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Disclai er: This docu ent is for infor ational purposes. It is not a co  it ent to deliver any  aterial, code, or 
functionality, and should not be relied upon in  aking purchasing decisions. The develop ent, release, and ti ing 
of any features or functionality described in this docu ent re ains at the sole discretion of Oracle. 

Siebel Se vice 

K Y F  AT U R S 

Delive Exceptional Se vice 

• Multi-channel custome se vice 

• Integ ated Knowledge Management 

• Real-Time, Optimized Appointment 
booking and scheduling 

• Cont act and Ag eement 
management 

• Invento y Management 

• Connected and Disconnected Mobile 
Se vice 

• Se vice analytics 

The wo ld’s leading o ganizations have  ealized that ope ational efficiency 

combined with custome se vice can d ive ma ketplace success. In light of 

this, the  ole of se vice delive y has changed d amatically. No longe simply 

cost cente s, se vice o ganizations a e today at the cente of a company’s 

success, p ofits, and custome loyalty. 

Building St ategic Se vice Management 

When custome s have a p oblem, complaint, o question, they want thei p oblem 

solved immediately and  eliably i  espective of the channel of inte action. Companies 

a e t ying to meet and exceed custome expectations, imp ove se vice  evenue and at 

the same time  educe ope ational costs. O acle’s Siebel Se vice solution add esses 

these  equi ements by enabling closed-loop p oblem  esolution with functionality 

spanning multi-channel custome se vice, integ ated knowledge management and 

contextual sea ch,  eal-time optimization and dispatch of field  esou ces, connected and 

disconnected mobile access, pa ts logistics, invento y management, depot  epai , 

invoicing and se vice analytics. Siebel Se vice is fully integ ated with all Siebel 

applications and can be seamlessly integ ated with existing O acle, SAP, othe thi d-

pa ty applications and legacy systems. 

Delive a Supe io Custome Expe ience with C oss Channel 
Custome Se vice 

Siebel Contact Cente allows companies to suppo t thei custome s ac oss multiple 

channels like phone, email, chat and social netwo ks. With Siebel Self Se vice solution, 

o ganizations can empowe thei custome s to manage all account- elated activities 

online. When integ ated with O acle Social Engagement and Monito ing, companies can 

monito social netwo ks like twitte , Facebook, collect and analyze social st eams, 

c eate se vice  equests and  espond to custome issues in a quick and p ofessional 

manne . With these solutions, o ganizations can go whe e the custome s a e and 

p ovide standa dized, consistent custome ca e i  espective of the channel, deepen 

custome  elationships and  educe se vice costs. In addition to st eamlining se vice 

ope ations, o ganizations can inc ease se vice  evenue with O acle Real-Time 

Decisions which t ansfo ms you se vice cente into a p ofit cente by p oviding  elevant 

c oss-sell and up-sell offe s at the  ight time. 

D ive P ofitability with Entitlement and Cont act Management 

Siebel Cont acts suppo ts the c eation and p ofitable management of complex se vice 

ag eements f om quote to cont act. With Siebel Cont acts, se vice o ganizations can 



 

 

      

 

  

  

 
 

  

    

    

     

     
 

      

    
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

             

         

         

          

         

            

           

     

      

           

             

             

             

           

             

            

      
 

               

             

          

          

          

           

           

            

          

            

   

             

                

  

       

             

            

          

            

             

                

             

 

K Y B  N  F I T S 

• St eamlines Se vice Ope ations 

• Imp oves Wo kfo ce P oductivity 

• Imp oves Fi st Call Resolution 

• P ovides seamless se vice ac oss 
channels 

• Imp oves C oss-sell / Up-sell  ate 

• Empowe s Field Technicians 

ORACL   D AT A S H   T 

define the te ms of a cont act using measu es such as pe fo mance met ics,  esponse 

time, equipment maintenance  esponsibilities, se vice p icing, discounts, and se vice 

entitlements. Additionally, Siebel Cont acts allows o ganizations to manage complex 

p icing te ms, including installment payments,  enting, leasing, financing, and use-based 

p icing. Recu  ing, non ecu  ing, and usage-based cha ges can be automatically 

invoiced to imp ove the cont act-to-cash p ocess and delive timely, convenient billing to 

custome s. Se vice o ganizations can t ack and fo ecast  evenue info mation fo se vice 

offe ings and individual se vice cont acts. 

