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A - Introduction

This section provides general information about the content and structure of this manual as well as an
introduction to ConSol CM.

This chapter discusses the following:

A.1 ConSol CM for Business Process Management .. 13
A2 List of ManuUals . . 14
A.3This BooK's STruCtUre . . . 15
A4 Layout EXPlanations .. 17
AL Legal NOTICE ... 18
A6 Gender Disclaimer 18
A7 CoPYigN il 18
A.8 Basic Principles of ConSol CM . 19
A.8.1System Components from the Users', Admins' and Customers' Points of View _._............. 19
A.9 Basic Technical Principles and Objects of ConSol CM ... . ... 21
A L INtrodUCtioN ..o 22
A.9.2 CoNSOl CIM DOBIMA .t 22
AL B ENGINCOIS L. 23
A0 A CUSEOMBIS L. 23
ALO S TICKOES 23
ALO.B RESOUICES ... 24
ALD.7 QUEBUES . 24
A9 B WOk IOWS L 25
A.9.9The CM Action Framework ... .. L 28
A.9.10 The Task Execution Framework ... .. 28
A.9.11 Accessing Objects in ConSol CM . 28
A.9.12 ConSol CM from a System Administrator's Point of View ... ... ... ... 30
A.10 Starting the Admin Tool _ . 31
ALL0. L LOBIN 31
A.10.2 Troubleshooting: When the Admin Tool Does Not Start ... ... .. ... ................ 33
A.11 The Admin Tool Graphical User Interface (GUI) .. ... oo . 38

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - A - Introduction

AL L INtrodUCtiON « 38
A1, 2 BasiC PrinCiple - 38
A.11.3 Icons and Other GUI Elements ... 41
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A.1 ConSol CM for Business Process Management

ConSol CM is a customer centric business process management system. Using ConSol CM you can
control and steer business processes with a strong focus on human communication and interaction,
e.g. user help desk, customer service processes, marketing and sales, or ordering processes. Basically,
every process that is in operation in a company can be modeled and brought to life with ConSol CM.

Using ConSol CM you can handle all components which are relevant in business processes to rep-
resent and control your company's processes in an optimal way. ConSol CM is used in various dif-
ferent industries and branches ranging from insurances and banks over fashion designing companies
to producers of ticket vending machines or car washes. The flexible process designing mechanism and
workflow engine provide a perfect basis for the modeling and controlling of business processes of dif-
ferent kinds.

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH
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A.2 List of Manuals

ConSol CM provides documentation for several groups of users. The following documents are avail-

able:

Administrator Manual
A detailed manual for CM administrators about the ConSol CM configuration using the Admin
Tool.

Process Designer Manual
A guideline for workflow developers about the graphical user interface of the Process Designer
and how to program workflow scripts.

Operations Manual
A description of the ConSol CM infrastructure, the server integration into IT environments and
the operation of the CM system, for IT administrators and operators.

Setup Manual
A technical description for ConSol CM setup in different IT environments. For expert CM admin-
istrators.

User Manual
An introduction to the ConSol CM Web Client for end users.

System Requirements
List of all requirements that have to be met to install ConSol CM, for IT administrators and CM
administrators. Published for each ConSol CM version.

Technical Release Notes
Technical information about the new ConSol CM features. For CM administrators and key
users. Published for each ConSol CM version.

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - A - Introduction 15

A.3 This Book's Structure

First, some basic principles of ConSol CM are explained to provide the theoretical background you
need to become a CM administrator.

In the Introduction, you will learn how ConSol CM is used in Business Process Management
and you will get to know some basic principles of the application. Furthermore, you will learn
how to start the main administration application for CM, the Admin Tool.

The following sections explain the features and functionality of the Admin Tool.

Access and Roles

In this section the basic principle and configuration concerning access permissions are
explained. For example, you will learn how to define roles, assign roles to engineers (the users
of the CM Web Client), and configure views (the to do lists in the system).

Ticket Data Model and GUI Design

Here, the set-up of the ticket data model and the placement of the data fields in the Web Client
(GUI) are covered. For example, you will learn how to define the data fields which are required
by a certain process and how to build different types of lists.

Customer Data Model

This section describes the setup of the data models for different customer groups and the
respective designer GUIs. The representation of customer groups in CM is based on FlexCDM,
the Flexible Customer Data Model. For example, you will learn how to define one set of data
fields for the customer group Reseller and another data model for the customer group Direct
Customers. Furthermore, Customer Relations and Customer Actions are explained, two com-
ponents which help you use CM as a CRM system.

Global Configuration

In this section some general configurations are explained. For example, you will learn about
Queue Management, a queue being one of the core components of ConSol CM. Furthermore,
working with business calendars and projects is explained.

Expert

This is the part of the book which is targeted at CM administrators who are responsible for
advanced CM system configuration. You might want to work together with your CM con-
sultant to change system settings. This section covers topics like

o preparing the CM system for reporting
e ConSol CM services

o configuration of the search module

o the Task Execution Framework (TEF)

o e-mail configuration

o import and export of configurations

o template management

o working with system properties

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH
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o working with Admin Tool scripts
o license management
o deployment of scenarios

o Add-Ons
In this section, the three CM add-ons are explained. ACM add-on is a CM module for which a
separate license has to be purchased. The following add-ons are available:

o CM.Resource Pool
In this section the set-up of the data model for the Resource Pool is explained. CM.Re-
source Pool is a distinct CM module which has to be licensed separately. If you have pur-
chased this module, you can learn in this section how to represent different objects like
IT assets, products, SLAs or other objects as CM resources. Besides the set-up of the
data model, Resource Relations and Resource Actions are described.

o CM.Track
In this section, the customer portal, CM.Track, is explained. The versions V1 and V2 are
available for CM.Track, they are treated in separate chapters.

e CM.Phone
In this section, the ConSol CMCTI solution is explained.

o Appendix
Here, you find lists of all important terms that are used in the book (glossary), of all annota-

tions (important for the GUI design), and system properties (important for the CM system man-
agement). Please see also the trademarks page.

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH
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A.4 Layout Explanations

The following icons and colors are used to emphasize and highlight information:

This is an additional information.

This is an important note. Be careful here!

[@ This is a warning! }

[ @ This is a recommendation from our in-the-field consultants. ]

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH
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A.5 Legal Notice

Since we would like to provide a manual for you which helps you manage your CM system, but which
also provides additional information about connected topics (e.g., LDAP, Kerberos), we have inserted
external links into the manual. In this way, you can get some background information about a topic if
you like. This can help you better understand the required CM configuration. Despite careful review,
we assume no liability for the content of those external links. The operators of sites linked to are
exclusively responsible for their content.

A.6 Gender Disclaimer

As far as possible, ConSol CM manuals are written gender-neutral and often address the user with
"you". When the phrasing "The user .... he ..." is used, this is always to be considered to refer to both,
the feminine as well as the masculine form.

A.7 Copyright

© 2017 ConSol Consulting & Solutions Software GmbH - All rights are reserved.
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A.8 Basic Principles of ConSol CM

A.8.1 System Components from the Users', Admins' and Customers'
Points of View

ConSol CM comprises different client applications. Depending on your roles and tasks in your com-
pany you will use one or more of those applications.

/ External \

/ Internal

CM.Track (Customer)

PinkC#ffee.com

CM Web Client (Engineer)

4

A

/ Internal \ / Internal

I
i
M
i
1

CM Admin Tool CM Process Designer
Reporting / KPIs (Manager)

\ / \ (Administrator) (Workflow Developer)/

Figure 1: ConSol CM system components

o Web Client
The primary access point to the system for engineers, an engineer being the standard user of
the system. Engineers work with tickets, customer data and resources.

o Portal
CM.Track, the primary access to the system for (internal or external) customers. CM.Track is a
distinct CM module which requires a separate license. With this module, you can offer portal
access to the tickets for your customers. Moreover, your FAQs can be made available via the
web.
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o Admin Tool
For all system configuration tasks. As an administrator, you will primarily work with this tool.
This tool is used to define the system setup. All settings (apart from workflows) are configured
using the Admin Tool, and access to it is restricted to admin users.

o Process Designer
For the workflow design and implementation. As a workflow developer you will primarily work
with the Process Designer. In this tool, all workflows are designed graphically as well as in
Groovy code.

The default scope of delivery also includes a data warehouse (DWH) that allows reporting about the
data of your tickets.

Furthermore, ConSol CM is not an isolated application but can be easily integrated into your com-
pany’s IT infrastructure, e.g. using Web Services and/or an Enterprise Service Bus (ESB).

For a detailed explanation of the system components, described from a more technical point of view,
please refer to the system administrator’s section Architecture of a CM-Only System.
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A.9 Basic Technical Principles and Objects of ConSol CM

This chapter discusses the following:

A L INtrodUCtioN ..o 22
A.9.2ConSOl CM DOSMA .. 22
AL B ENGINCOIS 23
A4 CUSEOMI IS .. 23
ALO S TICKOES o 23
A6 RESOUICES i 24
ALO. 7 QUEBUES ... 24
A9 B WOrKIIOWS . 25
A.9.9The CM Action Framework ... .. 28
A.9.10 The Task Execution Framework ... . 28
A.9.11 Accessing Objects in ConSol CIM 28
A.9.12 ConSol CM from a System Administrator's Point of View ... .. .. ... ... 30
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In order to work efficiently and correctly with ConSol CM, you have to have a profound knowledge of
all components which make up a CM system. The following section will give you a first introduction

into the basic CM components.

INTERNAL

Engineer access rights on queues
defined by role(s)

Additional engineers

veow

® 00 __--
‘e. v\ _____ -
\ N
) ; i \ Main customer s
Engineer (ticket owne\r) N
; ® ’
w, B & .
So tites
[ Additional -
customer(s)

EXTERNAL

Engineer access rights on customer
groups defined by role(s)

> Customer group

Assignment

resources defined by role(s)

Custom e * of customer \. 4 — J
AY -
. fields for e " group(s) to ¢ I Data object group
ticket data # N a gueue - [ -
’ \ ; 1 fields for customer
\\ Workflow ! data model
o \ > .-"
Assignment | < QUEUE x
of custom field . A
group(s) N -. L 4
. to queue N 1 Resource relations ~
Admin Tool N i toqueuesand »~"  Admin Tool
N H customers s ,/’
= ) e »* Resource
Engineer access rights on * b -~ fields for resource
Resources % e e & data model

Resource Pool

Figure 2: ConSol CM - Basic principles (with CM.Resource Pool)

A.9.2 ConSol CM Dogma

In ConSol CM, there is a main dogma:

® ConSol CM DOGMA

External side: A ticket always has a main customer. This can be a contact or a company.

Internal side: A ticket can have no or one main engineer who has to work on the ticket.
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A.9.3 Engineers

The engineers represent the internal side of the CM system. All users of the Web Client are called
engineers, regardless of their function within the company. The engineers work on the tickets to carry
out the tasks defined in the business process. Every ticket can only be assigned to one engineer, who
is currently responsible for the ticket. But a ticket may have any number of additional engineers, who
all have an engineer function representing a specific task within the process.

All engineers have an engineer account consisting of a user name and password, which they use to log
in to the Web Client. The engineers' access permissions are managed using roles. The roles, which con-
tain access permissions for queues, customers, and resources, are defined in the Admin Tool and
assigned to the engineers.

Please see the section about Engineer Administration for details.

A.9.4 Customers

With FlexCDM, the Flexible Customer Data Model, ConSol CM provides a data model which can define
contact and company data in various constellations. In this way, you can define very simple, one-level
data models which only contain contact data (e.g., name, phone number, e-mail address, address)
and complex, two-level models which contain contact data (e.g., name, phone number, e-mail
address) and company data (e.g., address, zip code, company size). You can define different models
within one system, you can configure relations between customers, and add activities to contacts and
companies. Please refer to the Customer Data Model section, starting with chapter The CM Customer
Data Model - FlexCDM, for details about all components of FlexCDM.

