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About me

= 11 years in |T industry

x Consultant @ Turkey & Europe

® |nstructor iIn EMEA region

x Speaker in Oracle events & conferences

= Blogger @ www.oratt:com: & cuneyty.blogspot.com

x Daddy @home
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Agenda

» \Workflows and Siebel Workflow: Architecture

x Business Services and Prebuilt Business Services
x Siebel Workflow: Processes

x Building Robust Workflows

x Siebel Scripting

x [nvoking Methods of Workflow Processes
x  Custom Controls
x  Runtime Events

x \Norkflow Policies
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Agenda (Continues)

x Deploying Workflow Processes
x Best Practices and Design Principles

» (Questions & Answers
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Business Processes

x Business process is a collection of related and
structured activities to achieve a specific buUsINess
objective

®x SOMe Improvement areas:

x Effectiveness: The outputs expected from the process.
x Efficiency: Does is it worth to process it? Ex: Average time.

» Internal Control: Controlling for-quality.
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Automating Business Processes

x Ordered and structured tasks can be done manually:.

We might be successtull as long as we establish the
tasks In a correct order.

» But what about:

» The risk about a missing step that effects the entire process?

»x [he risk-about the effective time? Etc..

. SOLUTION: Business Process Automation
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Siebel Automation Features

» Business Services

» \Norkflow Processes
x [asks

x Assignment Manager
x State Model

® Smart Scripts

x Scripting
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Siebel Business Services

Business services are units of functionality.

They are resuable encapsulated objects which are
globally accessible.

They enable business logic to be executed in different
contexts.

hey are stored in the repository: (~.srf file).

SO can be modified and and created by using “Siebel
Tools™.
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Architecture

x Siebel Architecture

Internet Web
Web Client Server with
| SWSE

Firewall Firewall

Siebel

Siebel w a——
Server Name
Server

Siebel mebel.srf

Database AOM

Siebel Enterprise Server
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Siebel Business Services

x Business Service consists of operations which are
called as methods.

x Every method has a set of input and:output arguments

View Virtual Machine Window (@)

\

& Siebel Tools - Siebel Repository - [Business Service Methods] ¢ o0

X

File Edit View Screens Go Query Reports Format Debug Tools ‘Window Help -5 X%

2 e n | 0028

Dbject Explorer X

Project: | = Al Projects ** v

Types | Detail | Flat |
--[ 7] Siebel Objects
+- Applet W | MName Changed | Project Class
EAI Yalue Map Translator CSSEAILookupService
EAI WCS MQ Processor CSSWIERgine
EAI XML Converter CSSEAIXMLCnvService

") Business Service Method List |

Generate Code
Display Name Display Name - String Reference

EAI Business Services SBL_EAI_VALUE_MAP_TRANSLAT

EAI Value Map Translator
(¢ Business Component
&2 Business Object
&4 Business Service
- g8 Business Service Method
@8 Business Service Method Arg
"N EIM Interface Table
[H] Entity Relationship Diagram Changed

A Link

EAI Business Services

EAI Conwverter Servic EAI XML Converter SBL_EAI_XML_CONVERTER-100423 w

Business Service Methods

Display Name Display Name - String Reference Display Name - String Owverride Hidden Inactive

[ Pick List
P& Project
™ Screen
X Table
[ Task

= View

w] Web Page
w] ‘Web Template
Za Workflow Process

DocToHier
HierToDoc
IntObjHier ToXMLDoc
PropSetToXML
¥MLDocToIntObjHier
KMLToPropSet

HML Document to Property Set Hierar
Property Set Hierarchy to XML Docur
Integration Object Hierarchy to XML [
Property Set to XML
XML Document to Integration Object |
XML to Property Set

SBL_¥ML_DOCUMENT_TO_PROPERT
SBL_PROPERTY_SET_HIERARCHY _T¢
SBL_INTEGRATION_OBJECT_HIERAF
SBL_PROPERTY_SET_TO_XML-10042:
SBL_XML_DOCUMENT_TO_INTEGRA'
SBL_XML_TO_PROPERTY_SET-10042:
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Siebel Prebuilt Business Services

x Customer Order Management

x |SS Credit Check Service

x Enterprise Application: Integration

x EAl Siebel Adapter

x XML Document Processing

x XML Converter

x Communications Manager

= |nbound E-mail Manager
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Testing Siebel Business Services

x Business Services can be tested by using the simulator
before using.

