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STERLING COMMERCE SOFTWARE
***TRADE SECRET NOTICE***

THE STERLING COMMERCE SOFTWARE DESCRIBED BY THIS DOCUMENTATION ("STERLING
COMMERCE SOFTWARE") IS THE CONFIDENTIAL AND TRADE SECRET PROPERTY OF STERLING
COMMERCE, INC., ITS AFFILIATED COMPANIES OR ITS OR THEIR LICENSORS, AND IS PROVIDED
UNDER THE TERMS OF A LICENSE AGREEMENT. NO DUPLICATION OR DISCLOSURE WITHOUT
PRIOR WRITTEN PERMISSION. RESTRICTED RIGHTS.

This documentation, the Sterling Commerce Software it describes, and the information and know-how they contain
constitute the proprietary, confidential and valuable trade secret information of Sterling Commerce, Inc., its affiliated
companies or its or their licensors, and may not be used for any unauthorized purpose, or disclosed to others without
the prior written permission of the applicable Sterling Commerce entity. This documentation and the Sterling
Commerce Software that it describes have been provided pursuant to a license agreement that contains prohibitions
against and/or restrictions on their copying, modification and use. Duplication, in whole or in part, if and when
permitted, shall bear this notice and the Sterling Commerce, Inc. copyright notice.

U.S. GOVERNMENT RESTRICTED RIGHTS. This documentation and the Sterling Commerce Software it
describes are "commercial items" as defined in 48 C.F.R. 2.101. As and when provided to any agency or
instrumentality of the U.S. Government or to a U.S. Government prime contractor or a subcontractor at any tier
("Government Licensee"), the terms and conditions of the customary Sterling Commerce commercial license
agreement are imposed on Government Licensees per 48 C.F.R. 12.212 or § 227.7202 through § 227.7202-4, as
applicable, or through 48 C.F.R. § 52.244-6.

These terms of use shall be governed by the laws of the State of Ohio, USA, without regard to its conflict of laws
provisions. If you are accessing the Sterling Commerce Software under an executed agreement, then nothing in these
terms and conditions supersedes or modifies the executed agreement.

Third Party Software and other Material

Portions of the Sterling Commerce Software may include or be distributed with or on the same storage media as
products ("Third Party Software") offered by third parties ("Third Party Licensors"). Sterling Commerce Software
may be distributed with or on the same storage media as Third Party Software covered by the following copyrights:
Copyright (¢) 1999-2008 The Apache Software Foundation. Copyright 2003-2007 CyberSource Corporation.
Copyright (C) 2004-2006 Distributed Computing Laboratory, Emory University. Copyright (¢) 1987-1997 Free
Software Foundation, Inc., Java Port Copyright (c) 1998 by Aaron M. Renn. Copyright (C) 2000-2004 Jason Hunter
& Brett McLaughlin. Copyright 1997-2004 JUnit.org. Copyright 2003-2007 Luck Consulting Pty Ltd. Copyright (c)
2005-2006 Mark James http://www.famfamfam.com/lab/icons/silk/. Copyright (c) 2002 Pat Niemeyer. Copyright (c)
1994-2006 Sun Microsystems, Inc. Copyright (c) 1996-2001 Ronald Tschaldr. Copyright (c) Mark Wutka. All rights
reserved by all listed parties.

Third Party Software which is distributed with or on the same storage media as the Sterling Commerce Software
where use, duplication, or disclosure by the United States government or a government contractor or subcontractor, is
provided with RESTRICTED RIGHTS under Title 48 CFR 2.101, 12.212, 52.227-19, 227.7201 through 227.7202-4,
as applicable.

Additional information regarding certain Third Party Software is located at <installdir>\thirdpartylicenses

This product includes software developed by the Apache Software Foundation (http://www.apache.org). This
product includes software developed by the JDOM Project (http://www.jdom.org/). This product includes software
developed by Mark Wutka (http://www.wutka.com/). SUN, SOLARIS, JAVA, JINI, FORTE, and iPLANET
trademarks and all SUN, SOLARIS, JAVA, JINI, FORTE, and iPLANET related trademarks, service marks, logos
and other brand designations are trademarks or registered trademarks of Sun Microsystems, Inc. All trademarks and
logos are trademarks of their respective owners.
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THE APACHE SOFTWARE FOUNDATION SOFTWARE

The Sterling Commerce Software is distributed with or on the same storage media as the following software products
(or components thereof): Apache Ant v1.6.5, Apache Axis v1.4, avalon-framework-4.0.jar, batik-1.5-fop-0.20-5 jar,
Apache Jakarta Commons Collections v2.1, Apache Commons EL v1.0, Apache Commons Logging v1.0.4, Apache
FOP v0.20.5, Apache Jakarta Regexp v1.4, Apache log4j v1.2.8, Apache Lucene v2.3, Apache Standard Taglib 1.1,
Apache Web Services Invocation Framework (WSIF) v.20, Apache Xalan v2.7.0, Apache Xerces v2.8.0, xml-apis-
01.3.03.jar, commons-codec-1.2.jar, commons-httpclient-3.0.1.jar (collectively, "Apache 2.0 Software"). Apache
2.0 Software is free software which is distributed under the terms of the Apache License Version 2.0. A copy of
License Version 2.0 is found in the following locations and applies only to the individual pieces of the Apache 2.0
Software found in the directory location(s) specified below for that copy of License Version 2.0:

<installdir>\thirdpartylicenses\Apache Ant 1.6.5 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\ ant-1.6.5.jar;

<installdir>\thirdpartylicenses\Apache Axis v1.4 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\ axis.jar, <installdir>\WEB-INF\lib\wsdl4;j-1.5.1 jar, <installdir>\WEB-
INF\lib\saaj jar, <installdir>\WEB-INF\lib\jaxrpc.jar, <installdir>\WEB-INF\lib\commons-discovery-0.2.jar;

<installdir>\thirdpartylicenses\Apache Avalon Framework 4.0 license OrderSelling.doc applies to the Apache 2.0
Software located at <installdir>\WEB-INF\lib\avalon-framework-4.0.jar;

<installdir>\thirdpartylicenses\Apache FOP 0.20.5 license OrderSelling.doc applies to the Apache Software
located at <installdir>\WEB-INF\lib\batik-1.5-fop-0.20-5 jar;

<installdir\WEB-INF\lib\Apache Commons_Collections 2.1 license OrderSelling.doc applies to the Apache 2.0
Software located at <installdir>\WEB-INF\lib\commons-collections-2.1.jar

<installdir>\thirdpartylicenses\Apache Commons EL 1.0 license OrderSelling.doc applies to the Apache 2.0
Software located at <installdir>\WEB-INF\lib\commons-el-1.0.jar;

<installdir>\thirdpartylicenses\Apache Common_Logging 1.0.4 license OrderSelling.doc applies to the Apache
2.0 Software located at <installdir>\WEB-INF\lib\commons-logging-1.0.4.jar;

<installdir>\thirdpartylicenses\Apache FOP 0.20.5 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\fop-0.20.5 jar;

<installdir>\thirdpartylicenses\Apache Jakarta Regexp 1.4 license OrderSelling.doc applies to the Apache 2.0
Software located at <installdir>\WEB-INF\lib\jakarta-regexp-1.4.jar;

<installdir>\thirdpartylicenses\Apache log4j 1.2.8 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\log4j-1.2.8 jar;

<installdir>\thirdpartylicenses\Apache Lucene 2.3 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\lucene-core-2.3.0.jar, <installdir>\WEB-INF\lib\lucene-demos-2.3.0.jar;

<installdir>\thirdpartylicenses\Apache Standard Taglib 1.1 license OrderSelling.doc applies to the Apache 2.0
Software located at <installdir>\WEB-INF\lib\standard.jar;

<installdir>\thirdpartylicenses\Apache  WSIF 2.0 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\wsifjar;

<installdir>\thirdpartylicenses\Apache Xalan 2.7.0 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\xalan-2.7.0.jar

<installdir>\thirdpartylicenses\Apache Xerces 2.8 license OrderSelling.doc applies to the Apache 2.0 Software
located at <installdir>\WEB-INF\lib\xercesImpl-2.8.0.jar;

<installdir>\thirdpartylicenses\Apache xml apis 1.3.03 license OrderSelling.doc applies to the Apache 2.0
Software located at <installdir>\WEB-INF\lib\xml-apis-1.3.03.jar

Unless otherwise stated in a specific directory, the Apache 2.0 Software was not modified. Neither the Sterling
Commerce Software, modifications, if any, to Apache 2.0 Software, nor other Third Party Code is a Derivative Work
or a Contribution as defined in License Version 2.0. License Version 2.0 applies only to the Apache 2.0 Software
located in the specified directory file(s) and does not apply to the Sterling Commerce Software or to any other Third
Party Software.
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BEANSHELL SOFTWARE

The Sterling Commerce Software is distributed with or on the same storage media as the BeanShell v1.2b7 (bsh-
1.2b7 jar) software (Copyright (c) 2002 Pat Niemeyer) ("BeanShell Software"). The BeanShell Software is
independent from and not linked or compiled with the Sterling Commerce Software. Sterling Commerce has not
made any modifications to the BeanShell Software. The BeanShell Software is free software which can be
distributed and/or modified under the terms of the Sun Public License Version 1.0 as published by Sun Microsystems,
Inc.

A copy of the Sun Public License is provided at <installdir>\thirdpartylicenses\beanshell license OrderSelling.doc.
This license only applies to the BeanShell Software located at <installdir>\WEB-INF\lib\bsh-1.2b7 jar and does not
apply to the Sterling Commerce Software, or any other Third Party Software.

The BeanShell Software is distributed on an "AS IS" basis, WITHOUT WARRANTY OF ANY KIND, either express
or implied. See the license for the specific language governing rights and limitations under the license. The Original
Code is BeanShell. The Initial Developer of the Original Code is Pat Niemeyer. Portions created by Pat Niemeyer are
Copyright (C) 2002. All Rights Reserved. Contributor(s): None Known.

Sterling Commerce has not made any modifications to the BeanShell Software. Source code for the BeanShell
Software is located at http://www.beanshell.org

THE BEANSHELL SOFTWARE IS PROVIDED ON AN "AS IS" BASIS, WITHOUT WARRANTY OF ANY
KIND, EITHER EXPRESS OR IMPLIED, INCLUDING WITHOUT LIMITATION, WARRANTIES THAT THE
BEANSHELL SOFTWARE IS FREE OF DEFECTS, MERCHANTABLE, FIT FOR A PARTICULAR PURPOSE
OR NON-INFRINGING.

CYBERSOURCE SOFTWARE

The Sterling Commerce Software is distributed with or on the same storage media as the CyberSource Simple Order
API v5.0.2 software (or components thereof) (Copyright 2003-2007 CyberSource Corporation) ("Cybersource
Software"). Cybersource Software is free software which is distributed under the terms of the Apache License
Version 2.0. A copy of the License Version 2.0 is found at
<installdir>\thirdpartylicenses\Cybersource v5.02 license_OrderSelling.doc and only applies to the Cybersource
Software found at <installdir>\WEB-INF\lib\cybsclients-5.0.2.jar, <installdir>\WEB-INF\lib\cybssecurity-5.0.2.jar

Unless otherwise stated in a specific directory, the Cybersource Software was not modified. Neither the Sterling
Commerce Software, modifications, if any, to the Cybersource Software, nor other Third Party Code is a Derivative
Work or a Contribution as defined in License Version 2.0. License Version 2.0 applies only to the Cybersource
Software in the specified directory file(s) and does not apply to the Sterling Commerce Software or to any other Third
Party Software. License Version 2.0 includes the following provision:

"Unless required by applicable law or agreed to in writing, Licensor provides the Work (and each Contributor
provides its Contributions) on an "AS IS" BASIS, WITHOUT WARRANTIES OR CONDITIONS OF ANY KIND,
either express or implied, including, without limitation, any warranties or conditions of TITLE, NON-
INFRINGEMENT, MERCHANTABILITY, or FITNESS FOR A PARTICULAR PURPOSE. You are solely
responsible for determining the appropriateness of using or redistributing the Work and assume any risks associated
with Your exercise of permissions under this License."