Each CM system uses customized customer groups and data models. Therefore, the
available customer groups, hierarchical levels for customer objects, data fields, rela-
tions, and activities depend on the individual configuration of your CM system.

A.9.5 Tickets

The ticket is the request of the customer which the engineers work on. This can be an incident, a ser-
vice case, or any other request. For each request, a ticket is created. The engineers work on the ticket,
which means that they carry out the necessary steps as defined in the business process. The progress,
including internal and external communication, is documented in the ticket. The business process can
involve several engineers and different teams. When the request is solved, the ticket is closed. Closed
tickets are not lost, but they represent a powerful archive and knowledge base.

In ConSol CM there are the following rules for tickets:

o Aticket must have one main customer. Every ticket can have only one main customer. It does
not need to have additional customers, but it can have any number of additional customers.
The customer represents the external side of a ticket.

o Aticket does not have to be assigned to an engineer, but if it is, it can only be assigned to one
engineer at a time. A ticket does not have to have additional engineers, but it can have any
number of additional engineers. Assigning a ticket to an engineer can be done manually or auto-
matically. The engineers represent the internal side of a ticket.
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o Aticket always has a name, often called ticket number, a subject, and a ticket icon. The ticket
icon shows the current scope of the ticket and can have a color indicating the value of a given
data field. Every ticket also has an ID that is used internally and cannot be seen by the user.

o Theticket header always shows the current queue and scope, assigned engineer, and creation
date of a ticket.

o The ticket icon in the Web Client can have (and in most cases does have) a color that represents
a certain value of a list. Often the priority is used, e.g., high priority tickets are displayed in red,
medium tickets in orange, and low priority tickets in yellow.

Ticket Accept | Edit | Clone | Print | Display v

Undelivered Mail Returned to Sender

Customer Service D

330 Unassit igned | Open si
Complaint

Email customer service

skalation
113 10:23 AW

Groups Edit | Hide

Product customer status.
Top Line | Top Consumer info]

0 0
Contacts Add | Hide

Main contact

Luke Skywalker « CI Customer
Kanzlerstralle &
40472 Dasseldorf

Figure 3: Ticket in the ConSol CM Web Client

It depends on the configuration of your ConSol CM system if a ticket is called ticket
within your system. Tickets might be called ticket, case, call, task, or similar in your Web
Client. Each queue can have its own term to refer to tickets. In this manual, tickets will
always be called tickets for your convenience.

Each CM system uses customized ticket data. Therefore, the available fields, relations,
and activities depend on the individual configuration of your CM system.

A.9.6 Resources

Resources can be used to manage objects which are related to the business process. Possible use
cases are IT assets, SLAs, products or newsletters. All resources are saved in CM.Resource Pool, a sep-
arate CM module. The administrator defines the resource model, i.e., the resource types, resource
data fields, the hierarchy of the resources, and the possible relations to tickets, customers, and other
resources

An engineer with the required permissions can create resources and link them to existing tickets, cus-
tomers, and other resources. For example, you can link a computer to an incident ticket concerning
this computer or to the customer who uses it.

Please see the section about CM.Resource Pool in the Add-on section for details about this topic.

A.9.7 Queues

The queue is the core component of ConSol CM administration. It contains thematically related tick-
ets which should be handled in the same way and follow the same business process. Every queue has
exactly one workflow, which implements the desired process. The ticket data fields needed for the
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process are assigned to the queue. In addition, the access permissions, which are granted to the
engineers via roles, are based on queues.

For example, there is one queue for the user help desk with the User Help Desk workflow and data
fields like Customer Service Level, Device that does not work, or Priority. Every incident ticket passes
through this User Help Desk process. Another queue is the Marketing and Sales queue where fields
like probability of contract conclusion, next appointment , or budget [S] are defined.

Therefore, the queue determines:
o how its tickets look like (ticket data fields)
o whose tickets it manages (customer groups)
o how its tickets are processed (workflow)
o who can work on the tickets (permissions)

Queues often reflect the organizational structure of the company. For example, there can be one
gueue for each department, as each department has its own processes. A ticket can be passed from
one queue to another. In this case it adapts to the new queue, i.e., it receives the data fields of the
new queue and only engineers with permissions for the new queue can work on it.

A.9.8 Workflows

A workflow is designed and created by a CM workflow developer using the ConSol CM Process
Designer. It implements the business process which is executed in the Web Client. The workflow con-
sists of several steps, which are called activities. There are manual activities, which are performed by
the engineers, and automatic activities, which are performed by the system. The activities are
arranged in scopes to illustrate the status of a ticket. The intelligence of the process, like conditions,
decisions, escalations, reminders, automatically sent e-mails, or other actions, is also defined in the
workflow. You can implement process chains or a hierarchical process structure by linking several
workflows.

As an engineer, you will not work with the workflow itself, but you will see the current scope of the
ticket (ticket icon and scope name in the basic ticket data) and the workflow activities which are avail-
able for the ticket at its current position. In this way, you always have a good overview of the current
status of the ticket.
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The available workflow activities depend on
Scope of the ticket the ticket's current position in the workflow

Edit | Clone | Print Workflow activities
Ticket in progress
Put ticket an hold

, susan | Open since 11/11/14 2:30 PM Display List
I & Web Client

Display Customer Data
no

& 1M8M412:00 AM Clone ticket

100245 Add RESELLER-END CUSTOMER
relation

Current queue
of the ticket

Europe
Reguest Type Create task (hand-over products
Complaint list)

Acknowledge: E-Mail has been
read
Groups Edit | A

Conversations/Meetings Orders Open Customer Tickets on Create Date

ExecuteMyTask

Figure 4: Queue, scope, and workflow in a ticket

As an administrator, you might work with the ConSol CM Process Designer to model the business pro-
cesses of your company. A process can be represented by one or more workflows.
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Figure 5: Process Designer: Example of a service workflow

Since we often deal with process chains rather than with single processes, in ConSol CM such process
chains can be designed by defining a certain order for the processes. You can work with simple pro-
cess chains or with a hierarchical structure.

For example, a ticket starts in an entry pool, is directed to the 1st level team, who pass it on to the
2nd level network team. Or a sales ticket starts as a customer request, becomes a lead, which even-
tually gets more serious and becomes an opportunity. Once the customer has signed the contract, an
order ticket is created which generates so-called child tickets for the internal tasks up to billing. When
all child tickets are closed, the parent ticket can be closed as well.

The intelligence of the process, like escalations, reminders, automatic generation of e-mails, or other
actions during the process, is also defined in the workflow using Groovy scripts.

Please refer to the ConSol CM Process Designer Manual for a detailed introduction to process design
and modeling using the ConSol CM Process Designer.

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



28 ConSol CM Administrator Manual (Version 6.10.5.3) - A - Introduction

A.9.9 The CM Action Framework

In addition to workflow activities, which are activities executed during a certain step of a business pro-
cess, activities, here called actions, can also be triggered from other objects:

Customer Actions (Data Object Actions) are actions which are executed based on the customer object,
i.e., for a contact or for a company. In this way, you can, for example, implement a company action
which updates your company-specific sales figures every night.

Resource Actions are actions which are executed based on a resource, i.e., on an object in the CM.Re-
source Pool. In this way, you could offer an action in the Web Client where the engineer can have a list
with all customers for a certain newsletter.

Search Actions are actions which can be executed based on a result of a Detailed Search. In this way
you can, for example, trigger an e-mail to all customers of a list of tickets which you have retrieved
using the search interface.

All actions can be either executed manually or automatically. Manual actions are offered in the Web
Client like workflow activities. Automatic actions run in the background without any engineer activity
being involved.

A.9.10 The Task Execution Framework

The Task Execution Framework (TEF) stores and executes long-running tasks which should not be
linked to any specific activity. For example, TEF tasks can be very helpful for import scripts.

A.9.11 Accessing Objects in ConSol CM

In ConSol CM, the different objects (tickets, customers and resources) form a network. The objects
are connected, e.g. a ticket is always linked to one or more customers. The connections which exist
between the current object and other objects in ConSol CM are displayed on the object's page, where
you can directly access the linked objects.
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Figure 6: Network of ConSol CM objects

Since the ConSol CM Web Client always provides menus or links to open the objects which are related
to another object, you, as a CM engineer, can move within the network easily, thus working efficiently
with customer, ticket, and resource data. Once you have opened an object (e.g. a ticket), you can
move from one related object (e.g. the main customer of the ticket) to other related objects (e.g. the
company of the main customer or a resource which is related to the ticket or the customer). No fur-
ther search is required.

An example use case could be:

1. Acustomer calls you and asks for a certain case, but he cannot remember the ticket number.
He wants to know which SLA is used for the printer which caused the problems treated in the
ticket. Is it possible to change the contract?

2. You start the quick search and look for the customer's name and the term 'printer’, you find
ticket #0815 and open it.

3. You check the related resources at the ticket and find printer #4711.

4. You check the SLA, a resource, related to the printer and open it. The comment in the SLA says
"can be changed within two weeks". Now you have to know all other possible SLAs for this com-

pany.
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5. You check the company relation of the resource (the printer #4711) and open the company
page.

6. The company has three more SLA resources (i.e., resource relations on the company page) for
printers. You discuss with the customer which one would be the best for this case. The cus-
tomer wants to have a new SLA for the printer.

7. Since this change has to be approved by both sides, an SLA-change-ticket is required: you cre-
ate a new ticket directly from the company page ...

This short example shows how easy an engineer can access all components for a certain case or ser-
vice request. If customer-customer relations are managed using CM, the CRM (customer relationship
management) component is even stronger.

A.9.12 ConSol CM from a System Administrator's Point of View

ConSol CM is a Java EE application which runs in a standard application server. The data is stored in a
relational database. ConSol CM connects to an e-mail server to retrieve incoming e-mails and sends e-
mails using an SMTP server. Please refer to the ConSol CM Operations Manual for a detailed explan-
ation of all aspects concerning running ConSol CM in an IT environment. A first introduction is
provided in section System Overview in this manual.

(D A detailed list of supported operation systems, application servers, database systems,
and other systems, as well as storage and CPU requirements is given in the current Sys-
tem Requirements.
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A.10 Starting the Admin Tool

This chapter discusses the following:

ALL0. L LOBIN 31

A.10.2 Troubleshooting: When the Admin Tool Does Not Start ... .. ... ... ........................ 33

A.10.1 Login

Most of the ConSol CM system is administrated using a Java Web Start application, called Admin Tool,
which is provided on the main web page of the CM application server system. To start the Admin Tool
you can either use the link on the page or you can store the jnlp file locally and start it there. Java Web
Start is part of each standard JRE.

ConSol*CM6 - Start Page m

ConSol*CM6 Web Client

This is the main part of the ConSol*CM6 Application for the most users. The web client is the user interface for working with tickets and contacts. It is optimized for context based working and
shaped to the demands of specific business domain.