A Siebel Call Center - Microsoft Internet Explorer ¢+ 00 View Virtual Machine Window () @@g

File Edit View Favorites Tools Help

O Back ~ ﬂ E A / ' Search ( Favorites 6:‘

Address @ http:ffcrm: 8080/ start.swe

File Edit Yiew MNavigate Query Tools Help ORAC €

2 X5 J A 4 J = (@ Saved Queries: X ¢

Service Simulator:

g2 Home | [ ] Accounts | [iz| Contacts | [ls: Opportunities ﬁ Quotes | ' Sales Orders 2 service | Administration - Business Service

Details | Methods | Scripts | Simulator | User Properties

el Ml=-1 1 W Jerwre] ] =

Service Name Method Name Iterations

Input Arguments | | Menu~v Load From File. .. NoRecords | [S2]

Test Case # Type Child Type Child ¥alue Property Name Property Yalue
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Workflows and Siebel Workflow: Architecture

x A workflow consists of a seguence of ordered tasks
and used to automate the business pProccesses in
order to improve the efficiency.

x |n Siebel CRM, these set of tasks are created In
“Workflow Processes™ by using: - sSiebel Tools™.

x Reusable objects like “Business Services” can be used
iINnside the Workflow Processes.

x Once they're created, they must be deployed.

x Each workflow: process is versioned automatically.
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Siebel Workflow Processes

x They are created from inside the Siebel Tools.

% Siebel Tools - Siebel Repository - [Workflow Process - Account - New & & & View Virtual Machine Window ()

File Edit View Screens Go Query Reports Format Debug Tools ‘Window Help

L vl
Object Explorer Palettes X
Project: | = All Projects ** Workflow Designer

T - LT Start

¥p ?S IDEtall | Flat | [IBusiness Service

-I-[#] Siebel Objects <> Decision Paint
+( Applet [15ub Process

: [—siebel Operation
i%s Business Component 7 Task [
& Business Dbject New Branchﬂ Create New Goto Order

= € i _JUser Interact 14,DECISION Order View
&4 Business Service

I EIM Interface Table skt

[ Entity Relationship Diagram 9 Stop

A Link O End

[ Pick List — Connector

F& Project — Error Exception

™ Screen

g Table

[4 Task

= View

w] Web Page

w] Web Template

Ta Workflow Process
Ta WF Process Prop

Multi Yalue Property Window
Children of Account - New Order: 0

Process Properties ] Process Metrics ]

[ Name I Display Name I InjOut I Changed I Business Object l Business Component [ Yirtual Field I Default String
 |ErorCode ... |EworCode ... fmoOut ... [ FASE JAcomt ... | | [ |
Error Message Error Message InfOut FALSE Account
Object Id Object Id InfOut FALSE Account
Process Instance Id Process Instance Id InjOut FALSE Account
Siebel Operation Object Id Siebel Operation Object Id InfOut FALSE Account
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Common Workflow Steps

Palettes

x Start - End Steps " Vot bos

L Start

[ 1Business Service

x Business Service Step Decszon Poe

I 1Sub Process

£ Sebel Operation

x Siebel Operation Step iy

C_lUser Interact

[ wait
x Decision Point Step e

= Cornector

* Lrror Exception

x Connector Links
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Siebel Operation Task

» se this task to interact with Business
Components

’%VSiebelTools-SiebelRepository-[Workflawprocess-TestWP_OUG-. ¢+ 00 View Virtual Machine Window @ | @@@
File Edit View Screens Go Query Reports Format Debug Tools ‘Window Help
£l & .
& 7 H.
&) Object Explorer 1 X | Properties

Project: | = Al Projects ** v | WF Step [Insert Contact]

Alphabetic | Categorized |

Types | Detail | Flat |
Allow Retry Flag FALSE

--[7] Siebel Objects

+- ) Applet Business Component Contact
Comments
Description

45 Business Component .
88 Business Object Inactive FALSE

&4 Business Service Name Insert Contact
“1N EIM Interface Table Operation Insert

[ Entity Relationship Diagram Parent Name

A Link

[ Pick List

Ea p
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COH 16

Business Service Task E

® [his task Is used to call the existing business
SEervices.

Properties Workflow Process List | Workflow Process - FS - Yerify En...l
WF Step [GenerateQuotelineProductList]

Alphabetic | Categorized |

Allow Retry Flag FALSE .

Business Service Method G teList b
: : sabimi i Itern(Quote

Business Service Name  FS Yerify Entitlerent Itemn List)

Comments

Description

Inactive FALSE

Name GenerateQuotelineProductList

Parent Name FS - Verify Entitlement Quote Best P
End one DECISION
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Decision Points

x [t's used to create branching options. Multiple
naths based on the condition criteria.

Compose Condition Criteria @
" workflow Process List | Workflow Process - FS - Yerify En...

