
Oracle Advanced Collections 
 
What is Oracle Advanced Collections? 
 
Ans: Oracle Advanced Collections is the module which deals primarily with Collection 
of your Accounts Receivable from your customers. Companies sell to customers 
(individual, business) on credit   and these invoices become due as per the invoice terms. 
Typically you may specify Net30 which means 100% of the invoice amount is due in 
thirty days from the date of invoice.  
 
However for some reasons the invoices are not paid on time. Some of the reasons could 
be Invoice not sent to the customer, Invoice wrongly billed, Customer does not have 
funds or become bankrupt, Customer does not agree with invoice amount /terms, invoice 
sent to the wrong address. 
 
Most companies have billers and collectors manning the AR department.  Billers are the 
first level contacts and they contact the customer to collect these outstanding amounts. 
The contact method may be mail, email, fax or phone call.  
 
Oracle AR initially had dunning letters functionality to remind the customers of their 
dues. The dunning level could be adjusted from a gentle reminder to collections advisory. 
 
When the Billers are not able to collect the amounts, the cases get transferred to 
Collectors or at a later date to third party agencies for specialized collection steps. 
 
However the functionality was limited in scope which did not meet the modern day 
requirements. 
 
Oracle has built a lot of functionality around Advanced Collections to automate the 
collections process. Advanced Collections was a work bench in Receivables which has 
now become a full fledged module with lot of features and automation. 
 
What are the Components of Advanced Collections? 
 
The key components of advanced collections are Collectors /Territories, Scoring Engine, 
Universal Work Queue / Collectors work Queue, Interaction History, Notes Set up, 
Dunning /Strategies, Fulfillment / XML Communication. 
 
In the next few pages we will examine the set up steps and how to get it to working. 
 
 
 
 
 
 

Oracle Advanced Collections Implementation steps 





 
 



 
 
Step1: Implementation of AR is already completed. 
 

 

 
 



 
 
 
2) Run the Refresh AR Transactions Summary table from the Credit Management Menu 
in Receivables 

 
 
If the program errors you have encountered a bug and you need to apply standalone patch 
5378555 
 
Otherwise Continue to the next step. We will revisit the step at the end. 
 
This program updates two AR tables AR_TRX_BAL_SUMMARY and 
AR_TRX_SUMMARY respectively. 
 
You can use the workflow to run the job automatically. 
 

3) Set up Oracle iPayment 
Refer to the Oracle iPayment Implementation Guide for detailed steps related to 
Implementing and configuring this module. 
 
Note: For standard Oracle Advanced Collections implementations, Collections 
calls Receivables’ APIs to create receipts. Receivables then calls iPayment APIs 
to process credit card or bank EFT/ACH payments. 
 
Note: If you use Oracle Lease Management (OKL), Collections calls iPayment 
APIs to capture funds in OKL. Collections then calls OKL’s APIs in to send 
receipts to Receivables. 



 
 
4) Enable Oracle iReceivables 
 
Oracle iReceivables and Collections provide two critical components for a collecting 
organization: self-service and collector functionality respectively. Both products leverage 
on Customer information and processing provided by Receivables. 
 
iReceivables allows your customers to go online and review, pay, or dispute their 
Bills. This reduces the need for internal collectors to work with customers. Follow the 
Instructions in the Oracle iReceivables Implementation Guide to configure iReceivables. 
 
5) Create Employee Locations and Organizations 
 In the HRMS Manager responsibility create the locations and Organizations. 
 
6)  Create Employees 
 

 
 
 



 
 
 
Assign Rama as the supervisor to Ratan 
 

 
 



 
 

7)  Set up Security and Responsibilities 
 

 
 
Repeat the steps with other users also. 
 
 
Although the responsibilities you assign have the same names as the roles you will assign 
in the next step, they perform a different function. Responsibilities are a general feature 
of all Oracle applications and control what features of the application a user can access. 
The roles you set up in Resource Manager Control what collections information users can 
view and modify 
 
8) The users have been created in the HRMS application and they have been assigned 
Collections responsibilities. The users need to be set up in CRM administrator. We do not 
have to enter them again. CRM administrator can import these resources from HRMS. 
We see how in the next few steps. 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
9) Log into CRM Administrator responsibility (using your sysadmin account) 
   
Navigate to  Resource Manager > Maintain Resources > Import Resources. In the name 
field supply the name of employee to import and query up the employee. 

 
 
Click on search to fetch the employee and then click on Start Import to import the employee into 
CRM Application. 
 