Please use the following link to get into the web dlient. You might want to bookmark this:
® http://cmbdoku-cm1.int.consol.de:8380/cm-client

Please ensure following system requirements: Web browser Firefox 24 Extended Support Release (ESR) or Microsoft IE8 or IE9, 1 GHz Processor, 2 GB RAM, screen resolution of 1280 pixel in
width

ConSol*CM6 Admin Tool

The Admin Tool is for administration of all central configuration like users, queues, custom fields and more. It is based on Java Web Start Technelogy to enable an offsite administration of the
ConSol*CM6 Server.
Click here to

AdS‘anTme\ ~—_| Following the link should be enough to start the Admin Tool:
min Tool

® http://cm6doku-cm1.int.consol.de:8380/admin/cm-admin-tool.jn|

On some systems you may need to start Java Web Start from the command line:

® javaws http:/fcm6doku-cm1.int.consol.de:8380/admin/cm-admin-tool.jnlp
Please ensure following system requirements: Java Runtime Environment 7 update 51 (this includes Java Web Start), 1 GHz Processor, 2 GB RAM, screen resolution of 1280 pixel in width
ConSol*CM6 Process Designer

The Process Designer is for editing process definitions used by the ConSol*CM6 Server. The activities available in the Web Client, the status of ticket and all automatic processes are defined by
graphical workflows made with this designer. The designer and thus the workflows are focused on business needs; you will be able to understand them without much technical knowledge.

Following the link should be enough to start the Process Designer:

® http://cmédoku-cm1.int.consol.de:8380/workflow/master.jnl
Same as for Admin Tool, needed in seldom circumstances:

® javaws http://cm6doku-cm1.int.consol.de:8380/workflow/master.jnlp
Same system requirements as for Admin Tool.

Copyright (c) 2015 ConSol* Consulting & Solutions Software GmbH

Figure 7: ConSol CM start page

After clicking on Admin Tool.jnlp, the jnlp file is downloaded, the Admin Tool is started, and the login
window is displayed (for details see the Troubleshooting: When the Admin Tool Does Not Start sec-
tion):
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i

E CME Admin Legin @ cmB-demo.int.conso...
3 Username required, =
-,
Username EJ
Password
OK Cancel

Figure 8: ConSol CM Admin Tool - Login window

Enter your login data to get access to the Admin Tool functions. An initial user name and password are
assigned during system set-up. Further admin users can be configured later on in the Admin Tool.

After you have logged in successfully, the start page of the Admin Tool appears:

£ CM6 Admin-Tool @ cm6doku-cml.int.consol.de |E = =
ConSol# ;
| CM | -

A * |[Hene

¥ Access and Roles ) Welcome, !

= Lists )

Server Connection Release Version Java VM Version

[*7] Tickets )

- cm6doku-cm1.int.consd| 6.10.2.0 1.7.0_76

an Customers ]

Resources )

1‘:':-: Global Configuration

@ Data Warehouse

() (@) (@) («) («) () () () () ()

Figure 9: ConSol CM Admin Tool - Start page
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A.10.2 Troubleshooting: When the Admin Tool Does Not Start

A.10.2.1 Correct Process
If everything is set up properly, clicking on the Admin Tool hyperlink leads to the following:

1. Inapop-up window, you are prompted as to whether you would like to open the jnlp file - Java
(TM) Web Start Launcher should be offered as default application for that - or to download the
jnlp file to your system.

Confirm with Open with Java (TM) Web Start Launcher.

2. The download of the Admin Tool jnip file is started. During this process, the ConSol CM logo is
displayed.

3. Java Web Start starts the Admin Tool. In a pop-up window the Verifying application message is
displayed.

4. IftheJava Web Console is activated, the console is opened and you can follow the download's
progress.

5. The Admin Tool GUI is displayed with the login window in the foreground.
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Figure 10: ConSol CM Admin Tool - Start: Steps 1 and 2

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - A - Introduction 35

Step3
ConSol*CME6 - Start Page _

—— ———
ConSol* CMb6 Web Client
‘I-lll'm‘n‘ll"dhwﬂlmhhrﬂlmﬂhn&“lh_rﬁfﬂhmﬂm cordeal i it 15 the e of igedfie buiieis domin.
Pl L1 e okowrg ik I e 1 e et chenk. ¥ou Fapht st I bockmurk thar
* Wteperriaboes gl ik ool OB cherd
ol Frefn 34 Extended Support Ariease (ESK] o Moosoft I8 or [E9, 1 G Processor, 3 08 AN, sooeen rescitin of 180 pine in wiith
- ) - -5
ConSel CME Admin Tool Sterting sppication.. >
mhm.hmudmwmhmmm . - e
Verifying application. =
Tekuirs S ik whensd e emesgh b2 wiart the debmin Tk
* bl oot <L (ool e 2000 Ty I e Lok
Mamrr Admin-Tool thitp: ffonideb-cnli ..
O ST SYTUETES O Ry Mot 10 SEMT N0 Vet SEMT Ao the: COMWTN e 2 = o
» s ot fcmhokar i ink s, s BOBY i om-achin Sk iy (T R
" — 7 - Froic it ... fera-aeriry-Ased. i
ConSal® (MG Process Designer
e Frocess Desigues § for e0ing prooess delintions wsed Dy the ConSol" O Server, - — Kpers wnace wth ths esignes. The desigres 3ag Thas: the workies ane ioossed on Dusiess needs;

WA o - 0 UNKHEPRND Thar whot MRKH DECHRCH ki
Folowng T Ik shoud De EnouQe i S e Process fesgrer

- AT A0

Samg o Addimn Tool, redied in ietion: Croumatnce:

- i, e B o

Same system repuements an for Admn ool
woees Mot coem Foweres by M. HudeSoft . Open for Ineegrafion. Copyright [c) 20002004 MueScoft nc.

Step 4 (only if Java console is activated)

P setedt sk LT i | ——
Stieing IV NOUH “

[l
Py dhpestrn vmangs: il
P dgested margs: [FAFwamecies sheare: e, s |
M A TR B RTMASGR [P ERENTL: BRI T
wmmﬁﬁ:‘;w!mwm:.hl (PR —— " g — ™ o
o S g : lecure: brum, an: D s
i arefTraveral
Math: 1M g Frasl: el Amdstm Oy, oo cemote.r =hie)
P match: L7.0.21 me 174,31
ik | 04 g mtch: 1 2
mm:mﬁuwww'w“ et i s ramca. W | e 55y or bicroscft 168 o IE9, & Gz Fpoessos, 3 G AR, scveen resokstoe of 1350 pael in with
FULBE| Clnid A SR ) TR
ey L P
Sl asder; Coukd not dhensfy ) Toregrabnect ¥
WGk sader: Could mat denify
m:mmm:wﬁm“ﬂ b . 1 b M Wi S Tinchacitgy 15 i Sl cirmalration of the Contal™Cm Senvir.
D AN faitC ammare gt
D Wttt FE——
£l = 0
= Cagy Close

& v, Pt (eTabiinC | nt e, de: SO sy T - T ool i

g (" 7 (o e B Wb Start], 1 Gets Proomsor, 7 GO RAM, screen sescuon of 1710 oo 1 wish

ConSol* CME Process Designer

The: Froess Desgyver s for eciorg prooess defintions wsed by e ConSoP (4 Server, The actbes.avaliie i the Wb Clent, the siats of ticket and i automatic processes ae defives by graghical workliows made with this desigres. The designer and thus the workltws ane booused on business nee:
ou vl e e 10 undersiand them wfout misch techrcal knowerige

Pk e Bk shoss] B 9.0 1 S137 11 Prsces Dhesyres:
* hifpulia ok comol e A
Sarw as b Adran Tool, revded P Wi CITUmALINCm:

- e e B0 o

SN SRR AEAETR 38 FOr D Fool
rvver Sl rom PR Dy e, HUEECR B CpN For Inmegrmon. COpyYTOne (C) 2000-2009 MueSoft Inc.

Figure 11: ConSol CM Admin Tool - Start: Steps 3 and 4
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Figure 12: ConSol CM Admin Tool - Start: Step 5

A.10.2.2 Process with Errors

If the Admin Tool cannot be started, check the following settings:

1. Problems with step 1:

a. Isasupported version of Java installed on your machine?

b. Isthe correctJava version activated?
Under Microsoft Windows use System settings ->Java ->Java -> Display ...

2. Problems with step 2:

thus the workfiows are focused on business needs;

a. Can your client machine connect to the ConSol CM server over the network? Can the
jnip file be downloaded by the web browser?

b. Check the Java Network connection settings.
Under Microsoft Windows use System settings -> Java -> General -> Network settings.

3. Problems with step 3:

a. Does Java Web Start load and verify all Admin Tool application files? If not, check the net-

work connection.

b. Forall other errors, a pop-up window with a detailed error message will be displayed.

4. Notes concerning step 4:

a. To find the cause of a problem, activate the Java Console.

Under Microsoft Windows use System settings -> Java -> Extended -> Display console,

Debugging: Tracing enabled, Debugging enabled.
5. Problems with step 5:

a. When the login window is displayed, enter your login data. If a connection error occurs
then, check the proxy settings.
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Please read the section The Admin Tool Graphical User Interface (GUI) to learn how to work with the
Admin Tool using its GUI elements.
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A.11 The Admin Tool Graphical User Interface (GUI)

This chapter discusses the following:

AL IntrodUCtioN .. 38
AL, 2 BasiC PrinCiple 38
A.11.31cons and Other GUI Elements . 41
A.11.4 Localization of Terms Displayed in the Web Client ... ... .. . ... 44

A.11.1 Introduction

The following section provides an overview of the Admin Tool Graphical User Interface (GUI). The basic
principle and allicons are explained.

In the run of this manual, we refer to the names of the GUI elements as they are explained here. In
order to avoid redundancies, the icons are not always shown in each section.

A.11.2 Basic Principle

On the left-hand side, you see the navigation tree with the navigation groups. Each navigation group
contains several navigation items. Click the name of a group to expand the group in the tree. Click a
navigation item to open the respective tab in the working area on the left-hand side.

Main working area

(display depends on Reload dala login Lo out
selection of navigation from database 9
item and tabs) \ I

= MR Adein Tanl B inealians ¥ | ==

M ol <

[ CM | 2

[

Navigation tree / S - Welcome, admin! )
B st Server Connection Release Version Java VM Version
- (o | Tickets
Navigation group_——] cm6doku-cm1.int.consd| 6.10.5.2 1.8.0_71

expanded
/ L] Hetary
Navigation ite  Administration

(D Search Actions

o 2 customers
Navigation ]

group (closed) ~ W=minies
=: Global Configuration
@ pata Warehouse

15 Services
i E-Mail
& System
Login name of — <
current admin user [ T ) ]

Figure 13: ConSol CM Admin Tool - GUI overview
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List of available objects:
- with string filters and pull-down menus for selection of cbject types
- can be sorted according to column by click on column header
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Tabs for several different
types of settings

” __—Login
[“cw] / g W<
™~ Logout
Navigation tree —*4 Home i Il & Engneers
.-
¥ Access and Roles @ Engineer 18 engineers | Roles | view ariteria| § ™. Reload data from
. P " Fiter: Alengneers | || Assigned Available the CM database
Active navigation item: _J
Content is displayed in = Sligkes v |Aopes vl | tame Name
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e " HD_ist_Level Role HD_2nd_Leve! Role Mk~ assigned and
p— < riedr Ieler eier | Resource Manager_Products HD_Sales_Role unassigned
) =5 v/ sally Miler Viler O ResourceManager_IT HD_Supervisor trib tg P
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> Feter Sellers Sellers [ TemplateManager rrackal entries selected in
2 customers ) _-E- TrackMyCustomerGroup the list on the left
= ony ester ony TrackReseller
Resources ) Susamne  Visor V:nr E \Workfiow_Admin
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@ pata warehouse ) admin (2) O
- = cM Track emtrack_ba... |
4 services © 2um Testen manfred &
& EMail %) track_mycu... @
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ad| | \ 1 X i i
£ [cM_Administration)] . ri \\ / \ f [ \\
Create ... Edit... Delete ... Enable ... Disable ... Remove ... Assign ...
an object attribute from/to selected object

Figure 14: ConSol CM Admin Tool - GUI overview: Navigation item open

Alist on the left shows the elements which can be modified. Elements can be added, edited, deleted,

disabled, or enabled.

