
 

  

 

 

  

 

MICROS – High Level  flow  
Product related TFN 


‐> skip main level selection
 

Per Country – ie Canada 

F&B 
TFN 

Workgroup 1 

Contingency Routing 
from Owned Callback 

flow 

Language Selection 
and Greetings based 

on DNIS 

Entitlement 
Checking 

3 – Area C Workgroup N 

Hotel 
TFN 

Hospitality 

Hotels 

2 – Food & 
Beverage 

1 – Product Area Workgroup 1 

N – Product Area Workgroup N 

1 – Product Area Workgroup 1 

N – Product Area Workgroup N 

Workgroup 1 4 ‐ Fuel 

Do not perform 
MLPN entitlement check 

Do not offer owned callback 

Fuel 

Workgroup 1 5 ‐ Cruise 

Countries using 
GCCA but not MOS 

(ie LAD) 

Fuel 

Retail 

Per Country – ie US 

F&B 
TFN 

Country Y 
Tollfree 

Country X 
Tollfree 

Argentina 
Tollfree 

Japan 
Tollfree 

Switzerland 
Tollfree 

1 – For New SR 

2 – For Existing 
SR 

3 ‐ Retail 

New SR 

1 – Area A 

Cruise 
TFN 

Retail 
TFN

Hotel TRN 

Cruise 
TFN 

Retail 
TFN 



 

 

 

 

 

 
 

 

 

 

Language Selection and Greetings 

Language 
selection 

English or 
Language(s) 

24x7 
Language 
support? 

Local 
Business 
Hours? 

English 
ONLY 

N 

N 
Y 

Y 

Greeting: “Thank 
you for calling 

Oracle Support” 

Opt ‐Menu 
change: “Listen 
carefully as our 
menu options 

have changed” 

Quality: “Call 
may be 

monitored for 
quality” 

Entitlement Checking 

Valid? 

Validation: 
“Wait while we 

validate your 
Entitlement” 

N 

Valid? 
Y 

Y 

Enter Your MLPN 
number followed 

by “#” 

Enter your CSI 
number followed 

by “#” 

Customer enters 
MLPN 

Customer enters 
CSI number 

1 ‐ By MLPN 
number 

2 ‐ By CSI number 

Call webservice 
with MLPN 

Call webservice 
with CSI number 

Call webservice 
with ANI 

Set screen‐pop to 
Entitled 

Set screen‐pop to 
Entitled 

Set screen‐pop to 
Not Entitled 

MLPN = Main Location Phone Number 

Select ‐ By MLPN 
or by CSI 

N 

Read back 
(allow 2x) 

Read back 
(allow 2x) 



 
 

 

 

 

For New SR 

2 ‐ Food & 
Beverage

1 ‐ Hotels 

3 – Fidelio Version 6 
or 7

1 ‐Opera 

3 ‐ Central Systems 

5 ‐ Interfaces 

4 ‐OXI 

1 ‐ Property 
Management 

Systems 

2 ‐ Sales & Catering 

2 ‐ Suite 8 

3 ‐ Retail 

5 – XBR, XBRi, 
Analytics and 

Balance 

3 – Serenade, Order 
Management, Locate, 
Order Brokering and 

eCommerce 

7 – Relate CRM 

2 – Supply Chain, Nova, 
Warehouse Mgmt, 
Merchandise Plan 

4 – ORBC Brand 
Compliance, 
MyCreations 

1 ‐ POS 

6 – Workforce 
Management 

See separate POS 
sub‐menu tree 

8 – Other Retail 
Products 

3 – Fidelio Version 6 
or 7 

4 – Other PMS 
Products 

2 ‐ Food & 
Beverage
2 ‐ Food & 
Beverage 

2 ‐ 3700 

3 ‐ 9700 

6 – Other POS 
Products 

5 ‐Materials Control 

4 ‐MICROS e7 

1‐ Simphony 

1‐ ABS POS 

2 ‐ BE ePOS 

3 ‐ Caterwide POS 

4 – Oscar POS 

5 ‐ InnTouch 

6 – Other POS 
Products 

5 ‐ Cruise 

2 ‐ Fleet 
Management 

4 ‐ AffairWhere 

3 ‐ SPMS 

6 Smart for Mobile 

5 ‐ SilverWhere 

1 – Crew 
Management 

7 Materials 
Management 

8 ‐ POS 

4 ‐ Fuel 

Fuel 

PRISM‐IRIDIUM 



 

 

 

 

 

 

Retail POS sub‐menu 

For UK 

4 – Superstore 

2 ‐ Power 

6 – Other Point of 
Sale 

3 – Retail J 

1 ‐ xStore 

5 – Charm 

For JAPAC 

4 – Other Retail 
Products 

2 – ORBC Brand 
Compliance and 

MyCreations 

3 – XBR, XBRI, 
Analytics and 

Balance 

1 – xStore, Retail 
Point of Sale and 

Relate 

For US & CA 

2 – Store21 

1 ‐ xStore 

3 –  Other Point of  
Sale Systems 

For LAD 

2 – ArsPOS / C2 

1 ‐ xStore 

For EMEA 
(except UK) 

4 – Stores 2 

2 – Oscar POS 

6 ‐ Power(Dutch/ 
French) 

3 – Lucas POS 

1 ‐ xStore 

5 – Retail‐J 

7 – Other Point of 
Sale Systems 



 

 

 

 

 

  

 

 

 

     

 

In GCCA ‐ Custom Table 

Country Y 
Tollfree 

Per Country – ie Canada 

Cruise 
TFN 

Retail 
TFN 

Cruise 
TFN 

Food & Bev 
TFN 

TaskOwner A   DID 123456 
TaskOwner B DID 234567 

To GCCAPRD 

3 – Request to 
Speak to 
Manager 

PLA 
check 

Target WG 

N 

Y 

Country X 
Tollfree 

Argentina 
Tollfree 

Japan 
Tollfree 

Switzerland 
Tollfree 

Language Selection 
and Greetings based 

on DNIS 

2 – For Existing  
SR 

1 – For new SR  

Enter SR number 
followed by “#” 

SR Owner 
Available? 

SR Owner Y 
1 – Talk to the 

owner 

MICROS – High Level flow  
Existing SR (Callback) 

Look‐up and 
stamp SR 

(web service) 

SR 
lookup 

success? 

Technical 
Issue 

1 – Leave a 
voicemail 

2 – Next agent 

Owner VMAIL 

2 – Request to 
Speak to 
Manager 

Error Catch 

N 

N 

2 – Field Delivery 
Dispatch 

Field 
task 

PLA 
check 

Target WG Y 

N 

PLA 
check 

Target WG 

Contingency 
Routing ‐> point 
to New SR call 

flow 

We are unable to 
locate your SR – 
please try again 

Not 
found Total of 2 

attempts 

>2 

Task 
owner 

Language PLA Info from WS Target Workgroup in GCCA 

English Hospitality Area A Micros_English_Hospitality_AreaA_Primary 

English Retail Area B Micros_English_Retail_AreaB_Primary 

Per Country – ie US 

Hotel 
TFN 

Hotel 
TFN 

Food & Bev 
TFN 

Retail 
TFN 