EHCACHE SOFTWARE AND JINI SOFTWARE

The Sterling Commerce Software is distributed with or on the same storage media as the ehcache software (or
components thereof) (Copyright 2003-2007 Luck Consulting Pty Ltd) (the "Ehcache Software") and Jini Technology
Starter Kit v2.1 software (or components thereof, including including jini-core.jar and jini-ext.jar) (Copyright 2005,
Sun Microsystems, Inc.) ("Jini Software"). The Ehcache Software and Jini Software are free software which is
distributed under the terms of the Apache License Version 2.0. A copy of License Version 2.0 is found in the
following locations and applies only to the Ehcache Software and Jini Software, respectively, found in the specified
directory files:

Ehcache Software - <installdir>\thirdpartylicenses\ehcache 1.2.4 license OrderSelling.doc applies to the Ehcache
Software located <installdir>\WEB-INF\lib\ehcache-1.2.4 jar.
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Jini Software - <installdir>\thirdpartylicenses\Jini_2.1 license_OrderSelling.doc applies to the Jini Software located
at <installdir>\WEB-INF\lib\jini-core-2.1 jar, <installdir>\WEB-INF\lib\jini-ext-2.1 jar .

Unless otherwise stated in the specific directory, the Ehcache Software and Jini Software were not modified. Neither
the Sterling Commerce Software, modifications, if any, to Ehcache Software or the Jini Software, nor other Third
Party Code is a Derivative Work or a Contribution as defined in License Version 2.0. License Version 2.0 applies
only to the Ehcache Software and Jini Software which is the subject of the specific directory file and does not apply
to the Sterling Commerce Software or to any other Third Party Software. License Version 2.0 includes the following
provision:

"Unless required by applicable law or agreed to in writing, Licensor provides the Work (and each Contributor
provides its Contributions) on an "AS IS" BASIS, WITHOUT WARRANTIES OR CONDITIONS OF ANY KIND,
either express or implied, including, without limitation, any warranties or conditions of TITLE, NON-
INFRINGEMENT, MERCHANTABILITY, or FITNESS FOR A PARTICULAR PURPOSE. You are solely
responsible for determining the appropriateness of using or redistributing the Work and assume any risks associated
with Your exercise of permissions under this License."

GETOPT SOFTWARE AND HTTPCLIENT SOFTWARE

The Sterling Commerce Software is distributed with or on the same storage media as the Getopt v1.0.12 software (or
components thereof) (Copyright (c¢) 1987-1997 Free Software Foundation, Inc., Java Port Copyright (c) 1998 by
Aaron M. Renn (arenn@urbanophile.com)) ("Getopt Software") and the HttpClient version 0.3-2 software (or
components thereof) (Copyright (c) 1996-2001 Ronald Tschalér) ("HttpClient Software"). The Getopt Software and
HttpClient Software are independent from and not linked or compiled with the Sterling Commerce Software. The
Getopt Software and HttpClient Software are free software products which can be distributed and/or modified under
the terms of the GNU Lesser General Public License as published by the Free Software Foundation; either, with
respect to the Getopt Software, version 2 of the License or any later version, or, with respect to the HttpClient
Software, version 2 of the License or any later version.

A copy of the GNU Lesser General Public License is provided at
<installdir>\thirdpartylicenses\Getopt 1.0.12 license OrderSelling.doc,
<installdir>\thirdpartylicenses\HttpClient 0.3.2 license OrderSelling.doc

This license only applies to the Getopt Software located at <installdir>\WEB-INF\lib\getopt-1.0.12.jar and
HttpClient Software located at <installdir>\WEB-INF\lib\HTTPClient-0.3.2.jar, and does not apply to the Sterling
Commerce Software, or any other Third Party Software.

Source code for the Getopt Software is located at http://www.urbanophile.com
Source code the HttpClient Software is located at http:// www.innovation.ch

The Getopt Software and HttpClient Software are distributed WITHOUT ANY WARRANTY; without even the
implied warranty of MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE.

JUNIT SOFTWARE

The Sterling Commerce Software is distributed on the same storage media as the JUnit Software (or components
thereof) (Copyright 1997-2004 JUnit.org.) ("JUnit Software"). Sterling Commerce has not made any additions or
changes to the JUnit Software. The Sterling Commerce Software is not a derivative work of the JUnit Software. The
Sterling Commerce Software is not a Contribution as defined in the Common Public License - v 1.0.

The source code for the JUnit Software is available at
http://sourceforge.net/project/downloading.php?groupname=junit&filename=junit3.8.1.zip&use mirror=superb-cast

The source code is available from Sterling Commerce under the Common Public License - v 1.0. Contact Sterling
Commerce Customer Support in the event that the source code for the JUnit Software is no longer available at the
respective, above-listed sites. A copy of the Common Public License - v 1.0 is provided at
<installdir>\thirdpartylicenses\Junit_3.8.1 license OrderSelling.doc. This license applies only to the JUnit Software
located at <installdir>\WEB-INF\lib\junit-3.8.1.jar and does not apply to the Sterling Commerce Software or any
other Third Party Licensor Software.
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SUN MICROSYSTEMS

The Sterling Commerce Software is distributed with or on the same storage media as certain redistributable portions
of the following software products: Sun JavaBeans™ Activation Framework ("JAF") (activation.jar) version 1.1, Sun
JavaHelp version 2.0 ("JavaHelp"), and Sun JavaMail version 1.4 (mail.jar) (collectively, "Sun Software"). Sun
Software is free software which is distributed under the terms of the specific Sun Microsystems, Inc. license
agreement for each individual Sun products. A copy of the specific Sun Microsystems, Inc. license agreement
relating to the Sun Software are found in the following locations and apply only to the individual pieces of the Sun
Software located in the specified directory file(s):

SUN JAF - The specific Sun Microsystems, Inc. license agreement located at
<installdir>\thirdpartylicenses\Sun_activation jar JAF 1.1 license OrderSelling.doc applies to the Sun Software
located at <installdir>\WEB-INF\lib\activation-1.1.jar.

SUN JavaHelp - The specific Sun Microsystems, Inc. license agreement located
at<installdir>\thirdpartylicenses\JavaHelp 2.0 license OrderSelling.doc applies to the Sun Software located at
<installdir\WEB-INF\lib\javahelp-2 0 02.jar

SUN JavaMail - The specific Sun Microsystems, Inc. license agreement located at
<installdir>\thirdpartylicenses\Sun_JavaMail 1.4 license OrderSelling.doc applies to the Sun Software located at
<installdir\WEB-INF\lib\mail-1.4.jar

Such licenses only apply to the Sun Software located in the specified the specified directory file(s) and does not apply
to the Sterling Commerce Software or to any other Third Party Software.

WARRANTY DISCLAIMER

This documentation and the Sterling Commerce Software which it describes are licensed either "AS IS" or with a
limited warranty, as set forth in the Sterling Commerce license agreement. Other than any limited warranties
provided, NO OTHER WARRANTY IS EXPRESSED AND NONE SHALL BE IMPLIED, INCLUDING THE
WARRANTIES OF MERCHANTABILITY AND FITNESS FOR USE OR FOR A PARTICULAR PURPOSE. The
applicable Sterling Commerce entity reserves the right to revise this publication from time to time and to make
changes in the content hereof without the obligation to notify any person or entity of such revisions or changes.

The Third Party Software is provided "AS IS" WITHOUT ANY WARRANTY AND ANY EXPRESSED OR
IMPLIED WARRANTIES, INCLUDING BUT NOT LIMITED TO, THE IMPLIED WARRANTIES OF
MERCHANTABILITY, AND FITNESS FOR A PARTICULAR PURPOSE ARE DISCLAIMED. FURTHER, IF
YOU ARE LOCATED OR ACCESSING THIS SOFTWARE IN THE UNITED STATES, ANY EXPRESS OR
IMPLIED WARRANTY REGARDING TITLE OR NON-INFRINGEMENT ARE DISCLAIMED.

Without limiting the foregoing, the BeanShell Software, GetOpt Software, HttpClient Software, and JUnit Software,
are all distributed WITHOUT ANY WARRANTY; without even the implied warranty of MERCHANTABILITY or
FITNESS FOR A PARTICULAR PURPOSE.

Sterling Commerce, Inc.

4600 Lakehurst Court Dublin, OH 43016-2000 *
614/793-7000
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Preface

This Overview Guide and the associated documentation provide the information
required for you to use the Sterling Multi-Channel Selling Solution at your site.

This guide introduces you to the Sterling Multi-Channel Selling Solution by
presenting an overview of the product and its various component applications.

Audience

This guide is written for all users of the Sterling Multi-Channel Selling Solution.
However, its primary audience is an enterprise user who will use the Sterling Multi-
Channel Selling Solution but is unfamiliar with any of its applications. We use the
term “you” when referring to enterprise personnel. The purpose of this guide is to
help you to become familiar with Sterling Multi-Channel Selling Solution
terminology and understand how the various applications work together to provide
customers with their e-commerce experience.

Each Sterling Multi-Channel Selling Solution application is described in a separate
section. We present an overview of the application and include the tasks that
administrators can perform with each application. The primary purpose of each
section is to help administrators who will be using that application gain a basic
understanding of its use. Refer to the Sterling Multi-Channel Selling Solution
Administration Guide for detailed information about application usage.
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This guide assumes a basic familiarity with network, database, and commerce
concepts.
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CHAPTER 1 ]ﬂWOdMCtiOﬂ

This guide provides an introduction to the Sterling Multi-Channel Selling Solution.
It covers:

*  This chapter, CHAPTER 1, "Introduction", provides a basic description of
the Sterling Multi-Channel Selling Solution.

* CHAPTER 2, "Consumer Experience", describes the e-commerce
experience from the end-user’s perspective.

*+ CHAPTER 3, "Managing the Consumer Experience" describes how you
use the different Sterling Multi-Channel Selling Solution applications to
create and support this e-commerce experience.

* CHAPTER 4, "Partners and the Sterling Multi-Channel Selling Solution"
presents an overview of the role of your partners in the Sterling Multi-
Channel Selling Solution.

For information about the new features in this release, see the Sterling Multi-
Channel Selling Solution Release Notes.

Sterling Multi-Channel Selling Solution Software

The Sterling Multi-Channel Selling Solution is a suite of integrated applications
that enable all the ways in which an enterprise sells products: over the Web and
through call centers, stores, and field sales. It provides a consistent buying
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Introduction

experience and hides complexity from end users while allowing your internal
business users to assemble sophisticated products, services, and service bundles
that can be priced or promoted in a variety of ways. You can customize the buying
experience for your prospects, customers, and partners through personalized
merchandising, marketing, and retention programs, allowing them to easily locate,
configure, and purchase the products and services that meet their needs.

The Sterling Multi-Channel Selling Solution architecture conforms to the Java 2
Enterprise Edition (J2EE) standard published by Sun Microsystems, Inc.It is
written using standard Java technologies: JavaServer Pages (JSPs) and servlets
(modules of Java code that run in a servlet container to answer client requests). The
JSP technology separates the user interface from content generation, enabling
designers to change the overall page layout without altering the underlying
dynamic content.