Imp ove P oductivity with Integ ated Knowledge Management 

O acle Knowledge enables sha ing knowledge ac oss you se vice agents and imp oves 

p oductivity ac oss the boa d. It uses intent based, contextual sea ch to p ovide access 

to all the info mation to  esolve custome inqui ies f om within the Siebel desktop. 

Agents can attach knowledge a ticles to any Se vice Request fo full audit capabilities 

and analytical insight into knowledge effectiveness. It p omotes collabo ation with othe  

agents th ough community fo ums. It p ovides a platfo m fo quick c eation of new 

knowledge a ticles by agents and p oduct expe ts with in- built app oval p ocesses. 

Enhance P oductivity with Appointment Booking and 
Scheduling 

Most se vice businesses schedule some of thei activities at a futu e date o time. In 

doing so, these businesses must balance the volume of wo k scheduled with anticipated 

available  esou ces to ensu e that commitments to custome s a e met. 

Siebel Field Se vice integ ation with O acle Real-time Schedule add esses the 

challenges associated with scheduling futu e activities by automating the appointment 

booking p ocess. It p ovides an appointment booking system that dete mines  esou ce 

availability based on skills, schedules, and use -defined business const aints and then 

 etu ns valid appointment time windows based on these facto s in  eal-time. Once 

selected, booked appointment times a e  emoved f om conside ation when calculating 

futu e appointment availability. The schedule is continuously optimized to make it as 

efficient as possible. 

The scheduling solution offe s custome s time windows so that custome s do not need 

to wait at home all day fo se vice and  outes can be optimized fo maximize efficiency 

and flexibility. 

Equip You Wo kfo ce with Mobile Field Se vice 

Siebel Mobile Solutions suppo t a wide va iety of mobile devices like Sma tphone, tablet 

and laptop in both connected and disconnected modes. The Field Technician can 

access issue details, custome details, asset details, entitlement and wa  anty 

info mation,  equi ed pa ts and tools, pa ts availability on the mobile device. Siebel 

Mobile fo Se vice imp oves the effectiveness of the technician by p oviding access to 

the steps to be followed at the job, and enables quick captu e of pa ts, time, expenses, 

 esolution and gene ate a p ofo ma invoice which can be signed by the custome . 
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R  L AT  D P ROD U CT S 

• O acle Knowledge 

• O acle Real-Time Decisions 

• O acle Real-Time Schedule  

• O acle Social Engagement and 
Monito ing 

• O acle Social Netwo k 

Optimize Logistics Management 

Siebel Field Se vice enables logistics and mate ials manage s to t ack se vice invento y 

and optimize stocking of spa e pa ts. It also allows field enginee s to fully manage thei  

t unk invento y while on the  oad, quickly pe fo ming pa ts lookups and allocating stock 

when necessa y. 

Siebel Field Se vice p ovides powe ful and configu able engines that leve age invento y 

info mation to automate field se vice ope ations. The fulfillment engine analyzes o de s 

and allocates pa ts fo each line item. It then automatically gene ates pick tickets and 

p ocesses them, optimizing the movement of pa ts f om supply depots to the custome  

site. The  eplenishment engine gene ates o de s based on stock levels at each location. 

Ove all, effective logistics management can  educe ove stocking and pa ts-delayed 

se vice co  ections. 

Siebel Field Se vice optimizes pick, pack, ship, and  eceiving p ocesses. It t acks and 

manages custome o de s and inte nal stock t ansfe o de s th oughout the enti e 

shipping p ocess. Retu n mate ial autho izations and o de s a e  eceived within Siebel, 

closing the loop with each custome . 