GetMextList
Item(Quote
Item List)

Compose a Condition =
Compare To Dperation

Object Field

evorcese < [ ]
Values 4| %I 4|

Continue DECISI
ON

GetMextList
Item(Product
Item List)

Cancel
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Building Robust Workflows

x Use existing “Business Services’.

x Package workflow: steps for reuse and access the other
workflow by using the sub-process step.

x Errors should be handled. Fhereare 2 error handling
mechanisms in-Siebel-VWE

» Error Process

*  Error Exception Connector
x \alidate the workflow: process.

x Run WFE Simulator in order the test the logic.
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Siebel Scripting

x Siebel scripting allows to extend the out-of-box
functionality.

x [here are 2 Kinds of scriptings:

x  Browser Scripts: Interpreted and:-executed by the web-browsers during runtime,
are written in-JavaScript.

x Server Scripts: Interpreted-and executed-by Application Object Manager (AOM),
are written in-Siebel Visual Basic (Supported on Windows platforms and Siebel
eScript based on ECMAScript (Supported on both Unix and Windows
platforms.

® [Jse as a last resort.

Silging |1 Academy


DEL
Stamp


Siebel Scripting

x Siebel Tool includes an integrated development
environment.

% Siebel Tools - Siebel Repository - [Service [Add ltem To Time Sheet] & & & View Virtual Machine Window @ =3
File Edit Yew Screens Go Query Reports Format Debug Tools Window Help

£l ia} 5

Object Explorer & X1 T Business Services | Service [Add Item To Time Shee...

Project: | == jects =
: All Projects hd =[] (general) function Service_ PrelnvokeMethod (MethodName, Inputs, Outputs)

Types ]Detail | Flat | T (declarations) {
= - - = i return (ContinuelOperation);
=I-[#] Siebel Objects O] Service :

31 Applet I Service_PrelnvokeMethod

T Service_InvokeMethod
T Service_PreCanlnvokeMet!

[¢s Business Component
&2 Business Object
&4 Business Service
-8 Business Service Method
@8 Business Service Method Arg
"N EIM Interface Table
+-[B{] Entity Relationship Diagram
A Link
[ Pick List
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Reasons to Avoid Scripting

x Slow processing.

®x Requires maintenance.

x Brings complexity.

x Complicates upgrade process.

x Mostly reproduces the existing functionality.
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Scripting Alternatives

x Siebel Workflow

x [ask Ul

x State Model

x Assignment Manager

x Data Validation Manager

x Declarative Properties: Validation, Reqguires, Predefault
value, Postdefault value, Readonly and etc..
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The Methods of How To Invoke Workflow:Processes |

x [here are 4 different kinds of invoking methods:
x Run-Time kEvents
x Custom Controls (Buttons or Menu ltems)
x \Workflow: Policies

» Programmatically (Scripting)
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Invoking Workflow Processes
Custom Controls

x User should click a button or menu item to invoke the
workflow.

REMNE QUEry AL+R

funities | Service Requests | Agreement Attachments ’ Contact Summn
About Record [Ctrl+Alt+K]

Record Count [Ctrl+Shift+3]

Create Bookmark. ..
Print Preview..,
Print...

Contact Status: Home Phone #:

] Households: i Work Phone #: (860) 555-5186
Add to Sync List

Remove from Sync List Household Status: Work Phone Extension:

ABC New Order

MNew Quote

Update External System Account Status: Active Alternate Email:

Make Available Offline

Make Unavailable Offline

Account Name: AEP Communicati = Alternate Phone #:

Contact Team: SADMIN i Assistant Name:

Global Owner: " Assistant Phone #:

Apply Template [Ctrl+Q]

Save as Template Organization: PCS Americas [ Manager Last Name:
MNew From Template [CErl+K]
Mew From Last Template [Ctrl+]]
Update Contact Identifier

Reaqistration Source: Manager First Name:
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Invoking Workflow Processes T

Runtime kEvents

x \Workflow processes can be triggered based on the

user activity.

®x [here are 3 types of Run-

ime events.

x Application: Login; logout

x Appet: Displaying an applet, displaying the record

x Business Component: Querying a record, updating a

fleld value.
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D16
Invoking Workflow Processes T
Runtime BEvents

x Run-Time events can be added as a condition on the
connector out of a: Start Step, Wait Step: and User
Interact Step.