Each JSP page comprises a mixture of standard HTML content, JSP tags, and
scriptlets that are processed dynamically as the page content is generated. By
modifying these JSP pages and creating your own scriptlets, you can customize the
Sterling Multi-Channel Selling Solution to reflect your company’s style.

For more information about customization, see the Sterling Multi-Channel Selling
Solution Developer Guide. For more information about the technical architecture of
the Sterling Multi-Channel Selling Solution, refer to the Sterling Multi-Channel
Selling Solution Implementation Guide.

Sterling Multi-Channel Selling Solution
Applications

The Sterling Multi-Channel Selling Solution is written in Java and uses
XML-based structured documents for data representation, transformation, and
messaging. The Sterling applications that comprise the Sterling Multi-Channel
Selling Solution are platform-independent and run on UNIX and Windows NT
environments. Each application takes full advantage of the underlying distributed
Sterling platform and integrates seamlessly with other Sterling applications.

Modularity

The Sterling Multi-Channel Selling Solution is a set of interdependent modules that
conform to a common organizational structure. In general, each module
corresponds to a functional component of the Sterling Multi-Channel Selling
Solution such as an application or a component of the Sterling Multi-Channel
Selling Solution platform. Some modules may support both a Java API and a user

Sterling Multi-Channel Selling Solution Overview Guide



Enterprise Server

interface whereas others may just support a Java API provided to other modules.
Some modules provide a set of “helper” classes, JSP pages, and other files such as
Javascript files and images which are used by a number of other modules.

Each module is designed to be packaged and delivered as an archive (a single file
created by using the jar application of the JDK) called a CMI (Comergent Module
Image) file.

For more information about modularity, refer to the Sterling Multi-Channel Selling
Solution Developer Guide.

Enterprise Server

Any server that has installed the Sterling Multi-Channel Selling Solution is an
enterprise server. Depending on your company’s customizations and the Sterling
applications you purchased, each enterprise installation is different. Together, your
enterprise installation and your partners form an e-commerce network.

Implementation of an Enterprise Server

The implementation of an enterprise server involves:

» installing it at your enterprise e-commerce site

»  configuring the Sterling Multi-Channel Selling Solution for your site

* integrating the enterprise server with your existing e-commerce systems
*  populating the Knowledgebase with all the information required.

At the enterprise site, integrating the Sterling Multi-Channel Selling Solution
typically involves integration with one or more of the following:

»  enterprise product catalog

*  product configurator

*  e-commerce system

* legacy partner information systems

For additional information about implementing your enterprise server, see the
Sterling Multi-Channel Selling Solution Implementation Guide.
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Integration with ERP Systems

The Sterling Multi-Channel Selling Solution provides integration with ERP
systems either directly, through the Sterling Integrator, or indirectly, by using the
database server as a staging area.

The Sterling Integrator uses a combination of XML-based messaging and HTTP to
integrate the Sterling Multi-Channel Selling Solution with an ERP system.

When a Sterling Multi-Channel Selling Solution user performs an action requiring
that information be passed to the ERP system, the Sterling Multi-Channel Selling
Solution generates an XML message that is posted to the HTTP server. The server
manages the interaction with the ERP system and returns information to the
Sterling Multi-Channel Selling Solution.

Conversely, if a change is made in the ERP system to a Sterling Multi-Channel
Selling Solution entity (such as a customer order), then the change can be posted
back to the Sterling Multi-Channel Selling Solution so that it is visible to users.

The Sterling Integrator supports the ability of the Sterling Multi-Channel Selling
Solution to place orders into an SAP ERP system and to receive change or cancel
order information from the SAP ERP system. Partner and product information can
also be imported from the SAP ERP system, and this information can be updated as
information in the SAP system is modified.

In integrating an enterprise server, it is also possible to use a database server as a
staging area for the ERP system data. This enables the Sterling Multi-Channel
Selling Solution to access data from the database server rather than from the ERP
system directly. Conversely, the Sterling Multi-Channel Selling Solution can stage
data in the database server which can be accessed by the ERP system in batch
mode.

This integration with back-end ERP systems (through a database server) can be in
real time or updated automatically or manually through a batch process. For more
information about integrating with ERP systems, see "Integrating with Back-end
Applications" on page 41 and the Sterling Multi-Channel Selling Solution
Implementation Guide.

Customizing Your Enterprise Server

You can customize the Sterling Multi-Channel Selling Solution for your company.
Custom criteria include:
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Customize the customer-facing Web pages to match the look and feel of
your company.

Integrate with existing back-end enterprise resource planning (ERP) and
order management systems.

Map existing product, partner, and pricing data with the appropriate
Sterling applications.

Customize the Sterling Multi-Channel Selling Solution administration
pages to match your company’s business requirements.

Integrate your e-commerce Web site with your partners’ e-commerce Web
sites.

Using the Sterling Multi-Channel Selling Solution

The Sterling Multi-Channel Selling Solution software comprises multiple
applications.

Sterling Advisor™

The Sterling Advisor™ application guides customers to the right products
for their business needs through a questionnaire you design. See "Sterling
Advisor" on page 30.

Sterling Commerce Manager™

Sterling Commerce Manager™ is the foundation upon which the other
applications in the Sterling Multi-Channel Selling Solution operate. This
application provides core system services such as security, back-office
integration, integration with external e-commerce procurement systems and
net marketplaces, and messaging. See "Configuration and Integration" on
page 40.

Sterling Configurator™

The Sterling Configurator™ application enables you to create models
representing configurable products. These models consist of available
options. Your customers can select from these options to customize the
products to their specific needs. See "Sterling Configurator and Visual
Modeler" on page 31.
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»  Sterling Integrator™

The Sterling Integrator™ enterprise application integration (EAI)
application enables the flow of business data between the Sterling Multi-
Channel Selling Solution and enterprise resource planning (ERP) systems.
See "Integrating with Back-end Applications" on page 41.

+  Sterling Promotions™

The Sterling Promotions™ application enables you to create custom
promotions for different customers. This application uses product data to link
personalized marketing messages and promotions to a specific product. These
marketing messages enable distributors to effectively up-sell, cross-sell, and
inform customers of their value-added services. See "Displaying Promotions
with Sterling Promotions" on page 34

+  Sterling Orders™

The Sterling Orders™ application accepts orders and passes them on to
order management systems. Your customer can check order status and
modify orders. Your customer service representative can also check order
status and modify orders. See "Sterling Orders" on page 38.

»  Sterling Partner.com™

The Sterling Partner.com™ application enables your company to “host”
your partners’ e-commerce Web sites on your servers or on application
service providers (ASP) servers. See "Sterling Partner.com" on page 47.

»  Sterling Pricing™

The Sterling Pricing™ application maintains pricing information and
enables you to provide custom pricing for different customers. Customers
can only buy products that are on active price lists that are assigned to their
company (through the partner profile). This enables you to tailor your
product offerings based on factors including geographic market or customer
type (for example, OEM or consumer). See "Maintaining and Customizing
Price Lists" on page 33.

»  Sterling Product Manager™

The Sterling Product Manager™ application maintains your product catalog
and provides product information to Sterling applications. See "Sterling
Product Manager" on page 27.
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»  Sterling Profile Manager™

The Sterling Profile Manager™ application creates and maintains profiles for
your enterprise partners and customers. Each partner created in Sterling
Profile Manager is linked to price list(s) created in Sterling Pricing. This
linkage enables customers to view customized pricing when selecting,
comparing, and purchasing products. See "Managing Partners, Customers,
and Users" on page 23.

+  Sterling Quotes™

The Sterling Quotes™ application provides your customer with a
personalized workspace to build and manage product inquiries, quotes, and
requests for quotes (RFQs). It also enables your customer service
representative to approve or reject quotes and RFQs, as well as modify
quotes and RFQs as necessary. See "Sterling Quotes" on page 25.

+  Sterling Returns™

The Sterling Returns™ application enables you to automate your return
process using the Internet. It integrates with both order management and
ERP systems. Your customer service department can use this application to
view and modify returns as necessary. See "Sterling Returns" on page 38.
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CHAPTER 2 Consumer Experience

The Sterling Multi-Channel Selling Solution enables sales directly to consumers as
well as through your partners. Through the enterprise e-commerce Web site,
consumers can shop, check price and availability, view promotions, view related
products, make wish lists, and submit completed orders to the enterprise or to
storefronts associated with the enterprise. Both the enterprise and its partners can
participate in the selling process.

This chapter describes how the Sterling Multi-Channel Selling Solution supports a
consumer’s online purchasing experience.

Purchasing Experience

Consumers purchase items by placing them into a cart and placing the cart as an
order. They can place multiple items in a cart and add and remove items before
placing the order. Consumers can have multiple carts, allowing them to place orders
at different distributors and suppliers, and they can create templates for orders that
they place regularly, wish lists for items they would like others to buy for them, and
gift registries for special occasions. They can save carts as quotes, and use carts to
negotiate prices. Consumers can select partners based on pricing, product
availability, or geography (for example, the location of a shipping facility).

The Sterling Multi-Channel Selling Solution enables you to provide e-commerce to
your consumers by facilitating the following:

Sterling Multi-Channel Selling Solution Overview Guide 9



Consumer Experience

*  Personal workspaces for consumers

Partner users and registered users have a workspace that includes their
cart(s), personal address books that include shipping and billing
information, status of orders in progress, status of returned items, and so on.

If your enterprise has storefronts associated with it, consumers associated
with a particular storefront partner can only request product and availability
information from that partner.

*  Anonymous user, partner user, registered user, and storefront user support

Enterprises support e-commerce with anonymous, partner, registered, and
storefront users. When an anonymous user attempts to place an order, the
Sterling Multi-Channel Selling Solution prompts the user to register.

*  Guided selling

The Sterling Advisor application enables your consumers to look for
products by navigating through your product catalog. In addition, it
provides a search feature and guides users to products that meet their needs
by finding products that match an end user’s answers to questions that you
prepare.

*  Pricing and products geared for specific consumers

With Sterling Pricing, you can create multiple price lists. With Sterling
Profile Manager, you assign price lists to partners and storefronts that
contain the products and prices relevant for them. Partner users can only see
and buy products that are included in price lists assigned to their partner. To
prevent a particular partner’s users from purchasing a particular product
line, do not assign price lists with the product line to that partner. For more
information, see "Maintaining and Customizing Price Lists" on page 33.

*  Quotes and order management

With the Sterling Multi-Channel Selling Solution, consumers can obtain
product information, select products, get prices, configure products, and
place an order.

Consumers can also modify quantities and prices in a particular cart, then
submit the cart as a request to negotiate prices. Your customer service
representative can then review the cart and either reject it, accept it as is, or
modify quantity and price and accept the modified cart. Once the modified
cart has been accepted, it is converted to a quote. Consumers can either
remove the quote or convert the quote to an order.
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Conducting e-Commerce

A consumer buying products from your enterprise Web site may be registered or
anonymous (unregistered). Registered users may be storefront users or partner
users.

Registered, storefront, and partner users enter their username and password and log
into the enterprise Web site. They may maintain multiple active carts and can
review the status of any of their orders.

Anonymous users browse the enterprise Web site and retrieve product and price
information. If they decide to create a cart and place an order, the system prompts
them for the required information (including a username and password) and
registers them. Once this process occurs, the anonymous user becomes a registered
user.

The following diagram illustrates how the consumer conducts e-commerce on your
enterprise Web site.