The attributes of an element are displayed on the right. You can move them from a list of available
attributes to a list of assigned attributes either via double click or via clicking the Assign icon
(example: available roles and assigned roles). Attributes can also be assigned via checkboxes or list

boxes (not displayed here).

There are a couple of options to help you find the entries you want to edit more quickly:

o Filters

Filters help you find entries in lists (e.g. in the engineer list) rather quickly. There are two types

of filters:

o Text filters

Type in the characters of the required word (e.g. the engineer name) and the list is

updated automatically, displaying only matching entries.

o Drop-down menu filters

Select a category (e.g. all engineers) and only the matching list entries (e.g. engineer

names) are displayed.

e Sorting

You can sort the entries in ascending or descending order by clicking in one of the title fields of
the list. The small up and down arrow icons denote the current sort order.
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Usually all changes performed in the Admin Tool are submitted immediately without the need to syn-
chronize any data. However, if changes have been performed in another module and the Admin Tool

has to use the new data, synchronization is required. This can be achieved by clicking the Refresh but-
ton in theicon bar.

One example for this is the deployment of a new workflow using the Process Designer. Before the new
workflow can be assigned to a new queue, you have to synchronize the data in order to let the Admin
Tool know that there is a new workflow. The Admin Tool loads all data from the database anew, includ-
ing the new workflow. This new workflow can then be used for further operations, like assigningitto a
new queue.
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A.11.3 Icons and Other GUI Elements

You work with the following icons when you administrate a ConSol CM system. Here, the general
explanations are provided, please see the respective sections for a detailed explanation of conditions
and implications of applying the functionalities in the respective context.

S N

Add / New
El" Edit
Delete
Copy

Activate

0O & 2 ©

Deactivate

4 Move upwards

. Move down-
wards

» Unassign

S Assign

Add (= create) a new element of the
respective type.

Edit the selected element. Usually a
pop-up window is opened.

Delete the selected element from the
database. Cannot be restored.

Copy the selected element

(Re-) activate an element which had
been deactivated before.

Deactivate the selected element.
Might be safer than deleting it. Ele-
ments which are in use cannot be
deleted, so it can be an alternative to
deactivate them.

Move an element one step upwards
in a list. This might have implications
for the Web Client.

Move an element one step down-
wards in a list. This might have implic-
ations for the Web Client.

Unassign/remove an element from
the selected item.

Assign an element to the selected
item.

Add (create) a new engineer, a new
view, a new script

Edit an engineer, a class of text, a
Custom Field Group

Delete an engineer, a Data Object
Group, a resource

Copy arole

(Re-) activate an engineer whose
account had been deactivated.

Deactivate an engineer (account),
e.g. when an employee takes a sab-
batical. Deactivate a customer who
has canceled the contract.

Move a view two steps upwards in
the list. The view will then be dis-
played in the view list in the Web
Client at the new position.

Move a Custom Field Group one
step downwards in the list. It will
then be displayed in the ticket data
section, maybe in the group sec-
tion, at the new position.

Unassign a role from the selected
engineer.

Assign a role to an engineer.

Assign a view to a role.
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e[ ome | engrncen | oo

Open the Annotation pop-up window Used for Custom Field Groups, Cus-

» Annotate (CM

versions 6.10.2

tom Fields, Data Object Groups,

and below) Data Object Group Fields,
Resource Groups and Resource
Fields
=—/ Annotate (CM Open the Annotation pop-up window Used for Custom Field Groups, Cus-
— versions 6.10.3 tom Fields, Data Object Groups,
and up) Data Object Group Fields,

-
1
—
h—

Localize / Inter-

Open the pop-up window to enter

Resource Groups and Resource
Fields

Localize the name of a Custom

nationalize the localized / internationalized Field.
names of the technical objects. The
languages which have been con-
figured in the Admin Tool are offered.
@Q Search Open the Search GUI. Start the ticket search.
=._ Selectall Marks all elements (often check- Mark all permissions for a role con-
B boxes), no database action is per- cerning queue access
formed, only GUI helper
N Deselect all Deselects all elements (often check- Deselect all permissions for a role
A boxes), no database action is per- concerning queue access
formed, only GUI helper
> Start Start the selected element (usually a Start a CM service
service)
= Stop Stop the selected element (usually a Stop a CM service
service)
L;L_ Upload Open the file browser to upload afile  Upload a script
o to the CM system
[:I? Download / Save a file on the file system Save a script as file in the file sys-
- save tem.

Save and close

Saves the element (usually a script)
and closes the editor in edit mode.
Switches to view mode.

Save a script in the script section
and switch to view mode of the
script.
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e[ me | engrncen | oo

Close without Does not save the element (usuallya Do not save the edited script in the

saving script) and closes the editor in edit script section and switch to view
mode. Switches to view mode. mode of the script.
r= Refresh Updates the data in the Admin Tool. Update the data in the Admin Tool

= after making changes in the Pro-

cess Designer.
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A.11.4 Localization of Terms Displayed in the Web Client

ConSol CM can be configured for international environments. In this way, every engineer can work
with the country-specific language in the web browser. The following principles are important con-
cerning localization / internationalization:

The CM administrator configures the languages which will be available in the entire system. This is
done using the Admin Tool and is explained in section Languages.

The languages which are configured as available languages in the Admin Tool can then be applied for
all terms which have been configured for the CM system, e.g., the terms for Custom Fields. Using the
Process Designer, the labels for workflow activities can also be localized. This is explained in the
ConSol CM Process Designer Manual. Thus, there are two different categories of terms in the Web
Client:

1. Standard CM terms / labels which cannot be modified using the Admin Tool or Process
Designer (however, they might have been adapted to your system in case a customer specific
software has been developed). Terms like the labels for the group headers in the ticket list (e.g.,
Own tickets, Workgroup tickets, Unassigned tickets) or the labels Favorites and Workspace
belong to this category.

For these terms/labels, two standard languages are available: English and German. English is
also the overall standard language. You cannot modify standard CM terms! They are available
in English and in German and represent a fixed set of terms and labels.

2. System-specific terms, i.e. terms / labels which can be localized using the Admin Tool or
the Process Designer. Localization using the Admin Tool will be explained in the following sec-
tion. For an explanation of localization using the Process Designer, please refer to the ConSol/
CM Process Designer Manual.

For system-specific fields, the localized terms / labels have to be entered manually for each lan-
guage.

In the Web Clients (CM Web Client and CM.Track), the labels are displayed according to the browser
locale which has been set by the engineer or the customer.

A.11.4.1 The Different Modes of Localizing Terms and Labels using the Admin Tool

General Principle of Localization in CM

Depending on the location in the Admin Tool, there are different GUI elements which are used to set
localized values. However, the general principle is valid for all those locations. The general principle
works as follows (explained for the example of a Custom Field).

Technical name:

Each field or object has a technical name, e.g. the Custom Field priority. This name is set when the
field or object is created and should not be changed afterward because it might be used in Admin Tool
or workflow scripts which would fail when the name has been modified. CM throws a warning mes-
sage and blocks the action when someone tries to modify a technical field or object name. Only when
the field or object is new and has not been used yet, it is possible to change the technical name.

Localized names:
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For each field, field group or object a localized name can be set for each of the languages which have
been configured for the CM system (using the settings in the navigation group Global Configuration,
navigation item Languages).

For example, the Custom Field with the technical name priority is named HD Priority in English and HD
Prioriéit in German.

In the Web Clients (CM Web Client and CM.Track), the labels of the fields and objects are displayed
according to the browser locale of the engineer or customer. Some variants are possible:

1. Variant #1:
The language of the browser locale has been configured and all labels and terms are displayed
in this language. For example, the language French has been added in the Admin Tool, all sys-
tem-specific terms have been localized manually for French (using the Admin Tool and the Pro-
cess Designer). Then all system-specific terms are displayed in French, e.g., the workflow
activities, the names of the Custom Fields, and the names of the views.

2. Variant #2:
The language of the browser locale has been configured, but not all labels and terms are dis-
played in this language. For example, the language French has been added in the Admin Tool,
but only some system-specific terms have been localized manually for French (using the Admin
Tool and the Process Designer). Then the localized system-specific terms are displayed in
French, e.g., the workflow activities, the names of the Custom Fields, and the names of the
views. All non-localized terms (i.e. where the field for the localized term is empty) are displayed
in the language which has been configured as default in the Languages settings.

3. Variant #3:
The language of the browser locale has not been configured. For example, the localized terms
and labels have been set for English, German and French, but the engineer has set the browser
locale to ES (Spanish). In this case, all labels and terms are displayed in the language which has
been configured as default in the Languages settings.
Localization of Data Fields

The localized terms for data fields are written directly into the Labels section in the Admin Tool. This
applies to

o Custom Fields (for ticket data)
o Data Object Group Fields (for customer data)

o Resource Fields (for resource data)
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Figure 15: Admin Tool: Localization of Custom Fields
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Localization for
the labels of the
selected Custom
Field

In order to change the value of a field, click into the field and write the new term. Press ENTER to save

the new value.

In the Web Client, the Custom Field shown in the figure above is displayed as follows (in English and

German):

Create Service case

Localized (EN) value

‘Subject

Queue:

Localized (EN) value: T
name of Custom F\eld

Reaction time

Category

of a member of an
enum group (entry in a
sorted list)

ServiceDesk .

[ Ask for feedback

Mone «

Figure 16: Custom Field displayed in Web Client, English browser locale

Serviceanfrage erstellen

Localized (DE) value

of a member of an

|Thema
enum group (entry in a
" Queue: | ServiceDesk B " [Nicht zugewies [w] sorted list
Localized (DE) value: - — b
name of Customer field i ED Fﬂﬂritéll Niedrig . Wodul |Bitte wahlen  [¥]
Reaktion bis [JFeedback erfragen
Kategorie Keine w

Figure 17: Custom Field displayed in Web Client, German browser locale

Localization of Objects in General, Type 1

A great number of objects can be localized using the Localize / Internationalize (globe icon) button
which opens a pop-up window with the localization configuration.
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Views

Filter: |

Name

Track_FAQ_all
ServiceDeskall

EP_CMTecDoc_aktiv
SpedalTasks_all_active
AM_all
Sales_View_Open
2nd_Level_View_Open
Sales_View_General
Sales_View_Bid
Sales_View_Phone_list
Sales_View_Appointment
Sales_View_Upcoming
Sales_View_Depot
Sales_View_Closed
1st_Level_View_Closed

1st_Level_View_Open_PlusPrio
2nd_Level_View_Open_PlusPrio

i View edit

A
24 Edit view name and description

Edit view name and description

. .
2 Localize

Localize

i Here you can enter how

'1st_Level_View_Open'is displayed in each

Localized values

View details

Mame:

Description:

1st_Level_View_Open

Locale

Englisch({default)

Value

1st Level Open tickets

Polnisch

I

Cancel

ol [o] E[o/M[+]

«/[&

Figure 18: Admin Tool: Localization of objects, example: name of a view

In order to change the value of a field, click into the field and write the new term. Press ENTER to save

the new value.

Localization of Objects in General, Type 2

Some objects are localized using the localization table within the pop-up window which is used to edit

the object.
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s n

£ Engineer function X
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Engi function
Name Type i Modify engineer function

supervisor
manager

Function details
Name: |supervisor|
Checkable: .~

Localized values

Locale Value
Deutsch Marketing-Teamleitung
d
Polnisch

DERIDL —y

Figure 19: Admin Tool: Localization of objects, example: name of an engineer function
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B - Access and Roles Section

ol o
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susanne 5o sor [Customeranager_Reseller CM_TrackBasicCustomers
P | cH Track antrack ba... & IHD_15t_L evel_Role HD_2nd_| evel_Role
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5 [cM_Administration]

Access and Roles

This section provides some background knowledge about the general principle of ConSol CM access
permissions and shows you how to define the engineer accounts with the required parameters.

