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During the last boom cycle, high tech companies tended to focus almost exclusively 
on moving product out the door in support of record sales numbers. These 
companies gauged their supply chain effectiveness on how well they performed 
against such measures as forecast accuracy, order fill rates, and on-time deliveries. 
The operational back-end practices so important to post-sales service were largely 
an afterthought. Gaps in communication between service, field service, and 
maintenance and repair departments caused high tech companies to aggravate and 
even lose customers. 

Now, with an uncertain worldwide economy—as well as shorter product lifecycles, 
intense competition, and contracting margins—high technology companies have 
been forced to protect their customer base. Customers who experience poor post-
sales service coordination will leave and never return. Companies that sell and 
service short-lifecycle products have a very limited time to lock in customer loyalty, 
and now, more than ever, cannot afford to lose even a single customer.  

ORACLE MAKES IT EASIER TO PROVIDE EXCELLENT SERVICE 
The opportunity has shifted from manufacturing the product to providing services 
related to the product. According to AMR Research, Inc., companies can regain 50 
to 70 percent in lost revenue with service lifecycle management.∗ Developing and 
maintaining profitable, long-term customer relationships is essential, because 
keeping an existing customer costs a company about one-tenth as much as 
acquiring a new one. You may seek to keep customers through competitive pricing, 
discounts, and special offers, but excellent service is a more powerful incentive. 
Increasingly, it’s service, not products, that provides competitive differentiation. 

Oracle’s service solution (Oracle Service) supports your entire service cycle—from 
tracking service requests to verifying entitlements, and from dispatching engineers 
to possible depot repair to billing of customers—to help you expand your customer 
base, build customer loyalty, and improve service efficiency. Oracle Service 
seamlessly brings together front- and back-end processes, integrating smoothly with 
all legacy and back-office systems to ensure that your service activities are informed 

                                                 
∗Marc McCluskey, Judy Bijesse, Lindsey Sodano, AMR Research, Inc., “Companies 
Can Regain 50% to 70% in Lost Revenue with Service Lifecycle Management,” The 
AMR Research Alert, September 3, 2002. 
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by and connected to other sources of information within your business. Above all, 
since Oracle Service is part of Oracle E-Business Suite and is seamlessly integrated 
with Oracle’s manufacturing and supply chain solutions, you can equip your 
customer service agents with information on products, defects, and improvements. 
With Oracle Service, you can also lower in-house repair costs and gain better 
visibility by sharing product design, inventory, and costing information with 
manufacturing.  

Oracle Service helps high technology companies transform their relationships with 
customers. It assists you in expanding your customer base, tracking equipment and 
contracts, improving the efficiency of your organization, and building customer 
loyalty, by helping you 

• Improve multichannel customer support 

• Provide prompt field service at low cost 

• Manage depot repair and spares inventory efficiently 

• Track and manage contracts for greater cost-effectiveness 

• Use analytics to improve your services 

Improve Multichannel Customer Support 
Times have changed. Your customers today demand the same level of 
responsiveness and product availability on post-sales service as they do on new 
products. They want to minimize downtime on their systems—with minimal 
planning on their part. They no longer measure repair-parts deliveries in days, but 
in minutes. Are you ready? 

 

The first step in improving customer support is to know your customers. Unlike 
separate, nonintegrated systems, Oracle provides a complete, 360-degree view of 
customers’ interactions with your organization. Your customer service 
representatives (CSRs) know whom they’re talking to and can give those customers 
quick, accurate answers. Your organization can identify and focus on its most-
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profitable customers, and handle all others cost-effectively through multichannel 
access (Web, phone, email) and a solutions knowledgebase. Business-intelligence 
functionality provides feedback on what’s working well, so you can fine-tune 
service offerings for customer fit and cost-effectiveness. 