Browser

Order
Management
or ERP
system

Enterprise
Server -

FIGURE 1. Flow of Information for a Typical e-Commerce Request

The following steps describe the flow of information for e-commerce requests:

1. A consumer navigates to the enterprise site, creates a cart, and begins selecting
products.
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2. The consumer obtains price and availability information from the enterprise
server and configures any applicable products.

If the consumer is not associated with a partner, they receive pricing for
registered or anonymous users.

3. Partner users can modify the prices and request a quote. In this case, customer
service representatives either approve the request, approve the request with
modifications, or reject the request.

Once the consumer is satisfied with the products (and their configurations)
in the cart, they submit an order.

If the consumer is anonymous, they must either log in or register. If the
consumer is already registered, they can update their information, including
shipping and billing addresses.

4. The enterprise server passes the order to the back end order management or
other order fulfillment system.

5. The order management system acknowledges the order and passes a
confirmation message to the enterprise server.

6. The enterprise server displays a confirmation message indicating whether the
order is successful.

e-Commerce Using Sterling Applications

The Sterling Commerce Manager supports the entire e-commerce process. This
application provides the core system services that the other Sterling applications
use. Each step includes the additional Sterling applications that support that step.

1. The consumer logs into your e-commerce Web site.

If the consumer is registered, the Sterling Multi-Channel Selling Solution
provides the authentication information. The Sterling Quotes application
provides the consumer with a workplace.

2. The consumer selects products and, if necessary, configures them.

The Sterling Quotes application keeps track of the consumer’s products in a
product inquiry list. The Sterling Advisor application guides the consumer
to products that best meet his or her requirements. The Sterling Product

Manager application provides the product information. The Sterling Pricing
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application, working with the Sterling Profile Manager, provides pricing
information. The consumer uses the Sterling Configurator application to
configure the product.

3. The consumer can view promotions.
The Sterling Promotions application serves up the promotions.
4. The consumer can submit a request to negotiate prices.

Before placing the order, a consumer can modify the quantities and prices in
a particular cart and submit the cart as a request to negotiate prices. The
customer service representative can approve or reject the request. In the
process of approval, as necessary, the customer service representative can
modify quantities and prices.

5.  The consumer places an order.

Approvals may be required. The enterprise administrator or the partner
administrator can set spending limits for consumers, as well as designate
partner users who can approve orders above the spending limit.

Once the approvals are obtained (if necessary), Sterling Orders application
passes the order information to the back-end enterprise resource planning
(ERP) or order management application. If the Sterling Integrator application
is implemented, then Sterling Integrator performs this function.

6. The consumer may return items in an order.

The Sterling Returns application takes the consumer’s return request and
approves, rejects, or determines the request is pending and will be processed
manually by a customer service representative. If the return request is
approved, then the Sterling Returns application passes the return request to
the back-end (or other order fulfillment) system. This system provides
return shipping instructions to the Sterling Returns application that in turn,
sends this information in an email to the consumer.

Guided Selling

Consumers can choose products by answering questions you created with the
Sterling Advisor application. They see questionnaire pages with one or more
questions. Each question has several possible answers. Questionnaire pages may
also display a list of products. The products match the consumer’s preferences as
determined by their previous answers, as shown in the following figure.
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FIGURE 2. Sample Questionnaire Page

Each questionnaire page displays up to three panels: a Question Panel, a Product
Panel, and a Cart. The Question Panel shows questions and answers, while the
Product Panel shows a list of the products that meet the requirements of the search
to that point. (You can use Sterling Advisor Administration to determine whether to
display a product list on a questionnaire page. See the Sterling Multi-Channel
Selling Solution Administration Guide for more information.) The Cart panel
displays the number of products that you have selected by clicking Add te Cart.

Each questionnaire page follows this general pattern. The number of questions may
vary from page to page, and the number of products that are displayed in the
Product Panel also changes. These changes occur when your consumers choose one
or more answers and click Next or Show Me Products. When they do so, the
Sterling Advisor:

»  Filters the list of products that meet their criteria.

The list of products shows only those products that have all of the desired
features.

14
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» Displays a list of products without changing the questionnaire page (Show
Me Products only).

Based on the questions answered so far, the Sterling Advisor application
returns a list of products that matches the consumer’s preferences without
leaving the questionnaire page. If the consumer is not satisfied by the list of
matching products, they can change their answers and get a new list of
matching products.

*  Determines which questionnaire page will be displayed next (Next only).

In most cases one questionnaire page can lead to several different
questionnaire pages. The next questionnaire page that is displayed depends
upon the answers your consumers choose.

Depending on the answers your consumers have chosen, the Sterling Advisor
application may also:

*  Specify that some answers on the next questionnaire page are preselected.

Questions often are displayed on more than one questionnaire page. In some
cases, a questionnaire page that includes a specific question may lead to
another questionnaire page that includes the same question. When your
consumer encounters this situation, the answer they chose on the previous
questionnaire page is selected by default on the second questionnaire page.

Answers to other questions may be inferred from an consumer’s answers to
previous questions.

*  Specify that some answers on the next questionnaire page are disabled.

Answers your consumers select on one questionnaire page can make one or
more questions on a subsequent questionnaire page irrelevant. For example,
if the first questionnaire page offers your consumers a choice of computers
such as desktops, workstations, and notebooks, the next questionnaire page
might have one question that asks your consumer to choose a monitor size
and another question that asks whether or not they want a docking station.

If your consumer chooses a notebook, the monitor size becomes less
relevant. On the other hand, if your consumer chooses a desktop, they have
no need of a docking station. Thus, if your consumer chooses a desktop, the
answers to a question about a docking station are disabled on the next
questionnaire page.

When consumers start the Product Advisor, they are presented with the first
questionnaire page in what may be a sequence of Web pages. This may be the
default start page or specific questionnaire page based on a questionnaire state
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passed to the Sterling Advisor application. See "Sterling Advisor" on page 30 and
the Sterling Multi-Channel Selling Solution Implementation Guide for more
information.

Depending on the responses that the consumer gives on this first page, the Sterling
Advisor generates the next page with its set of questions. As the consumer
progresses through the series of questionnaire pages, the Sterling Advisor stores the
consumer’s answers and determines the next questionnaire page that should be
displayed. At each stage in the process, the Sterling Advisor displays the products
that match the requirements (if the Show Product List check box is checked in
Sterling Advisor Administration).

Browsing the Product Catalog

Consumers can browse the product catalog and find products by navigating through
a product hierarchy. Products are arranged from the top level general product
catalog down to specific categories and products. Each category consists of
subcategories, products, or both. By moving the mouse over the product catalog,
consumers can view the different product categories. The consumer clicks on a
desired product category, and the Web page is updated and displays the products
belonging to that product category.

16

Sterling Multi-Channel Selling Solution Overview Guide



Browsing the Product Catalog

matrixsolutions
GRAPHIC DESKTOP SYSTEMS

product selection G comencenT
My Hame: | My ccourt | Accourt Activity | Logout

Al Categories ‘ Computers | Handhe eriphe (eINIE0  Product Advisor

Product Catalog:

E
I e [ new search sdvenced Search Search Tins

Collapse )

Accessory Card Slots Start > Desktops
205

M Desktops

Computer Type —
Desitap (10) Compaer) Results 1 - 18 of 18.

Hard Drive

1268 Hard Drive (2 D
15038 Hard Drive (27

2068 Hard Drive (1

20GH Hard Drive (2

0GB Hard Drive (2] Aagregated product

F5GB Hard Drive (1) 0 bs-acet From $875.00
Hard Drive Options

AB0GE Hard Diive (4) Aqareqated productz

2066 Hard Drive () O ieacez From §246.00
4068 Hard Drive (4]

75GB Hard Drive (4]

Harddisk size
up to 1288 (10)

up to 2088 (8] Assembly =l
up ts GGB(10) O Wibs-aser 55400 =

Product Name unit Price Qty Action

Select )

Select )

AddTotart | v

Internet Connectivity View Parts |

Cable Modem (@)
L

=

LsLimy
Ethemet 7y
Madem (10}

Memory J— - Add To Cart -
125 MB RAM (3) Assembly ceron 1| e
o2 e O Eas: ’ =

255 MB RAM (51 View Parts )

512 MB RAM (1)

B4 WB RAM (1)

Memory Options

128 MB RAM (41

256 MB RAM @)

£12 MB RAM (8] Supersedes MADS-ExPL = Add To Cart v
54 WB RAM @) O Wwos sups $876.00 = et 2

Memory Slots
4010

FIGURE 3. Product Catalog

Consumers can also search for a product by entering a search term in the Catalog
Search field. They can narrow their search results by using Advanced Search.
Advance Search provides searching by one or more criteria, including product
name, product ID, description, feature, datasheet, and price range.
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FIGURE 4. Searching for a Product

Consumers may select and add one or more products to their cart or select multiple
products for comparison. Before you place an order, if any of the products in a cart
becomes obsolete or has been superseded, the consumer cannot check for price and
availability or prepare the order until the obsolete product is removed or is replaced
by the superseding product.

Entering Products

Consumers who frequently order the same products can create carts containing the
product IDs and desired quantities, then save the carts to re-use for future orders.
This enables them to place orders rapidly without navigating through the entire
product catalog.

If the product ID is for an assembly, then all the product ID numbers included
within the assembly are displayed as sub-items when an consumer adds this product
ID to their cart.

18
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By using the supersession feature of the Sterling Product Manager, you can ensure
that superseding product IDs automatically replace obsolete product IDs. For
example, if the consumer enters a product ID for an obsolete product, the product
displays with a link to the product which supersedes it. For more information on
supersession, see "Sterling Product Manager" on page 27.

Using a Cart

At any point in creating a cart, consumers can do several things:

Add one or more of the displayed products to their cart.

Consumers determine the desired quantity of an item then click Add to
Cart.

Compare two or more of the products.

If consumers wish to compare two or more products from the list, they
select the products to compare and click Compare. A new browser page
displays the products arranged in a table that enables direct comparison of
the products’ features.

In addition, the consumer may be able to:

Configure a product.

If you offer products that can be configured, you can enable your consumers
to configure these products themselves. This option is only available for
configurable products, and requires a configuration application such as the
Sterling Configurator application.

View any resources assigned to a product.

If you assign resources to products, you make it possible for consumers to
see these resources, either through a link, or on the generated page itself.
Your Sterling Multi-Channel Selling Solution implementor or developer can
edit the JSP templates to display these resources.

For example, you can create a product image resource, and display the
image (or a link to the image) with the product.

View details about a product.

By clicking on the product ID, consumers view detailed information about
the product features.
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*  View promotions.

By clicking on a promotion icon, consumers view the promotion for the
selected product.

Once consumers are satisfied with the products in their cart, they can place an
order.

Quotes and Requests to Negotiate Prices

Users can create carts and place orders based on the carts. In addition, users can
also save these carts as quotes with a fixed price in a specified time frame before
they place the orders. They can also submit a cart as a request to negotiate prices.

Before the consumer places the order, the consumer can request a quote. They can
view the suggested price and enter their own requested price. Once submitted,
customer service representatives can approve or reject the request. During the
approval process, they can modify the quantity and price as desired.

If the request to negotiate prices is approved, the consumer can save the cart or
convert the cart to an order.

The customer service representative can modify the prices and quantities for any
line item in a cart at any time.

Placing an Order

Once users place their order, they can choose to use their default shipping, billing,
sold-to addresses, and payment information or change this information for the
order. In addition, each line item in an order has an individual status, and can have
a separate shipping method, shipping address, or delivery date.