Please read the following sections:

¢ Engineer Administration

¢ Role Administration

e View Administration

e Engineer Functions

49
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B.1 Engineer Administration

This chapter discusses the following:

B.1.1 Introduction to Engineer Administration ... .. 50

B.1.2 Engineer Administration Using the Admin Tool

B.1.1 Introduction to Engineer Administration

An engineer account is the basic access object which allows an engineer or administrator to access the
Web Client, Admin Tool, or Process Designer. During system set-up an administrator account for the
first access to the Admin Tool is created. Using this account, you can set up further accounts.

Newly created engineer accounts do not have any permissions. These permissions have to be
assigned through one or more roles displayed in the Roles tab. If you have not created any roles yet,
you only see the administrator role (see Tab Roles - Assign Roles to an Engineer Account ).

Views define which tickets engineers will see in the ticket list (to-do list) of the Web Client. They are cre-
ated in the View Administration and assigned via roles. On the engineer administration page you can
preset dynamic view criteria for specific engineers (see Tab View Criteria - Define Engineer-Specific View
Criteria).

We would recommend that you create at least one role and one view first before you
create any engineer accounts.
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B.1.2 Engineer Administration Using the Admin Tool

To open the Engineer Administration, open the navigation group Access and Roles in the Admin Tool
and click the navigation item Engineers.

B.1.2.1 List of All Engineers

When you have opened the Engineer Administration, a list of all engineers is displayed. Engineer
accounts which are currently deactivated are displayed in grey. You can easily narrow down the list of
engineers to engineers of only one role (for details, please refer to section Role Administration) by
using the drop-down menu (filter) for roles.

B.1.2.2 Create or Edit an Engineer Account

To create an engineer account click the Add icon below the account list. Or click the Edit icon if you
want to edit the settings of an existing account. The same pop-up window appears:

ConSol# -
[ en \ cHl
| 2 Create new engineer X =
7 Home ~ || & Engineers Create new engineer
— i Please fill in the required fields,
¥ Access and Roles &) Engineer riteria
Filter: | Available
$ — All roles ) Login: TonyTester Name
First name Last name First name: Tony _Role AccountManagementReseller
Y views d ; Lt S AdminLightRole
Konra Holler astname: ester P
», (CM_Administration
sa# Engineer Functions o
- " E-mail: tony @consol.com CM_TrackBasicCustomers
= = Friedrich Meier CustomerManagerMyCustomerGroup
== Lists ¥ sally Miller Position: QA CustomerManager_DirectCustomers
[+ Tickets %) sarzh | o Consal Customerianager_Partners
(D} ¥ 2
= Hans Schmidt CustomerManager_Reseller
; Customers ) ZEE" gelle.rs L Division: Development CustomerManager_RetailCompanies
usan erviceDes i
- CustomerManager_RetailCustomers
R rces ) Description: ConSol CM QA -
_ =/ 2um Testen B @ HD_2nd_Level_Role
2\ Global Configuration ¥ [Tonry Tester Phone: 12345 HD_Sales_Role
= Susanne Visar — 0123325678 HD_Supervisor
@ Dpata warehouse ¥) 4 " onles - MarketingTeamleitung
- Admin Light
y = Fax: Resource Manager_Products
Services ¥)
8 E’ cM Track ResourceManager_IT
& E-Mail (%) Kﬁh; Ghj LDAP ID: ResourceManager_SLAs
— [Tra Al
= Kerberos Principal Name: ServiceDesk
& System "2 [Track ’ TemplateManager
Trai Password: reeene Trackall
[Tra
. [TrackMyCustomerGroup
Password (again): LT
[Track ! TrackReseller
workfiow Track user: O Track_FAQ
Workflow_Admin
-
oo 2 |=

= [CM_administration] [

Figure 20: ConSol CM Admin Tool - Edit an engineer account

The window shows the parameters describing an engineer account:

o lLogin:
Mandatory. This field contains the account name which has to be entered on the login page of
the Web Client. Please use only international alphabetic and numeric characters, no blanks,
punctuation marks, or special characters such as umlauts, hyphens, or the like.

e First name:
Optional. The engineer's first name. This field is optional but will be displayed in the Web Client
for the engineer. The entry may contain alphabetic characters, blanks, comma, periods, and
hyphens. Please do not use other characters.
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Last name:

Optional. The engineer's last name. This field is optional but will be displayed in the Web Client
for the engineer. The entry may contain alphabetic characters, blanks, comma, periods, and
hyphens. Please do not use other characters.

E-mail:

Mandatory. The engineer's e-mail address. Please use only international alphabetic and
numeric characters, hyphens, underscores, periods, and the @ sign. The entry of multiple e-
mail addresses in one line is not allowed.

Position:

Optional. The engineer's position or function in the company. This field is optional and has a
descriptive function only. The entry may contain alphabetic characters, blanks, comma, peri-
ods, and hyphens. Please do not use other characters.

Company:

Optional. The engineer's company. This field is optional and has a descriptive function at the
moment. The entry may contain alphabetic characters, blanks, comma, periods, and hyphens.
Please do not use other characters.

Division:

Optional. The division in which the engineer works. This field is optional and has a descriptive
function. The entry may contain alphabetic characters, blanks, comma, periods, and hyphens.
Please do not use other characters.

Description:

Optional. An additional description for the engineer account. This field is optional and will not
be displayed in the Web Client. The entry may contain alphabetic characters, blanks, comma,
periods, and hyphens. Please do not use other characters.

Phone:
Optional. The engineer's phone number. This field is optional and has a descriptive function at
the moment.

Mobile:
Optional. The engineer's mobile phone number. This field is optional and has a descriptive func-
tion at the moment.

Fax:
Optional. The engineer's fax number. This field is optional and has a descriptive function at the
moment.

Several fields which contain engineer data (like Company, Division, or Phone) are
optional fields. However, if you work with text templates which contain engineer
data fields (see section The ConSol CM Text Template Manager) the e-mails or
comments will not be formed correctly if the data is missing. For example, the
field ticket-engineer, phone cannot be filled-in in the template if it has not been
set for the engineer in engineer administration! So please make sure all data
which will be required later on is filled-in correctly in the first place!
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LDAP ID
The LDAP user ID if LDAP is used for authentication. No password has to be set here.

If you do not enter an LDAP ID here, the login will be used as authentication login
parameter for the LDAP server (if LDAP authentication is activated)!

Kerberos Principal Name
The Kerberos principal name if Kerberos V5 protocol is used for authentication. Engineers can
log in to the Web Client by using their Windows credentials.

Password:

Mandatory. The engineer's password is mandatory. Please use only international alphabetic
and numeric characters, and punctuation marks, do not use any special characters such as,
e.g., umlauts. The password entered will be shown as a string of asterisks. Please see section
Configuration of the Password Policy for information about the optional password policy.

Password (again):

Mandatory. Please repeat the password here. This security query helps to avoid erroneous
entries which would not be noticed otherwise because the password is shown as a string of
asterisks. Please see section Configuration of the Password Policy for information about the
optional password policy.

This field will only appear if the engineer authenticates against the Web Client via
the CM database, i.e. if LDAP or Kerberos authentication is used, the field is not
visible.

Track user

This checkbox has to be ticked if you want to create a technical engineer (or CM.Track user pro-
file) used to define access permissions for CM.Track users. The available CM.Track users (user
profiles) are shown in the Web Client when creating or modifying a customer. So, by ticking this
checkbox, you do not define a real engineer (a person) with access permissions to the system
but rather a user profile for CM.Track which is then assigned to one or more customers who
should access the portal CM.Track using those access permissions. For a detailed description of
the CM.Track access definition see also section CM.Track V1: System Access for CM.Track Users
(Customers) for CM.Track V1 and CM.Track V2: System Access for CM.Track Users (Customers)
for CM.Track V2.

Click Save afterwards to store your entries and to close the window.

Configuration of the Password Policy

This configuration is optional.

The following system properties can be used to implement a certain password policy. All following sys-
tem properties are located in the module cmas-core-security. (For details about system properties,
please refer to the section System Properties.)

o policy.password.pattern (String)

RegEx pattern for the password, example and default value: “*.3,5”
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o policy.password.age (Integer)
Maximum validity period, in number of days, example 183 (6 months), default value: 5500 (= 15
years, i.e. no password change enforced).

o policy.rotation.ratio (Integer)
This defines the number of previous passwords which may not be identical, example and
default value: 1.

o policy.username.case.sensitive (Boolean)
Defines whether the password is case-sensitive. Example and default value: true. Note that this
setting is affected by the MySQL collation setting and needs the correct collation to work prop-
erly with MySQL.

Reset of an Engineer's Password

If an engineer has forgotten his/her password, he/she can request a new password by using the link
Forgot your password on the initial login page. An e-mail with a link to a URL where the engineer can
set the new password is sent to the engineer.

Please note that this can only work if a valid e-mail account is available for this engineer and if the
respective value has been entered as e-mail for the engineer in the engineer data!

The e-mail which is sent to the engineer is based on the template password-reset-template which is
stored in the Templates section of the Admin Tool. Please see section Admin Tool Templates for a
detailed explanation of templates in general and section Password Reset Template for Engineers in the
Web Client for details about the engineer password reset.

The password reset in the Web Client is only possible if the standard authentication mode is used. It is
not possible if LDAP or Kerberos authentication is in operation. See section Authentication Methods
for Engineers in the Web Client for an explanation of all possible authentication modes.

B.1.2.3 Delete an Engineer Account

To delete an engineer account, select the account in the list and click the Delete button. Since an engin-
eer account can only be deleted if there are no tickets (open or closed) for it anymore, you have to
assign its tickets to another engineer. The name of the deleted engineer is still displayed in all history
entries in tickets and customer pages which were performed by this engineer.

In case you do not want to transfer any tickets to another engineer, you can deactivate the engineer
account. See next section.

B.1.2.4 Disable or Enable an Engineer Account

If engineers should not have access to the system for a certain period of time (e.g. because they have
taken a sabbatical), an account can be disabled. There will be no change regarding the tickets of these
engineers, but they cannot log in anymore and other engineers cannot assign any tickets to their
accounts.

To disable an engineer account, select the account and click the Deactivate button. The entry in the
list is shown in gray italics afterwards. It is not possible to create new tickets or to edit existing tickets
for this account. To re-enable the account, just click the Activate button at the bottom of the page.
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B.1.2.5 Tab Roles - Assign Roles to an Engineer Account

On this tab you can assign roles to an engineer account. Select the account on the left and then the
desired role(s) in the list of available roles on the right. Click the Assign button to move the selected
roles into the list of assigned roles. Now an engineer with this account can act in the system according
to the permissions set in the role(s) (see also Role Administration).

Set Roles as Main Roles

From the list of assigned roles you can choose one role as the main role for each engineer account.
Select the desired role in the list and click the Activate button below the list. Afterwards the main role
is marked with a red dot. Now the views of the main role always appear at the top of the view list in
the Web Client for this engineer account.