Provide Prompt Field Service at Low Cost 
High tech products are as complex and rapidly changing as technology itself. 
Successful service delivery requires service engineers armed with the right skills and 
knowledge—and equipped with the right service parts—to complete problem 
diagnosis and repair. Effective field-service management is indeed a challenge. All 
too often, the wrong engineer ends up being sent for a task, the scheduling is 
inefficient, customer information is inadequate, or service staff spend too much 
time searching for information in disparate systems. The field-service functionality 
within Oracle Service can change all that, enabling you to make better dispatch 
decisions, improve field communications, and provide better follow-through with 
easy access to scheduling, dispatch, customer, product, and contracts information. 

Manage Depot Repair and Spares Inventory Efficiently 
For many high tech manufacturers, inventory is the second-largest asset on the 
balance sheet. The challenge is to reduce inventory levels and associated carrying 
costs without jeopardizing service levels. In anticipation of unpredictable demand 
driven by the rate of failure and product returns, high tech companies are forced to 
make stocking decisions for worldwide locations on hundreds of thousands of 
different, often interchangeable, parts with varying cost characteristics. Moreover, 
the distribution patterns are complex. High tech companies need to manage both 
the forward and reverse flows of products—at the same time they are moving new 
spare parts to stocking locations worldwide, and failed parts to repair facilities. 

Oracle Service helps you deal with the complexities of managing depot repair and 
field-service parts inventory. It tracks inventory levels accurately and makes it easier 
(and cheaper) for customers to check on their service status by making that 
information available continuously via the Web. Whether your depot handles 
simple repair jobs or complex machinery repairs, Oracle Service has a solution that 
will help you save time and money on the repair process and keep your inventory 
costs under control. 

Track and Manage Contracts for Greater Cost-Effectiveness 
Since many high tech manufacturers outsource service to third-party providers, 
contract management and entitlement tracking are essential ingredients of 
profitable service delivery. High tech service providers must include planning for 
service level agreement (SLA) terms and capacity, to ensure they have the resources 
to meet commitments and satisfy customers.  

But, unlike Oracle, most other solutions that address contracts are not integrated 
with other applications. And without current and complete contract information, 

“One of the main objectives we had at 
Riverstone was to grow the systems and 
the infrastructure so the company could 

scale to 10 times growth. I think we've 
achieved that. We use Oracle as a control 
to make sure that our business processes 

work efficiently. There’s a lot of value in 
that."  

—David Riley, director of IT, Riverstone 
Networks, Inc. 
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customer service representatives don’t know which services a customer is entitled 
to. Oracle Service gives agents the full status of customer contracts, as well as the 
products the customer has purchased. Its information and capabilities help your 
business create new contract offerings in response to changing needs. Oracle 
Service also simplifies the updating, renewal, and termination of contracts; the 
processing of entitlements; and billing. 

Use Analytics to Improve Your Services 
To stay competitive and profitable, high tech companies must differentiate 
themselves by the quality of service they provide and by focusing on the retention 
of their most-valuable customers. Customer-intelligence capabilities in Oracle 
Service enable you to gather customer information from every touchpoint 
throughout the enterprise—and then use that information to effectively tailor 
products and services and provide personalized care. The service-intelligence 
capabilities in Oracle Service help decision-makers quickly identify lapses in 
performance so they can implement appropriate measures to streamline their 
customer-service operations. 

SUMMARY 
In the current business environment, sales margins are becoming increasingly thin. 
Customer retention is more important than ever. Customers unhappy over late 
spares shipments, out-of-stocks, and equipment failures are just the beginning. The 
damage extends to sky-high inventory carrying costs that can seriously erode 
revenue and profits. But with Oracle’s service solution, high tech companies can 
transform their relationships with customers. Oracle Service supports the full 
service cycle, from logging the initial service request to verifying contractual 
coverage to sending out field engineers—right through to possible depot repair and 
billing of customers. Ultimately, it assists you in expanding your customer base, 
tracking equipment and contracts, improving the efficiency of your organization, 
and building customer loyalty. 
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