Checking Order Status

Once an consumer places an order, the consumer can check the status of the order at
any time.

1. The consumer logs into your e-commerce Web site.

2. The consumer enters the appropriate order number and searches for the order.

20

Sterling Multi-Channel Selling Solution Overview Guide



Creating a Return

3. The consumer views and makes changes to the order.

Note: A consumer can make changes to a line item in an order when the status of
the line item is In Process. Once the line item begins to ship (the status of the
line item changes to Partial Shipped or Shipped), no changes are allowed.

4. The Sterling Orders application verifies the consumer’s changes.

If the consumer makes any changes that are unacceptable, then the Sterling
Orders application returns an error notification to the consumer. Otherwise,
it returns a confirmation message and passes on all the accepted changes to
the order management system.

Creating a Return

Consumers can return part of an order, or all the line items in an order.

1.

The consumer logs into your e-commerce Web site and enters the appropriate
order number or finds the order using the search feature.

The consumer clicks the order.

The line items, their status, and the requested quantities of each line item in
the order are displayed.

The consumer clicks Request Return.

The line items that may be returned and the line items that have already
been returned in this order are displayed. The consumer may only return
line items that are partially or completely shipped.

The consumer selects the line item(s) for the return and selects a reason for the
return and the return criteria for each line item.

If any of the line items in the order have serial numbers, then the consumer
compares the serial numbers against the line items received. If any differ,
then the consumer enters the correct serial numbers.

The consumer initiates the return request.

The Sterling Returns application checks the return request against your
company’s return policies and returns a message indicating the request is
accepted, denied, or is pending and will be processed by a consumer service
representative.
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10.

I1.

The Sterling Returns application sends an email to the consumer with the
status. Alternately, the consumer can navigate to the Returns page and check
on the status of the return request.

If the return request is pending, then the customer service representative either
accepts or rejects the return.

If the return request is accepted, then the Sterling Returns application sends a
request to the back-end order management or ERP system requesting a return
material authorization (RMA) number.

The order management system or ERP system responds with a RMA number
and the mailing instructions.

The Sterling Returns application sends this information to the consumer in an
email.

The consumer receives the shipping information and sends the product back to
your company.

22
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CHAPTER 3

Managing the Consumer Experience

The previous chapter described how the consumer experiences the Sterling Multi-
Channel Selling Solution. This chapter describes how administrators use the
Sterling Multi-Channel Selling Solution to manage that experience.

Managing Partners, Customers, and Users

Sterling Profile Manager enables you to create and maintain a profile for each of
your partners. The partner profile includes such information as organization type,
level (such as gold, silver, or platinum), and billing and shipping addresses.
Storefront administrators can also create and maintain profiles for their own
partners. For more information, see "Sterling Partner.com" on page 47.

You can create a hierarchy in situations where an organization is divided into
complex structures, or when a storefront itself has storefronts associated with it. For
example, an organization may comprise management companies, divisions,
locations, and departments. A partner could even have more complicated structures
such as franchises and retail outlet chains. A storefront could have distributors,
suppliers, and end-users. You can mirror these complex structures by creating not
simply a partner but a hierarchy belonging to a partner.

Using Sterling Profile Manager, you create an administrator for each partner. Each
partner administrator creates partner users and assigns functions to each one. The
partner users can then log in and conduct e-commerce activities as described in the
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previous two chapters. You can also create storefronts for your partners, then create
at least one storefront administrator who can perform nearly all the same functions
that you perform as administrator of your enterprise: managing their own business
rules, creating price lists, administering system properties, and even creating
storefront partners for their storefront.

In addition to these functions, you can use Sterling Profile Manager for the
following tasks:

*  Create and maintain enterprise users

These are the users who can log in to the enterprise home page and
administer some or all modules of the Sterling Multi-Channel Selling
Solution.

»  Associate partners with one or more price lists

Once you create the price lists (see "Maintaining and Customizing Price
Lists" on page 33), you use Sterling Profile Manager to associate these price
lists with the right partners.

Note: You can set a business rule so that price lists are used for entitlement only.
This means that price lists assigned to partners define only the products the
partners are entitled to purchase, not the prices for those products. Prices are
obtained from an external source rather than the price lists. See the Sterling
Multi-Channel Selling Solution Implementation Guide for information about
configuring the Sterling Multi-Channel Selling Solution to get prices from an
external source.

*  Export partner information in a spreadsheet application
*  Review partner activity using the information provided by the partner.

See "Monitoring the Sterling Multi-Channel Selling Solution" on page 36
for details on how you use Sterling Profile Manager for this activity.

Storefront administrators can perform these functions only for their storefront.

Refer to the Sterling Multi-Channel Selling Solution Administration Guide for more
detailed information about creating and maintaining partners, storefronts,
customers, and users.

Managing the Purchasing Experience

Once anonymous users, registered users, or partner users log into the enterprise
site, two products manage the experience: Sterling Quotes and Sterling Portal.
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Sterling Quotes

The Sterling Quotes application enables you to create, access, and quickly share
information securely within and across companies. Your end-user has a
personalized business workspace to manage e-commerce activities including
managing carts and price and availability requests.

The Sterling Multi-Channel Selling Solution enables you to communicate with
your partner’s Web sites. If some of your partners are unable to maintain a separate
e-commerce Web site, you can create a storefront for them. You or one of Sterling’s
application service providers (ASP) can host their Web site. For more information
about hosting, see "Sterling Partner.com" on page 47.

Integration

The Sterling Quotes application promotes collaborative commerce, enabling you
and your partners to sell your products. By integrating with back end order
management systems, the Sterling Quotes application enables you to provide your
end-users with order fulfillment, order status, and administrative order processing.

During their purchasing experience, end-users may need to configure a product in
which they are interested. The Sterling Quotes application integrates with Sterling
Configurator to customize the product. If end-users need help in selecting their
products, the Sterling Quotes application integrates with Sterling Advisor to
provide the end-users with a guided selling experience.

Purchasing Experience
The Sterling Quotes application:
*  Accommodates both novice and experienced end-users.

*  Provides custom pricing to your end-users with the Sterling Pricing
application.

*  Supports registered and anonymous users in direct commerce.
*  Supports punchout protocols.

End-users use Sterling Quotes to accomplish the following tasks:
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*  Manage their cart(s) and orders in their own personalized workspace.

All registered and partner users have personal workspaces where they may
keep one or more carts, check on orders, update shipping and billing
information, and initiate returns.

Although anonymous (unregistered) users do not have their own
personalized workspace until they register, the Sterling Multi-Channel
Selling Solution tracks their choices during the session to giving them the
same unique experience as other users.

*  View enterprise and partner promotions on products.

The end-user sees the partner promotions when a price and availability
request is sent to that partner.

*  Create copies of carts.

*  Move line items from one cart to another prior to ordering (based on
pricing, availability or shipping needs).

This enables an end-user to create multiple orders that can be fulfilled by
different partners, shipped to different locations, approved by different
people, and so on.

* Route carts to different users for approval or request modification.

*  Maintain their own user profile, including contact, shipping, and billing
information.

*  Place an order directly with an enterprise, partner, or storefront partner.
*  Select partner(s) based on business or geographic attributes.
*  Obtain multiple price and availability requests from different partners.

*  Submit requests to negotiate prices and enable customer service
representatives to manage these requests and convert them to quotes.

Refer to the Sterling Multi-Channel Selling Solution Administration Guide for
step-by-step instructions.

Sterling Portal

Sterling Portal provides a means for you to provide standard portal functionality as
part of your implementation of the Sterling Multi-Channel Selling Solution. It
enables you to provide information in the form of portlets to users using the
standard portal content types such as HTML and rich site summary (RSS). These
portlets can be deployed into any portlet container that supports the JSR-168 portlet
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specification. You can personalize the user experience by modifying the layout of
portal pages and by selecting the content to display in each portlet. For more
information about the portal framework, refer to the Sterling Multi-Channel Selling
Solution Developer Guide.

Widgets

Widgets are self-contained, custom tags that can be used in JSP pages to provide a
user interface component in a generated Web page. Since widgets are self-
contained and their content is generated independently of the rest of the Web page,
they can be removed or relocated from one page to another without affecting the
look and feel of your e-commerce site.

When users log in to the e-commerce Web site, they see several panels containing
several types of information. For example, users assigned the Commerce function
see an Orders panel containing information about orders placed and their status.
The Carts panel displays information about the user’s carts; the Returns panel
displays information about any orders the user is returning, and so on. Other panels
may list invoices, contracts, team tasks, special offers, and quotes. Widgets
generate the contents of these panels.

Creating Your Own Widgets

You can create custom widgets that contain information you wish to convey to your
end-users. For more information about the generic widget framework, refer to the
Sterling Multi-Channel Selling Solution Developer Guide.

Maintaining the Product Catalog

Once the end-user has logged in, the end-user builds a cart by selecting products
from the product catalog. You use three applications to provide products to this
catalog and to help the end-user find the products: Sterling Product Manager,
Sterling Configurator, and Sterling Advisor.

Sterling Product Manager

The Sterling Product Manager application provides a central location for creating,
maintaining, and managing product information. Using Sterling Product Manager,
you can create and maintain individual products, assemblies, and configurable
products that correspond to models (created with Visual Modeler). You create and
maintain these products in a hierarchy of product categories. Sterling Product
Manager supports a product catalog with any number of hierarchical levels. Both
products and subordinate categories (sub-categories) can exist in the same category
within the product hierarchy.
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Hot Spots

In the case of assemblies, the Sterling Product Manager application also supports
the creation of clickable “hot spots” in a parts diagram image. This enables the end-
user to display the image and add parts from an assembly to their cart by clicking
the corresponding hot spots in the parts diagram image.

Pre-Configured Products

The Sterling Product Manager application also supports pre-configured products. A
pre-configured product represents a set of default, picked options for a configurable
product. The set of picked options results in a complete product. For example, you
can create three versions of a configurable product, each representing a
configuration most purchased by end-users. End-users can purchase each product
as is, or they can decide to use the pre-configured product as a starting point for
additional configuration. See the Sterling Multi-Channel Selling Solution
Administration Guide for more details.

Aggregated Products

Sterling Product Manager supports the creation of aggregated products. An
aggregated product is a product that consists of a collection of products, each of
which is essentially the same as the others but differs in minor but significant ways.
The differences would be too minute to merit them being separate products in a
product category.

Not Sold Separately

Certain products are only meaningful in the context of a main item being
purchased. For example, a five-year warranty should only be purchased as an
optional component to a configured solution. In previous releases of the Sterling
Multi-Channel Selling Solution, these products could be added as main items. You
can check a box when you create a product that identifies the product as “cannot be
sold separately”. If this box is checked, then the product can be added as a
component during configuration or as part of an assembly, but cannot be sold
separately.

Non-Shippable Products

It may not be possible to ship certain products, particularly oversized products.
While creating or modifying a product, you can specify that a product is not
shippable by checking the “Not Shippable” check box.
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Not Eligible for Shipping Discounts

Certain products may not be eligible for discounts on the shipping charges. While
creating a product, you can specify that a product is not eligible for shipping
discounts by checking the “Not Eligible for Shipping Discounts” check box.

Not Eligible for In-Store Pick-Up

Certain products may not be available for in-store pickup, for example, products
that are sold infrequently and not stocked in stores. While creating a product, you
can specify that a product is not eligible for in-store pick-up by checking the “Not
Eligible for In-Store Pickup” check box.