Edit One of the Roles of an Engineer

Each role in the list of roles of an engineer offers a context menu with two items:

e (Un-)Assign role
You can use this menu item to (un-)assign a role to/from an engineer. It has exactly the same
effect as using the arrow buttons below the list.

o Jump to role
You can use this menu item as a shortcut to quickly open the Role Administration tab of this

role.
Open Role
Administration
for this Role
Engineer 22 engineers | | Roles | View criteria /
Filter: All engineers | | || Assigned Availab{ef
- : f
All roles - | Al types - Mame Mam
A ™, tResell AdmigiLightRol
First name Last name Login Division Track cmun anagemen ESE l m |g. i OE_
CustomerManagerMyCustomear "M _Bdministration
Konrad Holler Haller Support o CustomerManager_Dire Unassign BAl= SsicCustom. ..
Ha.ralr:jl H“F’E" Hulf:er O CustomerManager_Pa t & Jumpto rn:é Level_Role
Friedrich M@er M_E'Er [l CustomerManager_Regt P — | Role
Sally M|Iler. Miller O CustomerManager_RetalCompa... FO_Supervisor
Sarah SE"”FE Desk Sarah O CustomerManager_RetailCusto. .. MarketingTeamleitung
Hans Schmidt Schmidt ] HD_1st Level Role Trackal
Peter Sellers Sellers O Resource Manager_Products TrackMyCustomerGroup
&= = = T e ]
oo oervcebese [ousan - (Customer s I ({1 [ S o
Zum Testen Tester ] ® ServiceDesk Workflow_Admin
Tony Tester Tony O TemplateManager
Tony Tester TonyTester Development B Track_FAQ
Susanne Visor Visor [l
admin [l
Admin Light admin_light [l
~.a [ i —r——d. L= =

Figure 21: ConSol CM Admin Tool - Context menu of a role in engineer administration
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B.1.2.6 Tab View Criteria - Define Engineer-Specific View Criteria

Here you can change the dynamic view criteria for an engineer. Dynamic criteria are used to give the
engineer the possibility to adjust a view interactively in the Web Client (see also View Administration).

This tab only shows view criteria if you have created a view with dynamic criteria and
assigned it to the engineer's role.

Select the engineer account on the left and then the desired criterion in the list of available view cri-
teria on the right. Click the Assign button to move it to the list of assigned view criteria. You will see
the possible values below the criterion in the list. Tick the checkboxes of the values you want to
change or preset. The engineer can change these settings in the Web Client (profile page) and changes
you have made in the Admin Tool are immediately visible in the engineer's profile page.

Assigned Available
[pricrity] Name
LR = product
normal sales_chance
high

Figure 22: ConSol CM Admin Tool - Define engineer-specific view criteria

Example:

You have assigned the dynamic criterion priority. The list shows the values Not set, low, normal, and
high. If you tick the values normal and high the engineer will only see tickets with normal and high pri-
ority after logging in to the Web Client. If you do not tick any values the engineer will see no tickets for
this view. See section View Administration for details.

Please note that in a view with a dynamic criterion, only the tickets are displayed which

match this criterion. So if engineers have not selected any criteria in their engineer pro-
files or if the administrator has removed all selections using the Admin Tool, the engin-

eer's view will be empty! Make sure your users know about this fact and make sure you
as an administrator are always aware of that fact.
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B.2 Role Administration

This chapter discusses the following:

B.2.1 Introduction to Role Administration ... ... ... 57
B.2.2 Role Administration Using the Admin Tool ... .. . 58

B.2.3 Defining an Administrator for Role and Engineer Administration Only

B.2.1 Introduction to Role Administration

Roles provide access rights and views, they specify what an engineer is allowed to do or to see.
Without a role, an engineer can log in to the system but cannot perform any actions. Only by being
assigned one or more role(s) does an engineer obtain system permissions. For each task in a company
using the system there should be a role which defines its permissions. Engineers fulfilling the task
should have this role.

When engineers log in to the system, they will have all permissions from all roles they
have been assigned. So all permissions are added! There is no way of explicitly pre-
venting access to objects in ConSol CM - access can only be granted! The sum of all gran-
ted permissions defines the final permissions for the engineer.

Roles define:

o Access permissions for one or more queue(s)
E.g. read, write, and append rights are granted. The permissions are valid for all tickets in the
qgueue(s).

o Global permissions
Several system-wide permissions are managed here, e.g., the rights concerning template man-
agement, workflow design, and system administration. Using the option Administrate access
and roles, it is possible to define an administrator "light" who can manage CM engineers with
their system access permissions but who cannot modify technical system-wide settings. This is
explained in section Defining an Administrator for Role and Engineer Administration Only.

o Access permissions for customer data
Read, write, modify, and delete permissions for each distinct customer group.

o Access permissions for resource data
Read, write, modify, create permissions, assigned on the basis of resource types.

e Views
To do lists of tickets which are displayed in the ticket list in the Web Client.

o Engineer functions
Additional engineer functions which can be assigned to members of this role, e.g., approver.
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B.2.2 Role Administration Using the Admin Tool

To open the Role Administration, open the navigation group Access and Roles in the Admin Tool and
click the navigation item Roles. In the Role Administration, you see the list of all available roles on the
left-hand side and the permissions which can be granted on the right-hand side. In the list of roles, all
roles which have been set as main role for at least one engineer are marked with a red dot. You always
work on the access permissions of the role which has been selected in the list of roles. Only one role
can be selected at a time. On the right-hand side, several tabs are available. During role management
you can switch between these tabs:

Navigation tree —7

Navigation item

Tab Queue Permissions

Tab Global Permissions

Tab Customer Group Permissions

Tab Resource Types Permissions

Tab Views

Tab Engineer Functions

with string filter for role names and

drop-down filter based on queue permissions

List of available roles (main roles with a red dot)

Tabs for setting several types of role permissions,

queue permissions open
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Figure 23: ConSol CM Admin Tool - Role administration: Queue permissions
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All changes in the Role Management tabs take effect immediately or after clicking the
OK button. You do not have to click the Synchronize button in the icon bar.

In the Web Client, engineers have to log in again to use their new roles. Views become
effective after pressing F5 (page refresh).

Working in Role Administration, you always mark a role and then can display and modify the para-
meters of this role. However, it is not possible to display a list of all engineers who have been assigned
this role. In order to have such a list displayed, please change to Engineer Administration (navigation
item Engineers) and filter the engineer list for a certain role.

B.2.2.1 Create a Role

Click the Add button below the role list to create a new role. A pop-up window appears where you can
enter the role name. Since the role name is used only for admin purposes and not displayed in the
Web Client, no localization is required here. Afterwards you have to set the permissions of this role
using the tabs on the right side of the page (see also the preceding picture).

Tab Queue Permissions

The permissions set in this tab apply to the selected role (left part of page) and the selected queue
(center part of page). Without an entry here, an engineer with this role is not able to see tickets nor to
perform any actions in the system.
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Figure 24: ConSol CM Admin Tool - Role administration: Setting queue permissions

The following permissions can be set:

e Read
Read tickets.

o Write
Edit data fields (default fields, Custom Fields, etc.) of a ticket. The fields might be located in the
ticket header section or in the group section.

o Append
Add information to a ticket (comments, e-mails, attachments, time booking entries), i.e. add
content in the ticket history.

e Act
Execute workflow activities, i.e. move the ticket forward in the workflow.

o Assign
Assign tickets to another engineer. The permission to assign a ticket to oneself and to accept a
ticket is not relevant in this context.
The engineer who should receive the ticket has to have at least one role with the Get assigned
permission!

o Refer
Assign an additional engineer (with engineer function, see Tab Engineer Functions) for a ticket.
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Change queue

Move a ticket from this queue to another queue.

An engineer who has at least one role with this permission can see the drop-down menu Queue
(in the ticket head) and can select a new queue. (For other engineers, this is a read-only field.)
To change the queue, no further permissions in the target queue are required. Only if the engin-
eer should have access to the ticket in the target queue, the respective permissions have to be
granted (i.e., a suitable role has to be assigned to this engineer).

Ticket

(5] ; Pull-down menu only
0 ‘Prlnter does not work available in existing

ticket if permission
[senvcebest [ ’

‘Change queue' has

I P——

100245 Queue: ViceDesk, St/ x|

N 750 _active odule [Web Gient  [X] n grant
Pricrity HebDosk 15t Level Module |Web Client been granted
Redotion time | HelpDesk 2nd Level [C] Ask for feedback
Sales
Category | ServiceDesk

ServiceDeskSpecialTasks  f]
— e ]

2 cfoo 2

Desired de

Figure 25: ConSol CM Web Client - Drop-down menu for queue change

It depends on the workflow of the target queue where the processing of the ticket will con-
tinue:

o Ifthe source queue and the target queue have the same workflow, the ticket will start its
processing in the target queue at the original position (i.e., its last position in the source
gueue).

o Ifthe source queue and the target queue have different workflows, the ticket will start
the process in the target queue at the START node.

Be very careful when granting the Change queue permission!!! Usually it is not
required. On the contrary, it can destroy your process chain definition where tick-
ets are passed from one process to another using process/workflow com-
ponents, namely the Jump-in and Jump-out nodes.

This permission should only be granted if it is absolutely necessary and when all
side-effects have been considered thoroughly!

You can define for which range of tickets the permissions are valid:

Mine
Own tickets.
Ref

Tickets to which the engineer is assigned as an additional engineer (with engineer function, see
Tab Engineer Functions).

None
Tickets without assigned engineer.

Other
Tickets assigned to other engineers.
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Click the corresponding checkbox to assign one or more permissions for the desired ticket range.

Two general permissions can also be set:

e Create

An engineer is allowed to create tickets in this queue.

o Get assigned
Other engineers can assign tickets to an engineer who has a role with this permission (if the
other engineers have the Assign permission!)
An engineer can receive tickets by ticket transfer which is performed using the Admin Tool.

If you want to select all permissions simultaneously just click the Select all button below the list. Click-
ing Deselect all removes all selections.

Tab Global Permissions

Global permissions are general and queue-independent rights for a role. Setting these permissions is
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Figure 26: ConSol CM Admin Tool - Role administration: Global permissions

You can specify the following:

o Global Permissions

o Administrate system (full access)
Provides administrator access to the entire CM system, this applies to the Admin Tool,
the Process Designer, and admin access to the Web Client. An administrator with this
role has access to all navigation groups and items in the Admin Tool.

Administrator permissions
(Admin Tool, Process
Designer, Web Client)

Process Designer
permissions

Permissions for
Text Template
Manager and
Document
Template Manager

Permission to
represent other
engineers

Permission for
CM.Track user
profiles to access
all tickets of their
company (not only
personal tickets)

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - B - Access and Roles Section 63

o Administrate access and roles
Provides administrator access only to the navigation group Access and Roles. For
details, please see section Defining an Administrator for Role and Engineer Admin-
istration Only.
o Workflow Permissions
Provides permissions concerning workflow design and management. These are

o Read

o Write (modify and store)
o Deploy (install and put in operation).
o Template Permissions
o Write Template provides the permission

o to usethe Text Template Manager, which is used to create and edit e-mail and
comment templates. See section The ConSol CM Text Template Manager for
details.

o to usethe Document Template Manager, which is required to define templates
for CM.Doc. Only available if CM.Doc is active in the CM system.

o Representation Permissions

o Configure representation
If this permission is set, engineers with this role can configure themselves as a rep-
resentation for other engineers, e.g., who areill and have not defined other engineers to
represent them resp. if the defined engineers are not available at the moment. On the
Web Client the engineers that can be represented by an engineer with this permission
are shown in a list within the engineer profile.
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4 =\

(D Important information about representation configurations

Please note that there are two different scenarios for sending e-mails and that
the CM system behavior concerning sending representation mails might differ for
the two scenarios!

1. An engineer writes an e-mail using the Ticket-E-Mail Editor: the rep-
resentation rule is applied and the representing engineer receives a copy
of the e-mail. This means all e-mails which are sent manually using CM are
sent to the original recipient and their current representative. The
CM systems checks if a representation rule is active for the respective
(recipient) e-mail address. Please keep this in mind when you configure the
representation permissions in the Admin Tool and inform your CM users
(engineers) about this behavior! It might lead to unwanted effects, espe-
cially when persons are registered as engineers and as contacts in the
ConSol CM system (e.g. for an internal help desk).

