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JD Edwards EnterpriseOne 
CRM Service Management 
Overview 
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• Single embedded customer data 
base 
 

• Comprehensive, 360 degree view 
of customer interactions 
 

• Customer Self Service portal 
provides 24x7 sales and service 
 

• Trouble shooting tools help reduce 
service requests 

 

• Unable to provide 24x7 customer 
service 
 

• Lack of customer information 
impedes exceptional customer 
service 
 

• Unable to easily match customer 
profile data with sales & service 
histories 
 

• Unable to track follow-up activities 
 

 

• Greatly enhanced customer 
experience and satisfaction 

  
• Decreased response and resolution 

times 
 

• Increased self service capabilities 
 

• Better coordination and access to 
key customer data among 
departments 

 

Common Customer Relationship Challenges 
CHALLENGES CAPABILITIES VALUE 
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JD Edwards EnterpriseOne Service Management 

What is Service Management in JD Edwards EnterpriseOne? 



Copyright © 2015, Oracle and/or its affiliates. All rights reserved.   

Service Management Components 
• Equipment Information Management 
• Contract Management – Service and Supplier Contracts 

• Work Order Management 
• Warranty Claims / Supplier Recovery Claims 

• Failure Analysis / Solution Advisor 
• Branched Scripting 

• RMA – Return Material Authorization 

• Preventive Maintenance 

4 
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Benefits of Service Management 
 The Service Management system can help to retain customers by: 

– Providing world-class customer responsiveness. 

– Operating efficient and cost-effective customer service processes. 

– Achieving maximum service revenue on services. 

 

 Making customer service more efficient, profitable, and customer-
centric is the goal of the JD Edwards EnterpriseOne Service 
Management solution. 

 

Presenter
Presentation Notes
In today’s competitive business environment, organizations with the ability to retain customers have a decided advantage. Industry research shows that acquiring a new customer can cost ten times more than keeping a current customer. The level of service that your customers receive before, during, and after the original sale significantly affects your customers' next purchase. This concept applies to your product offerings as well as service offerings and, ultimately, determines your position in the market.
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Request to Resolve 
 
 
Install to Maintain 

Lead to Order 

Sales 
Sales Force 
Automation 

Sales Order 
Management 

Common EnterpriseOne Data and Business Processes 

Support 

Case Management 

Service 

Service 
Management 

CRM Foundation (includes Branch Scripting and Solution Advisor) ,  
Advanced Pricing 

Customer Self Service 

JD Edwards EnterpriseOne CRM at a Glance 

Presenter
Presentation Notes
(build slide) …EnterpriseOne CRM offers a comprehensive, integrated CRM solution that ties the business processes that span sales, support, and service…and allows you to leverage your investment in EnterpriseOne to add CRM capability that can help your organization grow and operate effectively with standard business processes and greater customer insight.
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 Access customer 360o 

 Track installed equipment 
 Customer location/status 

 Site location/Status 

 Service entitlement 
 Service contracts 

 Warranties 

 Supplier Contracts 

 Service work orders 
 Bill for services 

JD Edwards EnterpriseOne CRM at a Glance 
Install to Maintain 

Sales 
Sales Force 
Automation 

Sales Order 
Management 

Common EnterpriseOne Data and Business Processes 

Support 

Case Management 

Service 

Service 
Management 

CRM Foundation (includes Branch Scripting and Solution Advisor) ,  
Advanced Pricing 

Customer Self Service 

Presenter
Presentation Notes
(build slide) …EnterpriseOne CRM offers a comprehensive, integrated CRM solution that ties the business processes that span sales, support, and service…and allows you to leverage your investment in EnterpriseOne to add CRM capability that can help your organization grow and operate effectively with standard business processes and greater customer insight.
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Install Request Service Bill / Pay 

Receive & Submit Claims Roles: Service Providers, 
Assessors, Supp Recovery Mgrs Billing: Receivables & Payables 

Origination: Fixed Assets, Sales 
Order Update, Prod Register Customer / Site History Location Tracking 

Scheduled (PMs) & Emergency 
Work Orders Parts & Labor Costing, Billing & Payment 

Entitlement Checking Base Warranties & Extended 
Warranties 

Renewals, Suspensions, & 
Cancellations 

SERVICE 
MGMT 

Equipment 
Information 

Mgmt 

Work Order 
Mgmt 

Contract 
Mgmt 

Warranty / 
Supplier 

Claims Mgmt 

REQUEST SERVICE BILL / PAY INSTALL 

FINANCIAL 

HUMAN 
CAPITAL 

CRM 

ASSET MGMT 

EHS 

PROJECT 

SUPPLY 
CHAIN/MFG 

TOOLS 
Equipment Analytics Work Order and PM Analytics Case and Contract Analytics 

Service Mgmt 
One View 
Reporting 

JD Edwards EnterpriseOne Service Management 

Presenter
Presentation Notes
In today’s competitive business environment, organizations with the ability to retain customers have a decided advantage. Industry research shows that acquiring a new customer can cost ten times more than keeping a current customer. The level of service that your customers receive before, during, and after the original sale significantly affects your customers' next purchase. This concept applies to your product offerings as well as service offerings and, ultimately, determines your position in the market.