Properties

WF Step Branch [Connector 0]

Alphabetic | Categorized |

Ewvent Cancel Flag FaLSE
Event Object Action Contact
Event Object Type BusComp
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Invoking Workflow Processes
Worktlow Policies

x \Vhen you need to run the WE Process asynchronously,
you'll need to use “Worktlow: Policies’.

x A workflow policy contains information about the:
x One or more policy conditions
x A policy action

x [he policy action is going to be exexuted when all
conditions are TRUE
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Invoking Workflow: Processes TS
Worktlow Policies

® [here are some requirements in order to gain benetit of
asynchronous Workflow: processes.

x \\orkflow policies use the “Workflow: Process Manager”
server component.

x “(Generate Triggers’ component should be executed to
create the database triggers based on the policy
condaitions.

x \Norkflow monitor agent checks for fired trigger.

x \\orkflow Process Manager executes the WF Process.
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Deploying Workflow Processes

x \Norkflow Proccesses should be validated in order to
check if there’s an error.

x \WE Simulator should e used to check the logic.

x [hen last step will be albout :deploymeny. Every
workflow: process should be published and activated.

® Every workflow:has a version number so when it's the
WE process is modified, you should republish the latest
version.
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WFEF Simulator -1-

® Always test and validate your workflow: process.

x Check each step.
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WFE Simulator -2-

®x YOu can access the details in each step (like property
values).

| Workflow Process - 411 Update Cont... ‘ | workflow Process - 812 Create Conta... ‘ = wo

= workflow Process Data
Simulator Status ‘ Step Completed

=l Process Properties ‘
ContactCode | S ' Pad with _

Error Code ‘

Error Message ‘

Fistisme ‘ diinle Trunc Middle Concat
LastName ‘ Aamot MName Initials

Micicllelnit A

MiddleName  |T. ——————
1 Sore Global Truncate Concate Name
Object Id | 12-WFJ4D ID Code

Process Instance |l1 6-458ZKB
Siebel Operation O| 12-WWFJ4D
BusComp ‘Contact
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Deploying Workflow Processes

x Publishing and activating can be done by using Siebel
Tools.

& e 7M.

Object Explorer R X | Properties 2 X || 77 workflow Process List

Project: | = Al Projects ** v | WorkfAow Process [TestwP_OUG: 0]

‘ ‘ ] Alphabetic | " B Workflow Processes
Types |Detail | Flat [ phabetic Categonzed|

=[] Siebel Objects Business Object Contact Workflow Processes

/) Applet EaChe Locale Auto Persist Process Name Status Version
Application omments NO FS - Werify Entitlernent Quote Best Pric  Completed

; Description
LQ Business Component EffPClise End Date NO FS - Verify Entitlernent SR Best Respor  Completed
@ Bus!ness Ub[EF:l Eff;ctive Start Date NO FS - Verify Entitlernent SR Helpdesk Completed
@ Business Service NO FS - Werify Entitlement SR Completed

N EIM Interfan':e Ta,ble : ETOOL: Process Name NO FS - Werify Entitlernent Sales Order Be: Completed
gl E‘nllty Pisiationsie Diagan Inact?ve FALSE NO FS Rebate Management - Condition Ev  Completed
% :;Ilzt List Name TestwiP_OUG: 0 NO FS Rebate Management on Order Completed
@ Project Object Language Locked NO FS Verify Entitlement Completed
™ Screen Object Locked NO Generate Source Code Completed
%5 Table Object Locked By Name NO Get Account 85I Completed
[4 Task Object Locked Date NO Get Config Item Price - Basic Completed
= View Passj By Ref Hierarchy ArguméFaLSE NO Get Config Item Price - Driver Workfc Completed
w] Web Page Persistent Frequency NO NO Get Config Item Price - Dynamic Completed
w] Web Template Persistent Level TestWP_OUG In Progress
Za Workflow Process F’roc.ess.l*lame [[etWP. OLla Get Config Item Price Completed

Ta WF Process Prop Replication Level Get Manager Email Completed

Ta WF Step Aunnzble R Get Order Status ASI Completed
State Management Type Stateful o
Get Product List Price Completed

Status In Progress
ersion 0
“Web Service Enabled FALSE

Workflow Mode Service Flow - P
Group News Multiple &pprover Workl Completed

o O 0O O O 0 O O O O O O 0 OO0 O 0 0 oo O

Go to My Time Sheets view Completed
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Best Practices and Design Principles

® Use “Business Services” and “Sub Workflow
Processes’ for reusability.: This will positively effect the
maintenance.

x Avoid scripting because of complixity and the impact
on upgrade. Iry to use existing features.

x Errors should be handled otherwise unexpected errors
will be displayed to the user.

x Always validate and simulate the workflow processes
pefore publishing and activating them.
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Q&A
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THANK YOU

cuneyty@bilginc.com
Www:ioerat.com
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