaod

LaunchInboundCorr

ces not match

Value

error code SBL-DAT:
value in th

(" Siebel specific
lexicon, products,
pages, etc.

~

Td.local

CMS Correspondence Case Triage
CMS Correspondence Case Trisge Activity List
user2505

valus

= not match

CMS Correspondence Case Triage
CMS Correspondence Case Triage A
user2s05

value

vity List

CMS Correspondence Case Triage
CM3 Correspondence Case Triage Activity List
user2s05

CMS Correspondence Case Triage

CMS Correspondence Case Triage Activity Lj
pgsks2505

View actual end-
user page
(depends on App)

CMS Corresponde
CMS Corresponde
user2505

CMS Corresponde
CMS Corresponde

user2s05

CMS Correspondence Case Triage
CMS Correspondence Case Triage Activity List
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. Use case 2 — Troubleshooting User session
Out-of-the-Box Troubleshooting Information for Siebel Developers

shboard ) Browse data

» Browse data = Siebel suite » Session diagnostics

P3 rReports

@ KPI overview 4+ Configuration

(o Provide search string for log

—
Day | week || Month

| oo | lica] | [¥) Export session pages E Export session data

analysis

Value

[From: 17 sep 2012 [To: 17 Sep 2012 Filter on
Mo Tu We Th Fr S& Su || Mo Tu We Th Fr S& Su ? Page delivery/De Page properties
1 2 1 2

W Page delivery/Tyy Page properties

 Faster identification when

W Domain/MName

RecordCount
fins

[™ CMS Correspon|
ClozePopupByx
no method

oe OOl it fins
[ CMS Correspon|

InvokeMethod
TskeOwnership

Page name:
Action name:
Page delivery:

« Sep 2012 * « »

Today Clear day selection

o 13 13 14 15 16 17 1B Page objects:

OO _©O5 10 15 20 25 30 35 40 45 50 55

Here are listed the properties recordsd for the page. More specific information is

looking thru logs

TakeOwnership

Content error = error code SBEL-DAT-00225: The value enterad in field %62 of
buscomp %3 does not match any value in the bounded pick list 9&1.
1

00 NTTP Content contains:

Cffice heurs Clzar hour selection fin= Page load time (sec):

L« ] | | w Content error > 2 Page read time (sec):
enterad in field 3

| Applications | s=rvices =ny valus in the

| siebel suite ~| 3 cMS Correspor| [ server infa

InvokeMethod
TakeOvnarship Request

T View selection

[&. Session diagnostics | Content srror o= Headers (8)

entered in fisld ¥

POST arguments

fins POST /fins_enu/start.swe HTTP/1.1

* Granular information for
development staff

Client info [ HTTP content ]

Session diagnostics any value in the Content
[™CMS Carrespao
B Select user record InvokeMethod Response

PositionOnRow
§ 10:00-11:00 by user2505 b ] fins =
(3000200303000 [ CMS Correspan|

HTTP/1.1 200 OK
Headers (7)

InvokeMethod Content
- PositionOnRow
E View -
fins
[™ CMS Correspon|
Session InvokeMethod
GetProfiloattr
Objects fins
Info

Client Info contains:
* Browser type

* Browser version

* [P address

[® CMS Carrespondence Case
InvokeMethod
LaunchInboundCoarr
fins

§SerV|ce Provider Tor1s:00
CMS Correspondenc
CMS Correspondence Case Trisge Activity List

slke=2505
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. Use Case #3 — Understanding Siebel Usage

Prior to RUEI — Manual and Laborious

1805 CMS BCC Beneficiary Disclosure View

1158 CMS BCC Beneficiary Disclosure View > Activity List View

910 CMS BCC Beneficiary Disclosure View -> Solution Detail List Wiew

748 CMS BCC Beneficiary Disclosure View -» CMS3 BCC MA PDP Enrollment View

663 CMS BCC Beneficiary Disclosure View -» CMS BCC MA PDP Enrollment View > Activity List View

546 CMS BCC Beneficiary Disclosure View -> CMS BCC MA PDP Enrollment View -> Solution Detail List View

531 CMS BCC Beneficiary Disclosure View -> Solution Detail List View -> Activity List View

514 CMS BCC Beneficiary Disclosure View -> Smart Script Player View (eApps)

428 CMS BCC Beneficiary Disclosure View -> CMS BCC Claims View

288 FINS Home Page View -> FINS Home Page View

249 CMS BCC Beneficiary Disclosure View -> CMS BCC Claims View -> Activity List View

228 CMS BCC Beneficiary Disclosure View -> CMS BCC MA PDP Enrollment View -> Solution Detail List View -> Activity List View