JD Edwards EnterpriseOne Service Management supports 2 major business processes: Install to Maintain and Request to Resolve

Because JD Edwards EnterpriseOne products are fully integrated, you enter the vital information about a piece of equipment only one time. Each JD Edwards EnterpriseOne product that you use can then access the information. System integration also helps to ensure that customer and equipment information is consistent throughout your organization, which saves considerable time and money.

Service Management is fully integrated with the other modules of JD Edwards, providing the following benefits:
Reduced implementation time
Eliminates errors associated with re-keying data 
Lowers costs associated with implementation, maintenance, and administration
Improves Operational Performance

At a high level, JDE E1 Service Management supports the process of Installing customer equipment, managing a request, providing service, either on-site or via depot repair or RMA, and supports full costing, customer billing and payment to service providers.

Service Management is integrated with Address book to record customers and service providers, time zones to calculate entitlements, and UDCs for use in records and transactions.
Account Receivable enables you to invoice for services rendered.
Accounts Payable enables you to create vouchers to pay third-party service providers for work completed on service work orders.
General Accounting enables you to create general ledger transactions for all expenses and revenues from Service Management.
Fixed Assets stores the equipment records, which are also called assets, and can enable depreciation, if necessary.
Service Billing provides the engine to bill for all Service Management transactions.
Capital Asset Management shares multiple tables and programs with Service Management, including equipment records, Preventive Maintenance, and Failure Analysis.
Service work orders share multiple tables with manufacturing, including the work order activity rules, the standard bill of materials program, and the standard labor routing program.
Inventory Management enables you to set up standard items and also issue inventory to a service work order.
Sales Order Management enables you to derive information regarding a product sale directly from the sales order. This information is the basis for the equipment record.
Base and Advanced Pricing provide the pricing structures to price transactions in Service Management.
Procurement enables you to enter a purchase order directly from service work orders so that you can order necessary parts.
Time entry for work orders is integrated with the HCM modules.

<CLICK>

Service Management is made up of several modules including:
Equipment Information Management
Work Order Management
Contract Management, and
Warranty and Supplier Recovery Claims Management

<CLICK>

Equipment Management enables you to create and track current and historical information that is associated with each piece of equipment or product that you manufacture or sell. The equipment record provides visibility across the organization about who owns the product and where the product is located.  Equipment records can be created from existing Fixed Asset records, either automatically or manually, or from the sales update process, or via the process of product registration, by either a dealer or the customer.

Information that you can track includes:
Product registration
Recall management
Depreciation schedules
Preventive maintenance scheduling
Product maintenance history
Product life analysis and costing


<CLICK>

The Work Order Management module enables you to create a work order to process customer requests that cannot be resolved over the phone. You can create a work order to request that work be performed at the customer site or at a repair depot. Work orders provide the central database for all service and repair information and events associated with an equipment record, inventory item number, or product model. Primary features of this module include:

Planning for labor, parts, and product maintenance
Online work order approval process
Estimating service capability
Entitlement checking
Service billing
Voucher processing

The system also enables you to manage Returned Material Authorizations (RMAs), which are authorizations from the supplier for the customer to return inventory for credit, replacement, or repair. If a replacement product is required, users can create a RMA to record the return of the old product and the shipment of a replacement.

At the end of the process, managers review the profitability of their service operations, and set prices and contract coverage appropriately. They review costs and revenue to establish their margins and profitability. Equipment Cost Analysis, which is separately licensed system, enables users to review all of the costs that are associated with a piece of equipment from the equipment viewpoint, as opposed to reviewing the costs by the accounts in the General Ledger.


Service work orders can be created for any service on equipment, planned or unexpected, to record the service itself and the parts and labor used. You can provide the service yourself or work with a third-party service provider. You can bill the customer for all or any portion of the service.  You can also handle equipment component change outs via the service work order.