Supersession

The Sterling Product Manager application supports supersession. Each product
includes effectivity dates during which the product is valid, enabling you to phase
products in and out smoothly. When the current date is outside of a product’s
effectivity date range, the product becomes obsolete and can be superseded by
another product. Your end-users can find new products by referencing the old
product’s ID number. You can create any number of levels of supersession, in
which one product supersedes another product that supersedes a third product.
Other Sterling applications support the superseded products you create.

Exporting and Importing Product Data

Once you have created the product hierarchy, you can designate appropriate subsets
to be exported to or imported from your partners. For example, if you are a
manufacturer, then you might need to export your product catalog to your
distributor partners so they always accurately reflect your product catalog.
Similarly, if you are a distributor, then you might need to update your product
catalog by importing the latest product data from the manufacturers that are your
partners.

Note: Only enterprise administrators can import and export product information
through data syndication.

Refer to the Sterling Multi-Channel Selling Solution Administration Guide for
step-by-step instructions on importing or exporting your product catalog. Similarly,
refer to the Sterling Multi-Channel Selling Solution Implementation Guide for
technical information about the data transfer formats that are currently supported.

Enabling Partners to Create Products on the Enterprise Site

A multi-vendor catalog (a product catalog that contains the products and services
for multiple vendors) opens your product catalog to your selling partners. In this
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way, you enable them to expand your catalog and complement your products by
including their value-added products and services in your product catalog.

As an enterprise administrator, you can open multiple product categories for each
of your selling partners. For example, you sell notebooks and desktops. Three of
your selling partners sell computer accessories that are complementary to your
products. You can create three categories called notebooks, desktops, and
accessories, respectively. You then open the accessories category to these three
selling partners.

In the accessories product category, your selling partners may add their notebook
cases, docking stations, external peripheral devices, extended repair warranties, and
SO on.

Sterling Advisor

With the Sterling Advisor application, you can provide end-users with guided
selling. As end-users provide answers to multiple-choice questions (created by
you), they find products that match their requirements. In this way, you guide an
end-user to a choice of products most appropriate for that end-user.

Using Sterling Product Manager, the administrators create and maintain features,
and then assign these features to products. Then, using Sterling Advisor
Administration again, the administrators create questions for the end-user. The
answers, based on features assigned to products, determine the products the end-
user sees. The administrator builds a questionnaire from these questions and
answers.

30
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Product Advisor:

2 o) incat 6o [ New Search Advanced Search Search Tips
can S
Start Page > Type of Products > Novice Compuer Ussne > Novice Computer Type and Price Range > Novics Notebook Festires > Nowice Notebook

HDD and RAM

Please select an answer that best describes the product that you need. Click 'Show Me Products’ to view a list of products that best match the
answer that you have provided until now. You can change your answer and click 'Show Me Products' to view an updated list of products, Click
"Next' to answer additional questions that will help you find the products that you need.

Razet Choices

Please inidacte what size of Hard Disk you prefer, The answer to this guestions determines the

© up to 658 5 L yill mostly use my camputer for surfing the web and text
aditin

-, up to 12GB (Great if you plan to do digital
O imaging) eu e : o T vill use tabla caloulation and prasentation softvare
. 2 installed on my computer
o~ up to 20GB (Armnple of storage for avan video
' editing!)

(1 vill do all of the above mentioned plus mult media
editing

Show Me Products  Hext >
Compare. Resufts 1 -5 of 5

F1 Product Name Unit Price Qty Action Rank V

Matrix 7550 Notebook

2 56 - Add To cart -
< mxip-7550-5 $2,563.00 B |

Better 7500 Notebook "Tough Add Te Cart A4
F Lne" $3,606.16 |1

MALP-7500-Better T

FIGURE 5. Sample Questionnaire Page

You also use Sterling Advisor Administration to associate resources (data sheets,
URLs, images, and so on) with questions, products, features, and so on.

Refer to the Sterling Multi-Channel Selling Solution Administration Guide for more
detailed information about Sterling Advisor and its concepts.

Sterling Configurator and Visual Modeler

The Sterling Configurator application enables you to provide Web-based,
build-to-order product configuration capability to your end-users. You can offer
your end-users a complete range of available product options including complete
pre-configured products containing predefined choices. End-users can purchase the
pre-configured products as is, or use them as the starting point for additional
configuration. The Sterling Configurator application fires rules that you write as a
modeler to enforce valid configurations.

The Sterling Configurator application comprises two components: the Configurator
Engine and Visual Modeler.

The Configurator Engine compiles model data from a runtime XML model file.
This file displays in the end-user’s browser as a selection of choices. The
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Configurator Engine uses the end-user’s choices, validated with a series of rules, to
guide the end-user through the configuration of a product or service.

The Visual Modeler is a Web-based interactive graphical user interface that enables
you to build the sophisticated models that the engine compiles. The Sterling
Configurator application stores these model data in the Knowledgebase repository.

You place models into model groups in a multi-level hierarchy. Each model
consists of option classes and, within those classes, option items. The option items
are the choices the end-user makes to configure the product or service. You can
create option class groups and option item groups. These represent building blocks
of option class and option items that you can re-use across multiple models or
within a single model.

You can copy certain entities (model groups, models, option class groups, option
item groups, and so on), from one place in the hierarchy to another.

You define properties to represent some characteristic of a node in the model
hierarchy: the model itself, option classes, or option items. You attach these
properties to the appropriate node, then you can use these attached properties to
define the rules which will be triggered as the end-user configures the product.
Depending on how you define the rule, the results of the rule firing can display a
message, add products to the end-user’s cart, or assign values to a property
(assignment). In this way, you can guide end-users to the proper configuration.

You can also organize the configuration page as a series of tabs, creating a tab-
based user interface. When you define each tab, you define which properties and
option items will display in each tab. This simplifies option item selection for the
end-user.

You can also define values for display properties for the models, option classes, or
option items. These display properties enable you to define the look and feel of the
model: checkboxes or radio buttons, text that appears before the end-user selects,
text that appears after the selection, a default selection, and so on.

You can also import pre-existing models into the Visual Modeler application,
provided that these models are in the XML format specified by the Sterling
Configurator document type definition (DTD).

As you build the model, the Visual Modeler gives you the opportunity to test your
model at each step of the way.

Mobile Configurator

You can configure models offline. After installing the Mobile Configurator, you
can display and configure a new model. You have the option of saving the model as
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incomplete. You can rework or resolve the errors and complete the configuration
later.

Maintaining and Customizing Price Lists

The Sterling Pricing application is integrated with other Sterling applications to
enable you to deliver customized pricing upon request and is the sole repository of
pricing information in the Sterling Multi-Channel Selling Solution.

You can use Sterling Pricing to deliver prices to targeted partners. To do this, you
create price lists specific to those partners and then associate the price list with the
targeted partners. You can use multiple price lists to offer different prices to
different partners.

Prices you create through Sterling Pricing can act as a kind of manufacturer’s
suggested retail. When end-users request price-and-availability from one or more
partners, they will see the partner’s prices.

When you create a price list, you select the products to be assigned to the list, then
you set the base prices for those products within the context of the price list. You
can also create conditional pricing rules that set discounted prices for each product
on the list targeted to specific subsets of partners. For example, for a specific
product, you can set a 10% discount for partners who have a membership level of
Gold, or you can set a discount for partners who have a membership level of gold
and are resellers.

You can also set auxiliary prices for products. Besides the price that the end-user
pays when the product is ordered or shipped, there may be auxiliary prices if the
product is associated with a duration-based good. For example, a cell phone has a
one-time price as well as auxiliary prices associated with its service contract (a
duration-based good), including activation and cancellation charges as well as
recurring costs such as a monthly service fee.

You must also set a start and end date (effectivity dates) for each price list, a status
(inactive or active), an assigned currency, and a customer type. The start and end
dates define the range during which a price list is valid. If the current date is not
within this range, then the price list is invalid and its prices are not used in any
purchases. Similarly, a price list with an inactive status is also not used in any
purchases.
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You can also temporarily change a price list’s status to inactive while updating
pricing information. When changes are complete, you can change the status to
active.

Note: If a price list status is active and the current date is within the price list’s
effectivity dates, then any change made by a pricing administrator takes
effect immediately.

Once you have used Sterling Pricing to create the lists and set the prices, you use
Sterling Profile Manager to associate the particular price list(s) with a partner. The
Sterling Pricing application displays the lowest price for the product based on the
active price lists associated with that partner (and currency and customer type).

Note: A partner user does not see and cannot purchase a product unless that
product has been assigned to at least one active price list that is associated
with that partner. Only the products contained on the partner’s price lists are
available for sale to that particular partner user. (Registered users belong to
RegisteredUserPartner and anonymous users belong to
AnonymousUserPartner.)

Customers and Prices

Partners who are enabled for Sterling Partner.com can create customers, that is,
they can create partner profiles for companies with which they do business.
Typically, these are companies who have partner and user profiles created for them
by the enterprise administrator. See "Sterling Partner.com" on page 47 for more
information.

To allow these customers to order products and see prices for those products,
partners must create price lists to which the products are assigned, then assign the
price lists to the appropriate customers.

Displaying Promotions with Sterling Promotions

The Sterling Promotions application enables enterprises and their partners to
deliver marketing and promotional messages automatically to targeted end-users.
Enterprises and their partners can use promotions to present cross-sell and up-sell
opportunities by presenting alternative or complimentary products.

For example, an end-user requests price and availability from a distributor. This
information is returned along with any distributor-specific promotions. The end-
user may decide to complete an order with a specific distributor because of that

distributor’s promotions on one or more products in the order.

Sterling Multi-Channel Selling Solution Overview Guide



Displaying Promotions with Sterling Promotions

Companies that display promotions can differentiate themselves from their
competition by presenting their own unique marketing messages. Typically, your
company leverages end-user knowledge to create effective promotions that link the
right end-user to the right products at the right time.

The Sterling Multi-Channel Selling Solution dynamically generates promotions.
An end-user clicks a promotion icon that is displayed in a cart or in the Sterling
Adpvisor product comparison page to view the promotion.

Promotions may be associated with one or multiple products. They comprise the
following features:

*  Promotions are targeted to end-users based on any combination of partner
type, partner level, and product interests.

»  Effectivity dates may be used to coordinate with the starting and ending
dates of marketing campaigns.

*  Promotions with higher priorities take precedence over lower priority
promotions.

*  Promotions may be enabled or disabled at any time, regardless of their
effectivity dates.

*  Promotions can be represented by an image (in either a GIF or JPG file) or
by a URL (for a page that provides the promotion text.

The preceding features provide marketing administrators with control over who
may see promotions, when they may see promotions, and which promotion they see
(if multiple promotions are applicable for a single product).

The Sterling Multi-Channel Selling Solution determines at runtime which
promotion, if any, is displayed to an end-user for a product. This decision is based
on a set of promotion controls (rules) based on the partner type, partner level, and
priority level of the promotion.

Marketing administrators use Sterling Promotions to accomplish these tasks:
*  Create, modify, or delete promotions

*  Disable promotions

*  Determine the URL, image, or text description for a promotion

*  Determine the effectivity dates for a promotion

*  Determine the product(s) for each promotion

Sterling Multi-Channel Selling Solution Overview Guide 35



Managing the Consumer Experience

See the Sterling Multi-Channel Selling Solution Administration Guide for more
information about maintaining promotions.

Marketing With Customer Segments

The Sterling Multi-Channel Selling Solution provides the ability to target
promotions to sets of users, or segments. Customer segments are storefront-specific
groups of users and/or organizations that share certain attributes or behaviors, such
as income level (attribute) or buying certain types of products (behavior). Defining
customer segments allows you to target marketing campaigns directly to the users
who are most likely to be interested in the products or promotions, and to assign
special pricing rules or coupons to products offered in segment marketing
campaigns.

