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Use Scenarios

The following use cases will be implemented:
1. Distributor can manage SRs and activities for 

their responsible sites

2. Distributor can view new SRs and activities for 
their responsible sites

3. Distributor can add a Contact to a responsible 
site.

4. Distributor customers can log SRs through 
SupportNet
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Siebel Distributor Flow
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Global Tracking System
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Authenticate through SupportNet first
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Login to GTS
Set “Remember my User ID and Password”
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Update your User Preferences

* Indicates required Fields
1) Update your password
2) Select your Manager
3) Check your email address
4) Update any other information

MGC
Only
Use
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Partner Portal versus the new GTS Portal

TABS
VIEW LINKS

QUICK SEARCH

RECENT RECORDS

New in GTS Portal
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Personalizing your views
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Build a query
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Saving a query
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Using a query
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Sorting in List Views - 1
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Sorting Popup - 2
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Making a query your default - 1

Tools > User Preferences
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Making a query your default - 2

User Prefrences tab > Default Queries View Link
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Setting your Default Queries for each view - 3
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Setting your startup view screen

User Preferences > Behavior view link
Click on Startup View pick map
Select the view you want on start up
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Re-ordering your columns - 1

Right Mouse click in list applets > Select Columns Displayed
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Re-ordering your columns - 2

1) Look for column name by using first letter of label (e.g., S for Symptoms)
2) Arrows in middle are used to move single or all records between 

“Available Columns” and “Selected Columns”
3) Arrows on right side are used to adjust a field up or down in order
4) Save the settings
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Opening an SR Flow
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Lookup Contact
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Contact Detail Applet - 1
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Contact Detail Applet - 2

* Indicates required fields
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Contact Detail Applet - 3

* Indicates required fields

Account Name and Site ID from SAP

Distributor SAP Sold To #

Support Contract Status and comments

Account Address Information
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Contact Detail Applet - 4

* Indicates required fields

SupportNet Fields
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Opening an SR
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Open SR – Service Request Sub-tab
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Working with the Queue
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Email Notification
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Viewing UNASSIGNED SR/RAs



22-Sep-08 Mentor Graphics Company Confidential
Slide 33

Assigning SRs to yourself
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Escalating a SR or RA

Service Request Request Assistance
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Routing an SR to MGC

Routing an SR means you want to MGC to contact 
the customer directly.



22-Sep-08 Mentor Graphics Company Confidential
Slide 36

Routing an RA to MGC

Routing an RA (request assistance) activity means 
you want an MGC CAE to assist you.  You 
maintain ownership of the SR.
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To See Candidates for SRs and RAs
SR Candidates View

Activity Candidates View
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Viewing Defect Information
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Closing an SR
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Adding a Solution
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Closing an SR
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Exporting Data from List Applets
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Siebel 8 Cheat Sheet

Show More and Show Less Button

Do not close the browser window
to log out of Siebel 8 …

Use the Log Out button 
or CNTL + SHIFT + X

Application-Level Menu
Application Toolbar

Thread Bar
Screen Tabs

Link Bar

Applet Buttons
(Part of Form Applet)

Form Applet
(Example of fields 

write protected)

List Applet

Applet Buttons
(Part of List Applet)

Queries Drop-Down List

Record Navigation Button

Vertical Scroll Bars

Text Editor Button

Calendar Button

Single Select Button

Drop-Down List

Applet Buttons
(Part of Form Applet)

View Tabs

Form Applet
(Example of fields 

not write protected)

Multiple Select Button

Field

Menu Button

Multiple Selection Dialog box

Dialog Box

* Red Stars, Indicate Required Fields

Refresh = ALT + ENTER   

Search = CTRL + Shift + F

Search Form
Applet

Action Pane

Help = CTRL + H
or

Help > Contents



Questions?
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