<CLICK>

Service contracts enable you to track service level agreements on the products that your customers purchased and record and manage service and supplier contract agreements. A contract is a written agreement between a customer and a provider (contractor), or between a manufacturer and a supplier. The Contract Management module enables you to record and manage both service and supplier contract agreements. 

You can configure multiple types of contracts to fit the company’s needs. Service contracts are completely user-defined and flexible enough to meet industry expectations for service. They include both base warranties, which are typically not billable, as well as extended warranties, which are billable.

This module also provides features to accommodate various pricing methods, including advanced pricing, and helps you manage contract renewals by automatically generating new contracts when contracts expire. Primary features of this module include:
Configurable service packages
Base and extended warranty information
Contract renewals, suspensions and cancellations 
Flexible billing
Integrated entitlement processing
Prepayment processing, and
Advanced pricing

<CLICK>

Warranty claims and supplier recovery claims enable you to receive claims from your customers as well as, submit reimbursement claims to your suppliers for services completed on your customer’s behalf. The system supports the use by several key roles in a service organization, including service providers, claims assessors, and supplier recovery managers.  Claims can be handled by the financial modules for both receivables and payables. The base warranty can be created at the same time as the equipment record. The dates, times, and service levels are completely user defined. 




Copyright © 2015, Oracle and/or its affiliates. All rights reserved.   

JD Edwards EnterpriseOne Service Management 
 Install to Maintain 

Install Customer Request Service Bill / Pay 

Front Office 
 
Back Office 

 Customer calls 
with issue 

 Case logged 

 Contract 
entitlement 
checked 

 Need to send 
technician to 
customer site to 
fix problem 

 Service work 
order created 

 Parts and labor 
attached 

Work completed 

 Time Entry 

 Services invoiced 
to customer 

 Technician paid 

 

 

 
 

 

 Customer Billing 
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Implementing the Vision 
Contract to Services Execution 
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Service Work Order – One-Click Navigation 

 Parts 
 Labor 
 Solution 
 History 
 Related Actions 
 Accounting 
 WO Details 
 Planning 
 Attachments 
 Supplier Recovery 

  One click access 

Presenter
Presentation Notes
Who is it For?
Asset Intensive, Manufacturing & Wholesale Distribution, Project & Services

What Problems Does it Solve?
Inaccurate information for your field technicians 
Return visits due to wrong parts

What Does it Do?
Provides all pertinent customer information to field technicians   
Ties to billing for quicker collection of cash  




Copyright © 2015, Oracle and/or its affiliates. All rights reserved.   

Service Work Order – One-Click Navigation 

Service Management Benefits: 
   Improves the efficiency of your 
      field technicians 
   Reduces the number of returned visits 
   Reduces days sales outstanding with 
      quicker billing and collection 

Presenter
Presentation Notes
Who is it For?
Asset Intensive, Manufacturing & Wholesale Distribution, Project & Services

What Problems Does it Solve?
Inaccurate information for your field technicians 
Return visits due to wrong parts

What Does it Do?
Provides all pertinent customer information to field technicians   
Ties to billing for quicker collection of cash  
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• Entire JD Edwards EnterpriseOne 
suite runs on an iPad 

• Speed Case Entry for maintenance 
request   

• Mobile Service Time Entry 

• Field Service Work Order 

 

Mobile Asset Management 

Choices Today! 
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JD Edwards Integrations with Service Management 

Presenter
Presentation Notes
Because JD Edwards EnterpriseOne products are integrated, you enter the vital information about a piece of equipment only one time. For example, when you create equipment master records for customers, the system stores the information in the F1201 table and the F1217 table. Each JD Edwards EnterpriseOne product that you use can then access the information.
System integration also helps to ensure that customer and equipment information is consistent throughout your organization, which saves considerable time and money.


JD Edwards EnterpriseOne Address Book
The JD Edwards EnterpriseOne Address Book system from Oracle contains addresses, tax IDs, adjustment schedules, and pricing information for customers and service providers.

JD Edwards EnterpriseOne Accounts Receivable
The JD Edwards EnterpriseOne Accounts Receivable system from Oracle enables you to receive payment for services provided or for product purchases.

JD Edwards EnterpriseOne Accounts Payable
The JD Edwards EnterpriseOne Accounts Payable system from Oracle enables you to pay service providers. 

JD Edwards EnterpriseOne General Accounting
The JD Edwards EnterpriseOne General Accounting system from Oracle enables you to review, approve, and post inventory journal entries to the general ledger.

JD Edwards EnterpriseOne Fixed Assets
The JD Edwards EnterpriseOne Fixed Assets system from Oracle enables you to depreciate company-owned equipment that can be used for loaners, leases, or rentals.