Segments and segment names are storefront-specific and are not shared among
storefronts.

After you define a segment, you submit the segment definition for processing.
Segment calculation scripts resolve the criteria into a list of users. The result must
be published to a production system so that it is available for use in marketing
activities. A marketing activity applies to a given user if the user belongs to the user
list of a segment that is associated with the activity.

See the Sterling Multi-Channel Selling Solution Administration Guide for more
information about customer segments.

Monitoring the Sterling Multi-Channel Selling
Solution

The Sterling Multi-Channel Selling Solution includes applications and tools that
enable you to manage your products and sales channels most effectively.
Partner Forecast

Enterprises can use the Sterling Multi-Channel Selling Solution to forecast demand
for their products by asking their selling partners to submit periodic forecasts of
demand for enterprise products. Once the forecasts have been submitted, you can
use the Sterling Analyzer application to analyze the information.

The Sterling Multi-Channel Selling Solution supports the submission of quarterly
forecasts.

Sterling Multi-Channel Selling Solution Overview Guide



Managing Leads

Your partners log into the Sterling Multi-Channel Selling Solution server at the
enterprise site and upload their sales forecast report by clicking the Forecast tab on
their Organization Profile page. Refer to the Sterling Multi-Channel Selling
Solution Administration Guide for additional information about sales forecasts.
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FIGURE 6. Partner Forecast Tab

Viewing Partner Activity

You can view a partner’s activity by clicking the View Account Activity button on
the Profile Manager’s Organization Profile page for that partner. You can search for
specific activities such as orders, quotes, returns, or carts, view active carts, check
invoices, search for or view sales contracts, and so on.

Managing Leads

Sterling Leads provides you with an integrated system for creating and assigning
leads, working the leads, and converting them to orders. You (as the enterprise lead
administrator) begin by creating the lead and assigning it to one or more partners.
The enterprise lead administrator can view a list of the partners to whom the lead is
assigned, as well as view details about the partner such as budget, probability of
sale, and the status of the lead.

Each partner (in the form of a partner lead administrator) can accept or reject the
lead. The partner lead administrator and partner lead users manage the lead as
described in "Partner Leads Management" on page 52.

The enterprise lead administrator can add notes about the lead as well as view any
notes added by the partner. The enterprise lead administrator can also view any
activity and notes by the partners who are working the lead. When the partner has
finished working the lead (by converting the lead to an order) and has closed the
lead, the enterprise lead administrator can close the lead.
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Providing Efficient Customer Service

After end-users have placed an order, you can use two applications to provide the
end-user with effective customer service.

Sterling Orders

In creating an order, an end-user selects product(s) and quantities to add to a
product inquiry list. Once an end-user is satisfied with the product(s) and their
configurations (if applicable) the end-user enters shipping and billing information
and the shipping method and places the order. The Sterling Orders application
provides you and your end-users with order management functionality from the
time the order is placed until the order is completed and the products are delivered
to your end-user. Sterling Orders also supports partial shipment of orders.

The Sterling Orders application provides information about the order status and
order management at the line item. Each line item in an order has an individual
status, and can have a separate shipping method, shipping address, or delivery
date. End-users can update order quantities, add, delete, or return individual line
items in an order, and review order status. Customer service representatives can
change and delete line items, change shipping and billing information, and change
the delivery date. Using Sterling Orders, the customer service representative can
also track in real-time any changes made to an order until it is delivered.

A customer service representative can create orders on behalf of partners. Acting as
the partner, and choosing a customer type and currency code, the customer service
representative has access to the same products and prices as the partner and can
create orders on behalf of that partner.

Refer to the Sterling Multi-Channel Selling Solution Administration Guide for
step-by-step instructions on managing orders and creating orders on behalf of
partners.

Sterling Quotes

End-users can save their carts as quotes, or they can modify quantities and prices
and submit them as a request to negotiate prices. The customer service
representative can approve the request as submitted, or modify quantities and prices
and approve the request as modified, or reject the request.

Sterling Returns

The Sterling Returns application enables you to automate your product return
process through your e-commerce Web site. Once an end-user has placed and
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received the partial or complete order, the end-user can select one or more line
items to return subject to the following restrictions:

*  An end-user cannot return line items until they have been shipped.

e  An end-user can return all the line items in an order but cannot return the
entire order as one unit.

*  An end-user can return a partially shipped item. However, the end-user
cannot change anything about that line item once the line item begins to
ship.

For example, an end-user can order 20 monitors, receive 15, and return 12.
The end-user cannot change the shipping address for the 5 monitors that
have not been received. Similarly, the end-user cannot increase the quantity
to 23 monitors.

The Sterling Returns application acts as the front end to a back-end order
management system in which the actual bookkeeping for returns is maintained. In
this arrangement, the end-user initiating the return interacts with Sterling Returns.
The actual returns processing (including validating returns, receiving returns,
crediting the end-user’s account, shipping replacement products, and so on) is
performed by the order management system.

Once the end-user has selected the line item to return, the Sterling Returns
application receives the information and creates a return number that uniquely
identifies this return request in the Sterling Returns application.

After creating the return number, the Sterling Returns application asks for a return
request confirmation from the end-user. After receiving the confirmation, the
Sterling Returns application runs this request against the returns rules engine. The
return rules engine responds with one of three possibilities:

*  Request is denied.

The Sterling Returns application denies the request with a brief explanation
and possibly, the contact information for customer service where the request
may be pursued manually.

*  Request is pending.

The Sterling Returns application cannot make the decision automatically
and requires the assistance of a customer service representative. Sterling
Returns informs the end-user of the situation.
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*  Request is accepted.

The Sterling Returns application gives the end-user additional instructions
for the return, including waiting for the receipt of an email confirmation.
This email confirmation contains a return material authorization (RMA)
number and mailing instructions that are provided by the back end order
management system.

When a request is pending, the customer service representative reviews the request
and approves or rejects the return request. If the request is approved, then the
customer service representative provides shipping instructions and labels and has
the option to indicate which facility should process the return.

Job Scheduler

The Job Scheduler enables you to create and maintain cron jobs in the Sterling
Multi-Channel Selling Solution. In addition to typical system cron jobs (such as
cache cleaning), you can set up application cron jobs to handle such things as
product catalog import and export. By setting a username and password, you can
restrict the running of application cron jobs to entitled individuals.

Note: The user that creates the cron job through the Job Scheduler link does not
need to be the same user that runs the cron job. There can be two users: a job
scheduler user (that creates the cron job) and an application user (that runs
the cron job).

Using the Job Scheduler, you can display a list of jobs, create new jobs, display and
update configuration information for a job, and determine the frequency of the job.

You can set both the starting and stopping time for a job, and the units for the job
(for example, seconds, minutes, and so on). For more information on Job
Scheduler, refer to the Sterling Multi-Channel Selling Solution Administration
Guide.

Configuration and Integration

The Sterling Commerce Manager application is the foundation upon which the
other applications in the Sterling Multi-Channel Selling Solution operate. It
provides the core system services including security, data access management, and
messaging. In addition, this application may be customized to provide e-commerce
integration with other Internet applications and back-end enterprise resource
planning (ERP) systems. It includes the ability to access heterogeneous data
sources at the data layer level.
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Application Platform Services

Sterling Commerce Manager provides data services by handling all access to
relational database management systems (RDBMYS)), file systems, and enterprise
applications. In addition, these data services enable the use of XML messages or
other industry standards (for example, RosettaNet) between your company and its
distributed partners with secure server-to-server communications using the secure
socket layer (SSL) protocol. These XML messages include remote price and
availability checks, the transfer of product inquiry lists to partners, the syndication
of product catalog data, and so on.

This application also manages user authentication, login entitlements, and access
control lists (Sterling application users’ read, write, insert, and delete privileges).

For more information on XML messages and Sterling Multi-Channel Selling
Solution security, refer to the Sterling Multi-Channel Selling Solution Reference
Guide.

System Configuration

The Sterling Commerce Manager enables you to set certain properties that define
the behavior of the modules in the Sterling Multi-Channel Selling Solution.

The Business Rules Manager enables you to define the business rules for the
applications, that is, how the end-user experience will behave for your end-users.
For example, you can decide to display promotions automatically to end-users, or
you can choose to disable anonymous end-users access to your marketplace.

The System Administration tool enables you to define the technical parameters for
the Sterling Multi-Channel Selling Solution. For example, administrators can set
the system debug level, the maximum number of database connections, the
directory location of files, internationalization defaults, and so on.

Integrating with Back-end Applications

The Sterling Multi-Channel Selling Solution includes two products that enable you
to integrate with back-end systems: Sterling Integrator and Sterling Commerce
Manager.

Sterling Integrator

The Sterling Integrator application enables the flow of business data between the
Sterling Multi-Channel Selling Solution and back-end systems including enterprise
resource planning (ERP) and other enterprise applications. This bidirectional data
flow occurs in real-time, event-driven transactions or scheduled batch operations.
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This application also contains prebuilt adapters to certain ERP systems. These
adapters handle the management of the application connection including
initialization, connection, verification, and shutdown. For more information on
these adapters, refer to the Sterling Multi-Channel Selling Solution Implementation
Guide.

Sterling Integrator also provides graphical monitoring and management tools for
the design of interfaces between Sterling and other enterprise applications.
Graphical tree representations of complex data structures enable you to perform
data transformations and translations using drag-and-drop operations.

Sterling Commerce Manager

Among its other capabilities (see "Sterling Commerce Manager™" on page 5),
Sterling Commerce Manager enables your e-commerce system to integrate with
external e-commerce procurement systems. Your company can participate in net
marketplaces by distributing targeted information while still controlling product
data from a central location. Your company can control the selling experience
(guided selling, needs analysis, product search, comparison, configuration, and
promotions).

For example, one business scenario is simply to support product catalog data
syndication. Your product catalog is maintained at one central location and targeted
data is distributed in various net market catalogs. You decide which products are
displayed in various net markets, enabling your company to maintain control over
where and how your products are sold. Your company performs periodic data
syndication to ensure your product data is always up-to-date and accurate.

Alternately, a net market end-user indicates interest in one of your products. The
net market punches into your e-commerce Web site. The end-user selects and if
appropriate, configures the product(s). Your company then passes the end-user back
to the net marketplace with his selected products for completing the transaction.
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CHAPTER 4

Partners and the Sterling Mullti-
Channel Selling Solution

CHAPTER 2, "Consumer Experience" described how consumers experience the
Sterling Multi-Channel Selling Solution. CHAPTER 3, "Managing the Consumer
Experience" described how you, as enterprise employees, use the Sterling Multi-
Channel Selling Solution to provide this experience. This chapter describes how
your selling partners, in the person of a partner administrator, manage the system.

Creating Partner Users

Enterprise administrators must create at least one partner user with the
Administrator role for each of their partners. Partner administrators are partner
users with additional privileges, including the responsibility for creating and
managing the users for that partner.

The following are the entitlement roles a partner administrator can grant to a
partner user:

CommerceUser/User

This role enables partner users to log into your enterprise site as commerce
customers. These partner users maintain their own user profile, including
their preferred locale.
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e Administrator

All partner administrators can create other partner users and update the
partner as well as their own user profile. Depending on their relationship
with your enterprise, partner administrators may have additional
responsibilities, described later in this chapter.

e Lead User

The partner lead administrator assigns the lead to one or more people who
have the lead user role. The partner lead user works with the lead contact to
convert the lead to an order.