2. An e-mail is sent automatically from the CM system: it depends on the spe-
cific configuration of the CM system which engineers receive a copy of the
e-mail, the e-mail is (!) not sent to the representing engineers auto-
matically!

It might be implemented that the representing engineer gets a copy, but
this is not mandatory. The automatic e-mail might be sent from a work-
flow script or from an Admin Tool script (which might also be called from a
workflow). It depends on the implementation in this script who receives a
copy of the e-mail. For details, please refer to the ConSol CM Process
Designer Manual.

\. J

o Track User Permissions

o Access tickets of the own company
Users with this permission are allowed to access not only their own tickets in CM.Track,
but all tickets of the company they belong to. This permission makes only sense for roles
that define access rights of CM.Track users/user profiles, not for single users.

Tab Customer Group Permissions

In order to let engineers work with customer data from one or more customer groups, e.g. to edit
reseller data sets or to create new contact data within the customer group, you have to grant access
permissions concerning the customer group(s) to one or more roles.
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Figure 27: ConSol CM Admin Tool - Assigning permissions for customer groups to a role

@ A concept which has proven very useful in various customer environments is the set-up
of specific roles for customer data management. For example, there could be a role Cus-
tomerManager_CustomerGroupl and another role CustomerManager _Cus-
tomerGroup2. You can even differentiate between CustomerManager_
CustomerGroup1l_full and CustomerManager_CustomerGroupl _light. In this way, you
can use the assignment of the customer manager roles as a toggle and you do not mix
up queue access permissions and customer management permissions. This can be very
helpful in case you have a heterogeneous team in which not everyone is allowed to edit
the complete customer data.

However, do not forget to grant read permissions to customer data of the required cus-
tomer groups to all engineers of the respective queues! Otherwise, they cannot open
their tickets at all!

The access rights which can be granted have been extended in CM version 6.9.1, compared to pre-
vious ConSol CM versions. New rights have been added which apply to a new section of the customer
page. The contact page, as well as the company page in the Web Client, have a new Additional Details

section.
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Contact Display +
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ConSol* «

Tickets (0) Hide
All tickets «

. This customer does not have any tickets

Additional details Hide |

Comments Attachments

New

General sections Click here to

|~ Details section
List of comments

This contact does not have any comments.

\ Relations Hide

History Hide
2i28114 08:56 changed by Harald Huber
emall =&t o luke@localhost.de
= customer_name setto Skywalker
= phone setto 123
= forename setto Luke

Figure 28: ConSol CM Web Client - Details section of a contact page

The following access permissions can be granted:

o Customer type
Refers to the tickets of the customer.

¢ Own
All (main or additional) customers of tickets which are currently assigned to the engineer
or where the engineer is set as additional engineer.

o All
All customers.

o General sections

e Read
Read the customer data.

o Write
Write/modify the customer data, and change the company of a contact on the contact
page using the Change link.

o Delete
o Delete a customer data set.

o Transfer all tickets associated with a customer of this customer group to another
customer.
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e Act
Execute actions for this customer (see section Action Framework - Customer Actions for
details about customer actions).

o Deactivate/activate

o Deactivate and (re-)activate the contact or company. It is not possible to create
tickets for a deactivated customer.

o Transfer all tickets associated with a customer of this customer group to another
customer.

Information concerning transfer permissions for tickets and resources
Please note that:

e in CM versions previous to 6.9.4.1, the permission Transfer tickets was not
restricted.

e in CM versions 6.9.4.1 up to 6.10.4.3, the permission Transfer tickets was
linked to the permission Delete (customer data).

o starting with CM version 6.10.4.4, the permission Transfer tickets is linked
to the permission Delete (customer data) as well as to the permission
Deactivate/activate (customer data).

o Details section

o Details read
Read customer data in the Additional Details section.

o Details write
Write/modify customer data in the Additional Details section.

o Details delete
Delete customer data in the Additional Details section.

o General

e Create
Create a customer data set. In a two-level customer data model this refers to contact as
well as to company data sets.

Please keep in mind that an engineer must have at least read permissions for a cus-
tomer group to open and/or create tickets for customers in this group!

Tab Resource Types Permissions

Resource Types permissions control an engineer's access to resources, i.e., objects which are stored in
the Resource Pool.
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Figure 29: ConSol CM Admin Tool - Resource types permissions

The following permissions can be granted:

Read

Load and display resources of the selected type in the Web Client.
Write

Change Custom Field data of this type of resources.

Delete

Delete resources of the respective type from CM.

Act

Execute resource actions defined for this type of resources.
Deactivate/Activate

(De-) Activate resources of the selected type.

Details read

Load and display comments/attachments for resources of this type.
Details write

Add and change comments/attachments for resources of this type.
Details delete

Remove comments and attachments for resources of this type.
Create

Create new resource entries for the type of resources.

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - B - Access and Roles Section 69

Tab Views

Views define which tickets engineers will see in the ticket list of the Web Client. This tab shows the
assigned views on the left and the available views on the right (see also View Administration). The dis-
played views can be filtered by name and queue. Assigning views is optional.

We recommend to assign at least one view to a role. Otherwise an engineer with this
role will see no tickets in the Web Client's ticket list.

Filter views by name Views which are assigned
\ to the selected role
oM 1 B _—
= Filter views by
ueue(s) which
o Roles 4
% Home % \ ! / is/are configured for
¥ Access and Roles "é," Roles 19 roles eue Permissibns Customer Group Permissions the views
: Resoulce Types Perpissions Views || Engineer Functions Global Permission;
¢ Engineers Filter: _aJ\ queues t . 3 X
o Eng Fiter: Aquees o -] Views which have
| Name = — — not been assigned
Role Views ¢ Available Views T
Y Views AccountManagementReseller to the selected role
. CM_Administration Name Name and are available for
Engineer Functions i
I S EM_;rachaslcCus:rréersm G Deska 1st_Level_View_Open_PlusPria aSSlgnment
— = ustemertianagertyCustomerGroup 1st_Level_View_Open (2nd_Level_View_Open_PlusPria
— Lists (%) CustomerManager_DirectCustomers [EP_CMTecDoc_aktv
" T CustomerManager_Reseller M al
I
"] Tickets ¥) HD_1st_Level_Role Saies.View Open
| = Customers "g) HD_2nd_Level Role an_\?eve\_;'ieu'_Open
HD_Sales_Role
e (Sales_View_General
Resources (¥) HD_Supervisor T
= - _ket Teamleitu Sales_View_Bid
{5 Global Configuration (¥) aretngeamisiung Sales_view_Phone _list
- ~ Resource Manager_Products -
T Sales_View_Appointment
@ pataWarehouse 0 RESWCEMEHEQELIT Sales_View_Upcoming
Sales. View Depot
@ Services %) TemplateManager = =
rackal Sales_View_Closed
v o I 1
= - = [TrackMyCustomerGroup S
° System -'g) TrackReseller
Workflow_Admin
e[ _Q «
I 1|
o 1
2 [CM_Administration] | \ |
[
Move selected view within the list Assign/withdraw views to/from
to define order of views as offered the selected role (multiple
in the Web Client selection possible)

Figure 30: ConSol CM Admin Tool - Role administration: Views

Select a role on the left side of the page first and then the desired view(s) in the list of available views.
Click the Assign button to move the selected view(s) to the list of role views. If you want to remove
views from this list, select the respective views and click the Unassign button.

For regular roles, you cannot define the order of the views here. In the drop-down menu of the Web
Client, the views will always be displayed in the order they have in the list of the view administration.
Please see also section View Administration. When a role has been marked as main role for at least
one engineer (and is thus marked with a red dot), the views can be sorted using the Move upwards
and Move downwards buttons.
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Tab Engineer Functions

On this tab you can assign engineer functions to a role. Engineer functions are used if you need an
additional engineer for a ticket, e.g., a supervisor who has to decide what to do before the ticket can
be moved on in the workflow. Thus you have to assign a role with the respective engineer function to
this supervisor. In the Web Client engineer functions and associated engineers are shown when assign-
ing an additional engineer.

Engineer role functions which Engineer role functions which

are assigned to the selected are not assigned to the
role selected role and are available
\ for assianment
1
ConSol# -
| CM | cla
ﬁ Home i ‘ Roles \ \
~ 1 \
¥ Access and Roles (%) Roles 19 roles ueue Permissions rmisgions
) Resource Types Parmissions | Views | Engineer Functions || Global Permissions
= Engineers Filter: _AII queues
& Role Functions L Available Functions L
T Views AccountManagementReseller e i
CM_Administration supervisor (checkable)
|| =& Engineer Functions CM_TrackBasicCustomers
CustomerManagerMyCustomerGroup
| = Lists (¥) L Manager_DirectCy
. = CustomerManager_Reseller
(v
(7] Tickets ) HD_1st_Level Role
! ; Customers ,'3) HD_2nd_Level_Role
f_ HD_Sales_Role
Resources ©
P — MarketingTeamleitung
0 N (v
| #= Global Configuration Y Resource Manager_Products
@ Data Warehouse .’§) ResourceManager_IT
= ServiceDesk @
1 Services %) TemplateManager
. — Trackall
E-Mail ¥
= ) [TrackMyCustomerGroup
" System -_'g) TrackReseller
Workflow_Admin
PEID oj g

£ [cv_Administration] ! |
) /
Assign / withdraw an

engineer function to / from
the selected role

Figure 31: ConSol CM Admin Tool - Role administration: Engineer functions

Select a role on the left side of the page and then the desired engineer function(s) in the list of avail-
able functions. Click the Assign button to move the selected function(s) to the list of role functions. If
you want to remove functions from this list, select the respective function(s) and click the Unassign
button.

After you have defined the new role by setting permissions, views, and engineer functions in the tabs
you can assign the role to the desired engineer accounts. Engineers obtain the rights of a role imme-
diately after assignment (without an additional update of the system).
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B.2.2.2 Delete a Role

Select the role you want to delete and click the Delete button below the role list. If you choose Yes in
the following confirmation dialog, the role is removed from the list and the system.

If you delete a role, please consider that engineers with only this role willimmediately
lose all permissions in the system.

In case tickets, e.g., from a certain queue, are not covered by any role permission, engin-
eers and/or administrators could get the impression that tickets are missing.

B.2.2.3 Copy a Role

If you want to create a new role and use an existing role as a template you can copy it. Select the exist-
ing role and click the Copy button below the role list. A pop-up window appears in which you can
enter the name for the copy. Afterwards you can modify the copy according to your wishes.

B.2.2.4 Edit a Role

Select the role you want to edit in the list and modify the permissions in the respective tabs as
desired. The changes are immediately effective for engineers with this role. The engineer just has to
login again.
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B.2.3 Defining an Administrator for Role and Engineer Administration
Only

Sometimes it can be necessary to define an administrator who does not have full system access but
who is only allowed to manage engineers and roles. This can be used, for example, for a team man-
ager who is allowed to create new CM engineers for new employees in his team or for a key user in a
team who should be able to grant or retrieve permissions of CM engineers in a certain department.

In order to define this Administrator "light", create a new role with the global permission Administrate
access and roles. Create a new engineer (admin_light in our example) and assign this role.