In the Set Resource Attributes  Dialogue window you can supply values to the Role 
attribute or we can do it subsequently.  For now do not supply any value and  Click OK 

 



 
 
 
Review the information and click on Save Resource Button 
 

 
 
 The resource has been imported successfully. 
 

 
 
 
 
 
 
 
 
 



 
 
Click on Details Button. 
 
 Resource Details form pops up with the details we supplied at the time of import. 
 

 
 
 
No we need to assign Collection Roles to the employee. Do not confuse roles to 
responsibilities.  You should have the role and responsibility to access Collections 
functionality. Otherwise you will receive an error. 
 

 The username is the same 
as application username 
in Sysadmin 



Let us see how. 
 
I have logged in as RatanVajapey without assigning any roles. 
 
The four responsibilities are visible at the welcome page. 

 
 
Click on Collections Agent > Collections.  You will receive the following error. 
 

 
 
While you may be able to access some of the forms based Collections screens, you will 
not be able to perform work. 
 
 
 



 
 
 
 
10 ) Let us assign the roles to the resources 
 CRM Foundation > Maintain Resources > Resources Query up the resource and Click on 
the Resource Details.  In the role type pick up Collections from the LOV. This role type 
has three roles assigned to it; Collections Administrator, Agent and Manager. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
Assign the following roles to the user. 

 
 
 
Repeat the steps with the other users also. 
 
 
11) Now let us define some Collections Teams and Groups.  Team is a collection of 
members with similar skills whereas Group is more heterogeneous. 
 
CRM Foundation > Maintain Resources > Resources > Teams 
 

 
 
Use teams   to control the team roles. Use this to set up a special Collections Team that 
you activate to launch your periodic campaigns and end date the team to end date the 
roles of all its members. 
 



 
 
 
12) Define Groups 
 
CRM Foundation > Maintain Resources > Resources > Groups 
 

 
 
 
Use the parent Group and Child group to define your Territory hierarchy. 
 
Use Territory Management to assign collectors to customers, accounts, or bill-to 
locations. 
 
Use the Collector field from the Customer Standard form in Oracle Receivables to assign 
collectors to accounts or bill-to locations. 
 



13) You could also use Territory Administration to define your Territories. 
 
Collections Forms Administrator > Foundation and Sales Setup > CRM Foundation > 
Territory Manager  > Territory Administration 
 
Navigate Territories > Catch All > Collections   Then Create new Territory from the 
menu File New 
This brings up a new Territory Details Form 

 
 

 
 
The number of winners determines how many Collections reps will get the delinquency 
in their work Queue. 
 
 
 



 
 
 

14) Highlight the North Zone   Collections Territory and Click on the Administration 
Menu > Set Up Qualifiers.  

In the Setup Qualifiers Form > in the usage filed Select "Oracle Collections" Click on 
find. 

All the enabled Qualifies for this application are displayed. Check all the qualifiers as 
shown below and Click on the Update Qualifies Button. 

 

 



Seventeen Qualifiers based on Customer attribute are visible. Let us now uncheck all but 
postal Code and state, based on which we will assign transactions to different territories. 

 

These are the only three qualifiers that we have enabled for the territory in Collections. 

All other territories can have one or more of these three qualifiers. Rest of the transaction 
qualifiers are disabled. 

Collections do not use Resource Qualifiers for determining the inners. 



15) Let us a create a child territory under the North Zone Collections 

Place the cursor on North Zone Collections. Right Click and then Click New 

A new Territory details form opens with North Zone collections as Parent. 

 

16) Let us now assign values to some of the qualifiers as shown. 

 

Let us assign Customer Name and Postal code as the two transaction qualifiers for this 
territory, since State is already assigned to the parent territory “North Zone Collections”. 



 

 

Click on Show Inherited Qualifiers to see all the qualifiers for this territory. 

 

 It shows all the three qualifiers including the inherited qualifier from its parent territory. 

 

 

 



17) If you have a territory that is based on Customer name, zip code, customer name 
ranges, state etc you can assign the values here for all the remaining territories. You can 
assign a customer to a collections territory or you can assign a range of zip codes to a 
collections territory. 

The program completed successfully. 

 

 The refresh AR Transactions program is also completed successfully. 

 

 

 

 

 

 

 

 

 

 

 



Let us query the database tables affected by the program 

 

 

It has updated the AR summary tables (based on the time stamp) 

Run the Assign Territory Accesses program which in turn runs Generate Access Records 
concurrent programs. 
 