¢ ProcurementUser

This role enables partner users to punch into the Sterling Multi-Channel
Selling Solution from external e-commerce procurement systems.
Authentication information is stored in this partner user profile.

Creating Users for Customers

As described in "Sterling Partner.com" on page 47, partners enabled for Sterling
Partner.com are either Partner.com Partners or Storefront Partners. Partner
administrators for either can create partners called customers. The partner
administrator can create users for these customers with the following roles:

*  Administrator (Storefront Partners only)

These users can create other users and update the partner as well as their
own user profile.

»  CommerceUser (Storefront Partner only)

These users can log into the storefront maintained for the Storefront Partner
by the enterprise and participate in the commerce experience.

*  TransferUser

Users with this role typically are associated with partners who also have a
partner profile and a user profile created by the enterprise administrator.
The user logs into the enterprise site with the username and password
assigned by the enterprise administrator. When they perform a price-and-
availability check with the Sterling Partner.com-enabled partner for whom
they are a customer, they can use either their enterprise username and
password or their customer username and password. Using the latter gives
them access to special prices.
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Updating Partner Information

Enterprise administrators create a partner profile for each of their partners. Once
the partner profile has been created, it is the responsibility of a partner
administrator to maintain the information contained in the partner profile.

Partner administrators can add and modify information contained in their partner
profile. However, they cannot modify certain fields that remain the responsibility of
the enterprise administrator.
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FIGURE 7. Partner Profile

Creating a Partner Hierarchy

Partners may have their companies divided into complex organizational structures.
For example, a partner may comprise management companies, divisions, locations,
and departments. A partner could even have more complicated structures such as
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franchises and retail outlet chains. You can mirror these complex structures by
creating not simply a partner but a hierarchy belonging to a partner.

The Hierarchy tab enables partner administrators to create a hierarchy structure of
an unlimited number of levels in the hierarchy. Also, when a price list is assigned to
the parent, the list can be marked as "sharable", meaning that any descendents of
the parent are also assigned this price list.
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FIGURE 8. Hierarchy Tab

Uploading your Partner Forecast

Enterprises can use the Sterling Multi-Channel Selling Solution to forecast demand
for their products by asking their selling partners to submit periodic forecasts of
demand for enterprise products. Once the forecasts have been submitted, the
enterprise can use the Sterling Analyzer application to analyze the information.

The Sterling Multi-Channel Selling Solution supports the submission of quarterly
forecasts.
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Sterling Partner.com

Some of your selling partners may not have the hardware or the infrastructure to
maintain their own e-commerce Web site. However, these partners can still
participate in e-commerce through a deployment enabled for Sterling Partner.com.
You, as the enterprise, or one of Sterling’s application service provider (ASP)
partners may host Sterling Partner.com for your partners.

Partners are enabled for Sterling Partner.com as one of two types of partner: as a
Partner.com Partner or as a Storefront Partner.

Partner.com Partners gain the same advantages of e-business as other partners in
the Sterling Multi-Channel Selling Solution. End-users can log into the enterprise
site, select products, and then be able to select the Partner.com Partner for price and
availability checks or product inquiry list transfers. With the ability to create
partners called customers, the Partner.com Partner can give special prices and
access to additional products to users belonging to these customers. Also, when a
partner is enabled for Sterling Partner.com, the partner’s name is used in
conjunction with a URL to define the Web site that customers can log into to obtain
order information.

Storefront Partners provide the same services but, in addition, they provide a
storefront. They can also create customers. End-users created for these customers
can access the URL, defined when the partner is enabled, and order products
directly from the storefront. In addition, the Storefront Partner can provide special
pricing and products to end-users associated with their customers.
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Administration Tasks

Administrators of partners enabled for Sterling Partner.com must perform the
administration tasks to manage their site. These tasks include:

» using the Sterling Profile Manager application to manage their partners
and users

*  viewing commerce activity

» using the Sterling Pricing application to create and maintain their price
lists

Like enterprise administrators, partner administrators can create price lists.
They notify the enterprise administrator, who assigns them to the
appropriate partners.

» using the Sterling Product Manager application to create products

In addition, administrators for partners enabled for Sterling Partner.com must
manage additional tasks that are specific to the environment:

* uploading product and product availability

* uploading the partner logo (for display on the partner pages that are
displayed to the customer)

* uploading email templates

The email templates include notifying the partner that an order has been
placed, notifying the customer that the order has been received by the
partner, and notifying the customer regarding any updates on the order

*  creating customers. As customers of a Storefront Partner, partner users of
these customers can log into an online store and order products through a
branded storefront. As customers of a Partner.com Partner, as described
above, they have the opportunity to participate in special pricing and to
view special products.

Partners and Promotions

Partners may purchase the Sterling Promotions application and use it to create
promotions. Partner administrators associate promotions with line items through
their product ID.

In a typical Sterling Multi-Channel Selling Solution installation, partner servers
respond to price and availability requests received from enterprise servers.
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Typically, the response to the request is a reply message that provides a price
element and an availability for each line item in the original request.

With the Sterling Promotions application, partners can enhance a reply message by
including marketing messages, or promotions. When the enterprise server receives
the reply message and displays the price and availability information to the
customer, icons are displayed next to line items with a promotion.

See "Displaying Promotions with Sterling Promotions" on page 34 for additional
information about this application.

Creating Products

As the enterprise, you can decide whether or not you want to participate in a
multi-vendor catalog. By offering this service, you can give your (and your selling
partners’) customers a one-stop shopping experience. Otherwise, these customers
must go to multiple e-commerce Web sites and create multiple orders to purchase
all the products they need.

In this and the following section, we describe an example in which the enterprise is
a manufacturer. This enterprise has several distributors as selling partners.
Customers (resellers) visit the enterprise e-commerce Web site and search for
products but purchase these products indirectly from the enterprise through a
distributor. In this simplified example, each reseller is associated with and may
purchase products from only one distributor.

Your enterprise company manufactures notebook computers. You also sell some
supplemental products including a docking station and a floppy disk drive.
However, you do not sell extended service warranties or notebook carrying cases.
Two of your selling partners offer these products. (One partner, North America
Computer Accessories, operates in North America and the other partner, Asia
Computer Accessories, operates in Asia.) You can open your product catalog to
these selling partners by creating a multi-vendor catalog.

Both of your selling partners can add their products (extended service warranties
and carrying cases) into your product catalog. You determine where these
companies can add their products. For example, you may decide to create a product
catalog called “Accessories” and create two subcategories called “Warranties” and
“Notebook Carrying Cases”. You then “open” these two subcategories to your
selling partners using the Sterling Product Manager application. In this example,
your selling partners can add their products into these two product categories.

Alternately, you may want to create your product catalog based on your customer’s
geographic location. Your top level product categories are North America, South
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America, Europe and Asia. You open the “Accessories”, “Warranties”, and
“Notebook Carrying Cases” subcategories in North America to North America
Computer Accessories. Similarly, you open the “Accessories”, “Warranties”, and
“Notebook Carrying Cases” subcategories in Asia to Asia Computer
Accessories. Your selling partners can add their products into the appropriate
product categories, based on their geographic location.

As an enterprise administrator, you will see your products and product categories,
your selling partners’ products, and any product categories your selling partners
create, when you view the product catalog. In this example, an enterprise
administrator sees the enterprise products, North America Computer Accessories’
products, and Asia Computer Accessories’ products. By seeing all products, you
can correct any errors that may arise.

Partner administrators will see the enterprise products and product categories, and
the products and product categories they create. That is, partner administrators at
North America Computer Accessories will only see Enterprise products and North
America Computer Accessories products. They will not see any Asia Computer
Accessories products.

Note: All administrators at a partner company have equal privileges. A partner
administrator can modify or delete a product that another partner
administrator (at the same company) has created.

When indirect customers view your product catalog, they see only products on
price lists associated with their partner company. As an enterprise administrator, it
is your responsibility to associate the right price lists to your customers. North
American companies should only see products appropriate for them. You should
not associate any price lists created by Asia Computer Accessories to these North
American companies.

For detailed information on opening product categories to partner administrators,
refer to the Sterling Multi-Channel Selling Solution Administration Guide.

Creating Price Lists

In the preceding section, we described an example of two selling partners
(distributors) adding products to your multi-vendor catalog. These two selling
partners resell your products and sell their products to their customers (your
indirect customers).

Your selling partners can create price lists for products in product categories that
are “open” to them by using the Sterling Pricing application. Partner administrators
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create price lists containing their products and your (enterprise) products that they
resell.

Partner administrators can modify or delete only those prices lists they or their
fellow administrators (at the same company) have created. All partner
administrators at a selling partner equally "own" the price lists they have created.

Although partner administrators can create price lists, they cannot associate price
lists to partners. Only you, as enterprise administrator, can associate price lists.

When partner administrators finish creating new price lists, they inform you, the
enterprise administrator, that the price lists are complete. They also list the partners
(in this example, resellers) that should be associated with the price lists.

| Note: It is your responsibility to associate the right price lists to your customers.

As an enterprise administrator, you create these partners (if they do not already
exist) using the Sterling Profile Manager application. You then associate the
appropriate price list(s) created by the partner administrators to each of these
partners.

When customers (resellers) log into your enterprise e-commerce Web site, they see
those products on the price lists associated to them.

As with the product catalog, you, as enterprise administrator, create and can modify
all price lists, including those created by your selling partners. By seeing all price
lists, you can correct any errors that may arise in pricing.

Pricing for Partners Participating in a Multi-Vendor Catalog

The Sterling Multi-Channel Selling Solution includes the concept of a multi-vendor
catalog (a product catalog that contains the products and services from multiple
vendors). By creating a multi-vendor catalog, you and your selling partners can
provide an “one stop” shopping experience for your customers. As the enterprise,
you can offer your selling partners the opportunity to maintain their own products
and pricing in a catalog environment you have created. Partner administrators can
create products and product categories, and create and maintain price lists.

Creating Price Lists

Like enterprise administrators, partner administrators can create price lists. They
can add any products in product categories that are “open” to their partner to the
price lists they create. For more information on making products available to
partners, see "Enabling Partners to Create Products on the Enterprise Site" on
page 29.
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All partner administrators have full and equal access to price lists created by any
partner administrator at their company. However, partner administrators do not
have access to price lists created by another company’s partner administrator, nor
any price lists created by an enterprise administrator.

Note: Enterprise administrators have full access to all price lists, including those
created by any partner administrator. An enterprise administrator can modify
or delete price lists created by a partner administrator.

Associating Price Lists

Unlike enterprise administrators, partner administrators cannot associate price lists
with partners. After creating a price list, a partner administrator must tell the
appropriate enterprise administrator the name of the new price list and the
partner(s) to whom the price list should be assigned.

Partner Leads Management

The enterprise creates and assigns leads to partners as described in "Providing
Efficient Customer Service" on page 38. After an enterprise (in the person of an
enterprise lead administrator) assigns a lead to one or more of its partners, the
partner lead administrator can accept or reject the lead. If they accept the lead, then
they assign the lead to one or more partner lead users.

The partner lead users work with the lead contacts to find the products wanted by
the lead. Working through Sterling Leads, partner lead users can fill a product
inquiry list just as if they were the end-user creating the list (as described in
CHAPTER 2, "Consumer Experience"). They can search for products, use a
questionnaire to find the right product, or browse the product catalog. Once the
partner lead user has the products desired by the lead, the partner can complete the
cycle by converting the product to an order. As they work the leads, the partners can
add detailed notes about their activity.
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