206 CMS BCC Beneficiary Disclosure View -> CMS BCC Insurance View

190 FINS Member Authentication View ->= Activity List View

188 FINS Member Authentication View

171 FIMS Member Authentication View -> CMS CVWF Beneficiary Basic View -> CMS CWF Beneficiary Extended View -> CMS MA PDP Enroliment View -> CMS Beneficiary Part B Claims View -> CMS Part B Claim Main View - Read Only -> CMS Beneficiary Part B Claims V
160 CMS BCC Beneficiary Disclosure View -> CMS BCC Claims View -> Activity List View -= Smart Script Player View (eApps) -> Activity List View
152 CMS BCC Beneficiary Disclosure View -> CMS BCC MA PDP Enrcllment View -> CMS Agent Partner Search View -> Activity List View

150 CMS BCC Beneficiary Disclosure View -> CMS BCC MA PDP Enrollment View -> Solution Detail List View -> CMS Print Fulfillment -> Smart Script Player View (eApps) -> CMS Print Fulfillment
147 CMS BCC Beneficiary Disclosure View -> CMS BCC Insurance View -> Activity List View

138 CMS BCC Beneficiary Disclosure View -> CMS BCC Claims View -> Solution Detail List View

132 CMS BCC Beneficiary Disclosure View -> CMS BCC Insurance View -= Solution Detail List View

= Dynamic environment. Quarterly release cycles for s/w, h/w, o/s.

= NGS obligated to provide performance impact estimates to customer on all types
of Application or technology changes.

= The process of extracting real application usage prior to RUEI was manual and
laborious
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Use case #3 — Understanding Siebel Usage
With RUEI - Automated

E3 Page views and hits
= Siebel Application usage is
® 17 Sep 14:00
automatically captured by RUEI
= Domain/Mame = pred.ngd.lecal
Siebel screen/Name Page views Hits . .
CMS BCC FINS Member 511,655 2,018,309 — Better approxl matlon Of actu aI
Activities 143,541 408,232
Solution 67.841 246,170
CMS Agent Partner Search 49,523 146,635 I d
FINS Member 46,765 126,193 Oa
CMS Escalations i8.240 39,441
Login 5,022 148,655
Contacts 6,084 18,757 -
CMS Cerrespondence Case 3,444 5,883 | ] AI IOWS the QA team to adjust Ioad
Genesys 3.204 15.663
Research Activities 2,434 7.082
CMS User Feedback 1,580 4,477 t t t m I t r I r
eSt 10 emuliate real users
FINS Home 829 2,596
Siebel Universal Inbox 708 4,250
CMS Web Complaints 225 614 - -
SUE Corermniancs Rasasrch = Allows business analyst to Venfy
Products 238 =313
User Alerts 234 732 "
CMS Surveys ez 464
= that new screen are being used
FINS Health Facilities Screen - Part B 44 170
CMS Transfer Summary Message 41 183
Smart Script Player Screen (e2pps) 40 221 H
= = Reports can be targeted to daily.
CMS Web Complaints Screen - Read Only 26 20 1
no screen 16 88 - -
s - hourly, or 5 minutes intervals
User Administration [ 10 ] I I V
4 26
Glossary:
Subject Description
Hits The total number of cbjects.
Pags views The total number of pzge views.