St eamline Se vice Pa ts and Mobile Invento y Management 

With Siebel Field Se vice, o ganizations can manage the enti e se vice pa ts p ocess. 

Invento y is t acked in  eal time at any level of g anula ity—including t unk invento ies; 

field offices; se vice wa ehouses;  epai cente s; thi d-pa ty logistics p ovide s;  epai  

p ovide s; o in any location such as aisle, shelf, o bin. 

Real-time pa t info mation is accessible to the custome se vice  ep esentative, field 

se vice enginee , o logistics manage using the pa t locato . Retu n mate ial 

autho izations and se vice o de s a e p ocessed within Siebel Field Se vice, enabling a 

se vice o ganization to  eact quickly to a custome ’s  equi ements. 

Automate Repai Management 

Siebel Field Se vice also offe s comp ehensive  epai management functionality. Use s 

3 | SIEBEL SERVICE 
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can associate a defective mate ial numbe with a defective pa t and t ack activities 

associated with its  epai , whethe the  epai is pe fo med in-house o outsou ced to a 

thi d pa ty, using  epai o de s and  epai pick tickets. It allows use s to associate a 

 epai with a se vice  equest o  etu n mate ial autho ization. It automates the 

gene ation of  epai plans and the assignment of commonly pe fo med activities. In 

addition, with Siebel Field Se vice, use s can view the  epai histo y of any asset. 

Gain Insight with Se vice Analytics 

Siebel Field Se vice and Se vice Analytics is an end-to-end analytics solution that 

p ovides p ebuilt and ad hoc analytic  epo ts that a e pe sonalized,  elevant, and easy to 

use and delive best-p actice met ics. Repo ts a e tailo ed to each use ’s  ole and 

delive complete custome and business insight by spanning multiple  eal-time and 

histo ical data sou ces ac oss the ente p ise. 

F om a single, consolidated dashboa d, manage s can analyze c itical field se vice 

met ics such as activity  esolution times,  eliability analyses by p oduct lines, p oduct 

failu e  ate and wa  anty expi ation t ends. 

Key featu es include p ebuilt inte active dashboa ds and  epo ts, self-se vice access, 

out-of-the-box data wa ehousing, and a scalable intelligence and analytics platfo m. 

P ovide a compelling use expe ience 

Siebel Open UI allows all the  ich and deep functionality available within Siebel 

applications to be delive ed in a compelling, mode n use expe ience. Siebel 

applications  unning on Open UI a e platfo m independent and will  un on any mode n 

b owse that is standa ds compliant. 

Siebel Open UI p ovides a whole host of new cont ols that imp ove usability and it 

suppo ts existing cont ols like Sma tSc ipts, Task based UI, Dispatch Boa d, and CTI 

Toolba with a new look and feel. 

4 | SIEBEL SERVICE 
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Summa y 

To  emain competitive, a company’s se vice o ganization must wo k flawlessly amid 

inc easingly complex se vice cont act offe ings and entitlements to delive a consistent 

and expected level of se vice pe fo mance. Fu the mo e, to maximize p ofitability, 

se vice p ovide s must minimize custome s’ down Time, field enginee s’ actual time on-

site, and the numbe of actual on-site visits  equi ed to  esolve a se vice issue. Siebel 

Field Se vice p ovides a holistic view of all custome inte actions ac oss all channels 

and is the most comp ehensive se vice management solution available. Siebel Field 

Se vice cove s all aspects of a se vice business. Using Siebel business applications, 

se vice o ganizations can significantly imp ove custome satisfaction, inc ease 

p ofitability, maximize p oductivity, and gain a sustainable competitive advantage. 

C O N T A C T U S 

Fo mo e info mation about Siebel Se vice solutions, visit o acle.com o call +1.800.ORACLE1 to speak 

to an O acle  ep esentative. 

C O N N E C T W I T H U S 
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