18) Set up Universal Work Queue. It can be set up to match the operational data level at 
which your collectors work with customers. It can be set up at the following levels 

 
• Customer 
• Account 
• Bill To location 
• Delinquency 

 
The nodes available for each operational data level are: 
 
• Delinquent Node: Displays active, pending, and complete delinquent work items 
For customers, accounts, bill to locations, or transactions assigned to the collector. 
 
• Broken Promises Node: Displays active, pending, and complete broken promises 
assigned to the collector. Even though promises are taken at the transaction 
Level, you can display them grouped by customer, bill to location, or account. 
 
 



• Strategy Work Node: Displays all the strategy work items assigned to the 
Collector, including customer information, work item summary, and miscellaneous 
Information. 
 
You can also display a Task Node to list broken promise and dunning 
Callbacks, approvals, meetings, problem resolutions, and other items that make up the 
Collector’s Work Queue. 
 
If you use dunning instead of strategies, you should hide Strategy Work Item nodes since 
they are related to strategies. 
 
For every node you want to display in UWQ, you must set two profile options. First, set 
the  IEU: Queue profile option for the node to Yes. Then set the IEU: Queue Order 
profile option for the node to indicate the order in which it appears. For example, if you 
want to display collectors’ work items organized by customer, you set the following 
profile options to Yes: 
 
• IEU: Queue: Customer View Delinquencies 
• IEU: Queue: Customer View Promises 
• IEU: Queue: Customer View Strategies 
 
You could set the order they appear in UWQ as follows: 
 
• IEU: Queue Order: Customer View Delinquencies: 2 
• IEU: Queue Order: Customer View Promises: 1 
• IEU: Queue Order: Customer View Strategies: 3 
 
 
Now let us start playing with Collectors Work Queue aka Universal Work Queue. 

 

 

 

 

 

 

 

 

 



 

 

This is the screen shot of UWQ 

 

It is showing Delinquent Transactions and Delinquent Customers with an Item Count of 
39 and 26 respectively. Click on the Delinquent transactions to view the list of  39 
transactions. 

 



 

 

Click on any of the transactions to view the details 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Click on the profile to view the collections profile 

 

 

Click on History tab to view the interaction history. If your collectors have interacted 
with the customer and made any notes, they would be visible here. 

 

 



 

View Accounts to view the account details. 

 

 

Click on payment processing and enter the dollar amount to enter a payment 

 

 

 



 

Enter the card details 

 

 

You can also enter a promise to pay if there is a remaining balance due on the transaction. 

You can also enter an AR adjustment also if there is an invoice adjustment. 

 

 

 

 

 

 

 

 

 

 



 

Click on the Notes Tab and enter a Note recording the CC payment. 

 

 

If your customer disputes a transaction your collector can enter one for research. Based 
on the research /approval hierarchy the Credit memo can be approved. You need to 
customize the Credit memo work flow as per your business needs. 



 

 Let us see how. 

Pull up a different transaction as we have closed out the previous transaction. 

 

Now examine the trx in AR. The trx is now forwarded to another approver for approval. 

 



 

Go up the hierarchy to approve the Credit memo. 

 



 

Click on Transactions tab to view the transaction 

 

Click on the transaction details button to pull up the details. 

 

 



In the dispute Reason enter a dispute reason, in the Dispute Section enter Total. The 
system enters the Dispute Total for you. Click on the Dispute button. The system has 
entered a disputed transaction and the Dispute number is generated for you. 

 

 

 



Now Log back into AR and pull up the transaction. 

Click on the notes tab of the transaction. 

 

 



The system has our dispute transaction and the work flow has submitted the transaction 
for approval. 

Now let us log in as JJONES and select Workflow user Web (new) and click on 
Notifications 

 

 

AR Credit Memo Approval Request is pending. 

 

 



Click on the Notification. 

 

Enter any notes for any warnings /errors to approve the credit memo. 

 

Finally the credit memo is approved. 

 



 

19) Now that we have become familiar with some of the basic tasks that we can perform 
in UWQ, we have another important task i.e. how to customize the appearance of UWQ.  

You may have billers and Collectors accessing the UWQ. Different people want to see 
the data differently. So let us play with UWQ a little. 

My UWQ displays the following nodes 

 

 



Now the UWQ displays Broken Promises.  

 

In case a collector is working on broken promises he can view these nodes and suppress 
other nodes. 

These are controlled by the IEU: View ….. Profile options. You can change their order 
also. Play with it and have fun. 

 



Use Fulfillment set and set the profile options for various templates. We will revisit this 
later. 