ORACLE
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Benefits Achieved from
RUEI+Siebel Accelerator

: ORACLE
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Benefits Achieved
More Efficient, Productive, Insightful, and Responsive

= Significant increase in Siebel transaction visibility and ease of
troubleshooting

= Eliminated numerous laborious manual processes
= Unified reporting tool across different technologies

= Immediate identification of performance bottleneck (i.e., network,
server, Siebel app)

= Improved productivity of administration staff
= Significant reduction in response times to customer issues

ORACLE
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. Benefits Achieved

More Efficient, Productive, Insightful, and Responsive

= Significant Out-of-the-Box functionality
— Siebel content
— Standard dashboards (haven’t created too many custom)

= Ease of setup (up-and-running in less than a week)
= Reduction in the number of technology vendors

ORACLE

71 | Copyright © 2012, Oracle and/or its affiliates. All rights reserved. | Insert Information Protection Policy Classification from Slide 13



Next Steps with RUEI,
Enterprise Manager, and
Siebel

: ORACLE
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. Next Steps

Deeper Adoption of Oracle Enterprise Manager

= OEM currently only used by the DBA’s.
— Add additional plug ins for OSB and Virtualization
— Consider Siebel plug-in
= Add more KPI’s
— Screen averages
— More alerts
— Load testing report to include call demarcation (call flow)

ORACLE
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Goals for Today

Key Takeaways

= End-to-End Management

= End-User Monitoring with Siebel Content

= Enforcing Implementation Best Practices with Compliance
= Strong Roadmap

= Enterprise Manager 12c. Get it!

= What you can learn from NGS

ORACLE
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. Oracle Enterprise Manager 12c
Customers & Partners at OpenWorld 2012 @

Chevron
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. Additional Oracle Enterprise Manager Sessions
Monday, October 1, 2012

Session Title

10:45am-11:45am Managing Oracle SOA Suite and Service Bus for Peak Performance Moscone South 304
12:15pm-1:15pm Upgrading to Enterprise Manager 12c: Best Practices and Real World Lessons Moscone West 3018
12:15pm-1:15pm Advanced Database Performance Analysis Using Metric Extensions and SPA Moscone West 3020
1:45pm-2:45pm Beyond the Basics: Making the Most of Enterprise Manager Monitoring Moscone West 3020
1:45pm-2:45pm Zero to Cloud in Hours using Enterprise Manager 12c Moscone West3018
3:15pm-4:15pm Extreme Database Management with the Latest Generation of Database Technology Moscone South 104

ORACLE
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. Additional Oracle Enterprise Manager Sessions
Tuesday, October 2, 2012

Session Title

10:15am-11:15am Exadata and Oracle Enterprise Manager 12c - Journey into Oracle Database Cloud Moscone West 3018
10:15am-11:15am Oracle Enterprise Manager 12c: Architecture Deep Dive, Tips and Techniques Moscone South 303
10:15am-11:15am Bullet-proof your Application Upgrades with Secure Data Masking and Subsetting Moscone West 3020
11:45am-12:45am General Session: Using Oracle Enterprise Manager to Manage Your Own Private Cloud Moscone South 103
1:15pm-2:15pm Best practices, leverage Key features, Tricks and techniques for EM12c upgrade. Moscone South 307
1:15pm-2:15pm  General Session: Breakthrough Efficiency in Private Cloud Infrastructure Moscone South TBD
1:15pm-2:15pm Managing Heterogeneous Environments with Oracle Enterprise Manager Moscone West 3018
1:15pm-2:15pm Database Lifecycle Management with Enterprise Manager 12c Moscone West 3020
1:15pm-2:15pm  Complete Oracle WebLogic Server Management with Oracle Enterprise Manager 12c Moscone South 309
5:00pm-6:00pm Enterprise Manager 12c: The Nerve Center of Oracle Cloud Moscone West 3020
5:00pm-6:00pm Deep Dive 3D on Exadata Management: From Discovery to Deployment to Diagnostics Moscone West 3018

ORACLE
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. Additional Oracle Enterprise Manager Sessions
Wednesday, October 3, 2012

Session Title

10:15am-11:15am Oracle's New Testing Cloud: Next Generation Self-Service Testing Moscone West 3020
10:15am-11:15am Application aware clouds are no longer a myth thanks to Enterprise manager 12c Moscone West 3018
11:45am-12:45am Database as a Service using Oracle Enterprise Manager 12c Moscone West 3020
11:45am-12:45am Security in the Cloud: Managing a Public OEM 12c Infrastructure Marrott Marquis