JD Edwards EnterpriseOne Human Resources and Payroll
The JD Edwards EnterpriseOne Human Resources and Payroll systems from Oracle enable you to record time spent assisting a customer on a call or case.

JD Edwards EnterpriseOne Capital Asset Management
The JD Edwards EnterpriseOne Capital Asset Management system from Oracle enables you to set up maintenance schedules for products.

JD Edwards EnterpriseOne Work Orders
The JD Edwards EnterpriseOne Work Orders system from Oracle contains records that you create in Work Order Management.

JD Edwards EnterpriseOne Service Billing
The JD Edwards EnterpriseOne Service Billing system from Oracle enables you to generate and print invoices for contracts, work orders, and cases.

JD Edwards EnterpriseOne Advanced Pricing
The JD Edwards EnterpriseOne Advanced Pricing system from Oracle enables you to apply complex pricing methods to contracts, work orders, and cases.

JD Edwards EnterpriseOne Inventory Management
The JD Edwards EnterpriseOne Inventory Management system from Oracle enables you to record item information and to issue inventory to a work order.

JD Edwards EnterpriseOne Sales Order Management
The JD Edwards EnterpriseOne Sales Order Management system from Oracle enables you to update the Equipment Information Management module to create installed equipment records for new pieces of
equipment.

JD Edwards EnterpriseOne Procurement
The JD Edwards EnterpriseOne Procurement system from Oracle enables you to purchase spare parts and supplies.

JD Edwards EnterpriseOne Resource Assignments
Enables you to assign resources to a work order or to specific work order instructions while checking the current availability and assignment of the resources.

JD Edwards EnterpriseOne Condition-Based Maintenance
Enables you to input equipment alerts manually or automatically and then respond to them, based on setup criteria.

JD Edwards EnterpriseOne Equipment Cost Analysis
Enables you to make financial inquiries that are based on account coding. You can also analyze the existing cost information based on equipment coding.

JD Edwards EnterpriseOne Cases
Enables you to store and track cases, which are questions or problems for which a solution is needed. You can use this system both as an internal help desk and as a call center to receive inbound calls from external customers. The Case program integrates with the Failure Analysis program.

JD Edwards EnterpriseOne Solution Advisor
Enables customers, service agents, and support agents to search the Solution Advisor knowledge base for an appropriate solution to a specific issue.

JD Edwards EnterpriseOne Branch Scripting
Enables you to gather detailed information about a customer or a customer’s problem, to assist a contact center agent in resolving issues.

JD Edwards EnterpriseOne Billing for Service Management
Enables you to bill for contracts, service orders, cases, warranty claims, and supplier recovery claims. Service Management uses the same billing programs as the Service Billing system.

JD Edwards EnterpriseOne Voucher Processing for Service Management
Enables you to generate a workfile to complete the voucher process for paying work orders.

Returned Material Authorization (RMA)
Enables you to obtain an approval from suppliers for customers to return inventory for credit, replacement, or repair.

JD Edwards EnterpriseOne Preventive Maintenance Cycle
Enables service departments that maintain customer equipment (whether the customer is internal or external) to plan, monitor, and complete routine maintenance operations to minimize equipment breakdowns and unscheduled repairs.

JD Edwards EnterpriseOne Integration with Intelligent Graphic Solution (IGS)
A third-party product that you can purchase separately. IGS is a graphical tool that can illustrate equipment, buildings, and inventory item assemblies. You can select parts from the graphic, and return the item number to the work order parts list in JD Edwards EnterpriseOne.
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CRM Service Management Solution Summary: 

Increased Customer Access 

Greater Customer Insight 
• In tune with customer needs and values 

• Leverage knowledge to extending product/service offerings 

• Deliver on customer expectations 

• Enhanced competitive advantage 

• Shared key customer data 

• Increased customer satisfaction 

•  Increased responsiveness, decreased resolution time 

•  Targeted interaction 

Effective Customer Interactions 
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ALM 
Capital Asset 
Management 

CRM 
Service Mgmt 

CRM 
Case Mgmt 

Managing Company 
Owned Assets 

Maintaining 
Customer Owned 
Assets 

Managing requests 
for service / 
maintenance 

JD Edwards EnterpriseOne Asset Management Products 
 Enabling End-to-End Business Processes for Maintenance Management 

Presenter
Presentation Notes
The JD Edwards EnterpriseOne Total Maintenance Solution leverages the unique capabilities of our Capital Asset Management system, our Service Management System, and our Case Management system.
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