 

20) Create Notes in CRM Foundation. Notes is a nice feature which you can use to speed 
up your work.  You can set up different types of Notes and associate them to different 
views of your work queue to display the appropriate Note types for speeding up the work. 
For example you may want to set up Collections related Notes, or dunning related notes 
or interaction related notes to enable your collectors to record their notes in appropriate 
notes and later you can query up the notes to see what was recorded during any activity. 
For example you may want to   set up a note type of Promise to pay when a customer 
agrees for a payment at a future date. Organizing the notes this way helps search your 
notes easily. So let us see how. 

Collections Forms Admin > Foundation & Sales Set up > CRM Foundation > Notes 
Setup > Note Type Set Up 

This brings up a  JTF_Note_Type  form with a list of seeded note types. You could use 
them or optionally define your own note types. 

Pl note that CRM foundation uses JTF Note Types which are different from the AOL 
Note types which are used in the forms based applications. 

You can not use them interchangeably.  

Hit F11 to make the form enter query mode and enter IEX% in the code to query up the 
Collections related note types. 

 

 



Let us define a note type called  IEX_Call_Reminders as shown below 

 

 

The next type is to map the note type and source as shown below. 

 

 

This Note type is assigned to a source object of Collections Account. 

 



Let us navigate to the UWQ Let us click on the Delinquent Transactions Node  

 

Double Click on any tax to bring up the tax details  

 

Click on Notes Tab and then Click on the Type LOV. 



 

 

Our Note type is visible because we are in the Delinquent view of the transactions. 

Now let us change the view to Account as shown below after dismissing the LOV and 
clearing the record. 

 



Now in the Note type we can see our earlier defined note types. 

 

 

You can define different Note types that meet your business requirements. 

This helps organize your work easily. 

21) Set up Tasks.  
 
If you use dunning plans with callbacks, Collections creates tasks for the assigned 
collectors using the available task types, when you run your dunning plans. 
 
This is an optional step. We will skip it for the time being. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Scoring 
 

22)     Scoring calculates a score value for an object in the database. You can score 
following types of objects seeded in Collections, or you can create new scoring objects. 
 

• Party, Account, or Bill To: The operational data level at which you do business 
With your customers 
• Transaction: A transaction created in Oracle Receivables, or originating in 
Oracle 
Loans or Oracle Lease Management. When determining delinquency status of 
transactions, Oracle Collections creates a delinquency in a Collections table. 
When a 
transaction is no longer delinquent, the status becomes current. 
• Case: A group of leasing contracts for a customer sharing the same bill-to 
address, private label, and other contract parameters. Case only applies if you use 
Oracle Lease Management. 
 

Concurrent Programs 
The Score Engine Harness concurrent program runs from one to five scoring engines. In 
addition, you can add a concurrent program to a scoring engine, and when the scoring 
engine is run by the Score Engine Harness concurrent program, the related concurrent 
program also runs. For example, you can add the Strategy Management concurrent 
program to assigns collections strategies based on the score results. 
 

Scoring Components 
The scoring component uses a select statement or a function to return a score value. For 
Example, you can ask for the total number of delinquencies for a customer or how long a 
Customer has been doing business with your company. Every scoring engine must have 
at least one scoring component. 
The values calculated by a scoring component are then assigned scores. Score range 
numbers can be positive or negative numbers to two decimal places, and must account 
for numbers from -99,999,999 to 99,999,999.. In Oracle Collections a higher score is 
generally considered good and a lower score is considered bad. 
 
 
 

 

 

 

 

 



 
You may have several Scoring components on which to score. For example some of the 
components could be: Customer for ….Years, No of Delinquencies,  Amt Outstanding,  
Amt Overdue. 
You will assign different weights to different components. You use Filters to limit the 
scope of a scoring engine. Like you want to score transactions from a state, zip code. 
 
You can use scoring engine to score transactions which will determine the status of 
transactions delinquent, pre delinquent, Current, Overdue. 
 
You could use another scoring engine to score customers / Account /Bill To. 
A scoring engine harness might include both these scoring engines. 
 

Preconfigured Scoring Engines 

 
 

Filters and views 
Weights 
Scoring Components 
 

Scoring Engine 1 
Scoring Engine 2 
…. 
…. 
Scoring Engine 5 
 

 
Scoring Engine 

Harness 



 

 



 



 

 



 



 



Create a Scoring Engine - Steps 
 
Seeded Scoring Engines can not be deleted. Use an existing scoring engine and modify it 
as needed. 
 

 
 
Let us create a new scoring engine by copying the third scoring Engine. 
 

 
 



 
 
Add another component from the scoring components and adjust the weight so that the 
total weight equals 1.0 

 
 



 
 
Now our scoring engine is there in the list of scoring engines. 
 
 
 
 
 