Golden Gate C3
11:45am-12:45am Data Center Management with EM12c and Trellis: Oracle GIT and Emerson/Avocent Moscone West 3018
1:15pm-2:15pm Exadata and Oracle Enterprise Manager 12c - A Match Made in Heaven Moscone West 3018
1:15pm-2:15pm Oracle Performance Tuning Boot Camp: 10 New Problem-Solving Tips Using ASH & AWR Moscone South 103
3:30pm-4:30pm What's New in Oracle's Exalogic Elastic Cloud Management? Moscone South 307
3:30pm-4:30pm "CISDI Cloud": The Industrial Cloud Computing Platform based on Oracle Products Westin Franciscan Il
3:30pm-4:30pm Platform as a Service:Taking Enterprise Clouds Beyond Virtualization Moscone West 3018
3:30pm-4:30pm SQL Tuning Experts Panel: Your Questions on Explain Plan to Exadata Answered Moscone South 102
5:00pm-6:00pm How Enterprise Manager 12c Brokers Peace between DBAs and Compliance officers Moscone West 3018
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. Additional Oracle Enterprise Manager Sessions
Thursday, October 4, 2012

Session Title

11:15am-12:15am Bringing Order to the Masses: Scalable Monitoring using Enterprise Manager 12¢ Moscone West 3020
11:15am-12:15am Application Performance Matters — Oracle Real User Experience Insight Palace Hotel Sea Cliff
11:15am-12:15am Pinpoint Production Applications' Performance Bottlenecks Using JVM Diagnostics Marriott Marquis Golden
11:15am-12:15am Spark on SPARC: Enterprise-class laaS with Enterprise Manager 12c f/l?secxc):r?e West 3018
12:45pm-1:45pm  Strategies for Configuring Enterprise Manager 12c¢ In a Secure IT environment Moscone West 3018
2:15pm-3:15pm Oracle Enterprise Manager Deployment Best Practices Moscone South 104
2:15pm-3:15pm Functional and Load Testing Tips and Techniques for Advanced Testers Moscone South 307
2:15pm-3:15pm My Oracle Support: The Proactive 24x7 Assistant for Your Oracle Installations Moscone West 3018

ORACLE
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. Additional Oracle Enterprise Manager Sessions

Scene and Be Heard Theater, Moscone South Demogrounds

Session Title

11:15am-12:15am Bringing Order to the Masses: Scalable Monitoring using Enterprise Manager 12¢ Moscone West 3020
11:15am-12:15am Application Performance Matters — Oracle Real User Experience Insight Palace Hotel Sea Cliff
11:15am-12:15am Pinpoint Production Applications' Performance Bottlenecks Using JVM Diagnostics Marriott Marquis Golden
11:15am-12:15am Spark on SPARC: Enterprise-class laaS with Enterprise Manager 12c f/l?secxc):r?e West 3018
12:45pm-1:45pm  Strategies for Configuring Enterprise Manager 12c¢ In a Secure IT environment Moscone West 3018
2:15pm-3:15pm Oracle Enterprise Manager Deployment Best Practices Moscone South 104
2:15pm-3:15pm Functional and Load Testing Tips and Techniques for Advanced Testers Moscone South 307
2:15pm-3:15pm My Oracle Support: The Proactive 24x7 Assistant for Your Oracle Installations Moscone West 3018
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Oracle Enterprise Manager Demos and Labs

= For further information, visit the Enterprise Manager
Demo Grounds in Moscone North, West and South

= For hands on practice, visit the Hands On Labs at
the Marriott Hotel, Marquis Salon 5/ 6 and 14 / 15

— Oracle WebLogic and SOA Management

— Database Testing, Data Masking, & Subsetting
— Enterprise Cloud Infrastructure for SPARC

— Managing the Cloud

— Database Performance Tuning

Scan the QR code to get

= Join the conversation on #eml12c the latest demos, sessions,
hands-on labs, and more !

ORACLE
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http://www.twitter.com/oracle_em

The preceding is intended to outline our general product
direction. It is intended for information purposes only, and may
not be incorporated into any contract.

It is not a commitment to deliver any material, code, or
functionality, and should not be relied upon in making purchasing
decisions. The development, release, and timing of any features
or functionality described for Oracle’s products remains at the
sole discretion of Oracle.
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Hardware and Software

Engineered to Work Together
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