%y Roles

Roles 24 roles Resource Types Permissions | Views
; Queue Permissions | Custorner Groun Permissions
Filter: All queues Engineer Functions Global Permissions

Global Permissions

[] Administrate system (full access)

AdminLightRole
administrate access and roles r

CM_TrackBasicCustomers Workflow Permissions
CustomerManagerMyCustomerGroup
CustomerManager _DirectCustomers
CustomerManager_Partners

CustomerManager_Reseller

CustomerManager_RetailCompanies |:| Deploy workflow
CustomerManager_RetailCustomers

[] Read workflow

[ write workflow

HD_1st_Level _Role Template Permissions
HD_2nd_Level_Role [F] Write template

HD_Sales_Role

HD_Supervisor Representation Permissions
MarketingTeamleitung |:| Configure representation
Resource Manager_Products

ResourceManager _IT Track User Permissions

ServiceDesk @ [] Access tickets of the own company
TemplateManager

Trackall

ojlo][B)

Figure 32: ConSol CM Admin Tool - Definition of an administrator role for Access and Roles
For the "Administrator light", the navigation item Access and Roles is available. However, the tab

Global Permissions of this item is not available (so the admin_light cannot extend his own per-
missions!).
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Figure 33: ConSol CM Admin Tool - View for an administrator "light"
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B.3 View Administration

This chapter discusses the following:

B.3.1 Introduction to View Administration

Views are used to filter tickets according to certain criteria (e.g. all active tickets in the Queue Help-
desk) and display the resulting tickets in the ticket list of the Web Client. Since views are associated
with roles engineers obtain their view(s) via the roles which are assigned to them. Engineers can
switch between their views in the Web Client.

Engineers need the appropriate permissions to see all tickets filtered by a view. Permissions are not
automatically granted when a view is assigned, but they have to be assigned within the definition of
roles (as queue and customer group permissions). One and the same view can result in varying sub-
sets of tickets and information therein for engineers with different roles.

The creation of views is optional. However we recommend it in order to assure central features of the
Web Client. Without a view engineers will not see any tickets in the ticket list. They can only access tick-
ets by using the search function.
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B.3.2 View Administration Using the Admin Tool

To create, edit or delete views, open the navigation item Views in the navigation group Access and

Roles, in the Admin Tool.

Filter views  Filter views

75
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by name by queue
g L
B /] Smo
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# Engineers = = Queues selected view
Ty Roles Name ServiceDesk(WFL_ServiceDesk2)
1st_Level_View_Open_PlusPrio [ Scopes
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= Lists ¥) AM_all i [ Prequalify_ticket(WFL_ServiceDesk2)
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an Customers ) Sales_View_General - [ Work_in_progress(WFL_ServiceDesk2)

= Sales_view_Bid

5 v _View_| N
e :’) Sales_view_Phone_list ~ Static criterion
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Figure 34: ConSol CM Admin Tool - View administration

B.3.2.1 Create a View

subtrees

After clicking the Add button below the view list, the pop-up window View Wizard appears where you
have to define the name for the new view first. You can also enter a description for it.

By clicking the Localize button you can localize view name and description. See section Localization of
Objects in General, Type 1 for details.

Via Next >you can continue with the definition of view criteria:

e queue filter
o scope filter
e static criterion

o dynamic criterion
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Queue

At first

ConSol CM Administrator Manual (Version 6.10.5.3) - B - Access and Roles Section

Filter

you choose the queues for the new view. Select the desired queues in the list Unassigned and

move them to the list Assigned by clicking the Assign button. To remove an assigned queue, select it
and click the Unassign button. Continue with the Next > button, in order to define scope filters, too.

Assigned

E View Wizard @

Create view
i Mew gueue filter,

Unassigned

Name

Name

HelpDesk_1st_Level(helpdesk1)
HelpDesk_2nd_L evel(helpdesk2)

)

/<B-ack J [ Mext> | [ Fimsh ][ cancel |
. J k. 1 .

5 / \ \ -
Move queue to the Back to Go to Create view Leave View Wizard
opposite list previous step next step without storing

Figure 35: ConSol CM Admin Tool - View Wizard: Queue filter

Scope Filter

Next you can limit the view to certain workflow scopes of the selected queue(s). Scopes group work-
flow activities that have a special topic in common, e.g., tickets with an appointment.

Select the desired scopes in the list Unassigned and move them to the list Assigned by clicking the

Assign

button. To remove assigned scopes, select them and click the Unassign button. Continue with

the Next > button if you want to define further criteria, otherwise click Finish to create the view.

If you do not assign scopes in the View Wizard, the view exists by name but will not
show tickets in the Web Client.

Since for the view definition you can only use scopes which have been defined during
workflow development, please make sure that the workflows contain all required
scopes. For example, if you want to have active and inactive tickets, there have to be
separate scopes in the workflow, otherwise it will not be possible to define an active and
an inactive/waiting view!
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E View Wizard
Create view
1 Mew scope filter,

Assigned Unassigned
Mame = Mame =
Appointment{Sales) Bid(Sales)
FollowUp({Sales) Depot{Sales)
Phone(Sales) Lost(Sales)

Sales({Sales)
Snooze(Sales)

o

defaultScope(Sales)

[=]]|Le]

| <«Back |[ Next> || Finish || Cancel

Figure 36: ConSol CM Admin Tool - View Wizard: Scope filter

Static Criterion

You can restrict the view further by a static criterion to show only tickets with a certain valuein a
defined data field, e.g., tickets concerning a special product or only tickets with high priority. The cri-
terion is static because the engineer cannot change it in the Web Client. Please see the ConSol CM
User Manual for a detailed description of working with views. Only data fields of type enum can be
used as static criterion.

Choose the data field in the Field list (e.g. product) and select the desired value in the Value list below
(e.g. crm). Continue with the Next > button if you want to define a dynamic criterion as well, otherwise
click Finish to create the view.
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E View Wizard

Create view
1 Add new static criterion

Criteria definition

Field: :pfoduct

Value:

| <Back |[ Next> || Finish || Cancel

Figure 37: ConSol CM Admin Tool - View Wizard: Static criterion

Dynamic Criterion

Like a static criterion, a dynamic criterion is used to show only tickets with certain values in a defined
data field, but in contrast to a static criterion, with a dynamic criterion engineers can choose the value
(s) for the criterion themselves. This can be done in the Web Client by editing the Engineer Profile.
Additionally, the administrator can adjust the value individually for each engineer on the View criteria
tab of the engineer administration (see section Engineer Administration ). Please see the ConSol/ CM
User Manualfor a detailed description of working with views. Only data fields of type enum can be
used as dynamic criterion.
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£ View Wizard ==

Create view
1 Add new dynamic criterion

Criteria definition

Field: :sales_chance -

Mext = [ Finish ][ Cancel

Figure 38: ConSol CM Admin Tool - View Wizard: Dynamic criterion

Click Finish to create the view. You can leave the window any time without storing by choosing
Cancel. Via the Back button you can return to the previous step of the view definition.

Now you can see the new view in the view list on the left. The assigned criteria are shown in the Details
area on the right side of the page.

Please note that in a view with a dynamic criterion, only the tickets are displayed which
match this criterion. So if an engineer has not selected any criteria in his/her engineer
profile, or if the administrator has removed all selections using the Admin Tool (View cri-
teria in Engineer Administration ), the engineer's view will be empty! Make sure your
users know about this fact and make sure you, as an administrator, are always aware of
that fact.
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Details

Queues
Sales(Sales)
[ ] Scopes
- [] Appointment{Sales)
- [] FollowUp{Sales)
- [] Phone(Sales)
Static criterion

- [m=]l product

“ am

g Dynamic criterion

i (m=|| sales_chance

Figure 39: ConSol CM Admin Tool - View administration: View details

You can expand or collapse all details by clicking the Plus or Minus icon below the list.

We strongly recommend not to define views which contain closed tickets!

The number of closed tickets will grow considerably during work with the application.
Therefore, the view of closed tickets would always reach the maximum number of tick-
ets allowed for a view (which can be defined using a system property). This can have neg-
ative influence on the Web Client performance and in most cases the desired tickets will
not even be among the first 50 or 100 tickets.

Conclusion: A view of closed tickets does not help and might decrease the speed of the
system for the engineers. Only in test environments, a view for closed tickets might be
an option.

B.3.2.2 Edit a View

Select the view you want to edit in the view list. The view details are shown on the right side of the
page. To edit the selected view just click a filter criterion with the right mouse button. The following
drop-down menu appears:
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Details
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Salez(Sales)
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Add or remove queues

Add or remove static criterion
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- [m=]l product
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i« (m=! sales_chance

Figure 40: ConSol CM Admin Tool - View administration: Edit a view

The menu contains these options:
o Add orremove queues
o Add or remove scopes
o Add or remove static criterion
e Add orremove dynamic criterion

Just click the desired menu item. The respective window of the View Wizard appears where you can
add or delete filter criteria as described in Create a View. Double-clicking on a filter criterion will also
open the View Wizard.

You cannot edit view criteria by clicking the Edit button. Here you can only modify the
view's name and description.

B.3.2.3 Delete a View

Click the Delete button below the view list to delete the selected view. A pop-up window appears
which asks whether you really want to delete the view. If you choose Yes, the view will not be available
for any engineers. Engineer permissions are not affected by this operation.

B.3.2.4 Copy a View

The Copy button allows you to save time when creating a view. The selected view will be copied com-
pletely and you can edit the copy afterwards. The new view has the same name as the copied view.
You can change it by double-clicking on the name or by clicking the Edit button.
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B.4 Engineer Functions

This chapter discusses the following:

B.4. L IntrodUCtioN .. .. 82
B.4.2 Create or Edit an Engineer FUNCtioN ... .. 84
B.4.3 Delete an Engineer FUNCHION . 85
B.4.4 Disable or Enable an Engineer Function ... .. 85
B.4.5 Engineer Permissions Concerning Engineer Functions ... ... 85

B.4.1 Introduction

Engineer functions are used if you need an additional engineer for a ticket, e.g., a supervisor who has
to decide what to do before a ticket can be moved on in the workflow.

In the Admin Tool, engineer functions are managed using the navigation item Engineer Functions in
the navigation group Access and Roles.

% cHl o

ﬁ Home * || &8 Engineer Functions |

¥ Access and Roles t’é) Engineer functions

5 Engineers e Type List of available

‘ supervisor checkable engineer functions
$ Roles manager regular
Y Views

Engineer Functions

Lists

<

@)

Tickets

<

Customers

Be [ Il

<

Resources

«)

{5‘:—: Global Configuration

<

@ Data Warehouse

)

10 services
B E-Mail
Q’ System

)

)

4@@% +

b | B s

= [CM_Administration]

Add ... Edit... Delete ... Disable.. Enable . Move the selected engineer function in
the list to determine the position in the
an engineer function drop-down menu in the Web Client

Figure 41: ConSol CM Admin Tool - Engineer functions
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The corresponding activities for such a process have to be created in the workflow. Engineer functions
are assigned to engineer roles which in turn need to be assigned to the respective engineers. In the
Web Client you can choose a function and an appropriate engineer when adding an engineer to the
ticket.

Ticket Accept | Edit | Clone | Print | Display +

L] Adding attachments is possible for worker which has got only "Read tickets"
permission
SUP-32  HelpDesk 1st Level | Qualify
Unassigned | Open since 4/14/08 1:43 PM

Priority low AdminTool

no

[TI[Z[§ Customers Add | Hide

Main customer

Mr Luke Skywalker « CustomerGroup
luke@consol.de

ConSoF GmbH

L v ConSol* GmbH
Franziskanerstr. 38
81543 Minchen
No comment

Engineers
| Visor, Susanne * | Supervisor [=]*

|The supervizor has to approve the time bookings on this ticket

oK Cancel
No relations Add | Hide
[TI[EI[E History Comment | E-Mail | Attachment | Time booking | Hide

Display communication  Sorting latest first -

|.—"-J:Ic| comment, e-mail or attachment

01.07.11 10.18 #4 created by admin | Action
10:18 default class

S B g O MRy P S BN U P ) DU S S

Figure 42: ConSol CM Web Client - Assigning an (additional) engineer with an engineer function
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B.4.2 Create or Edit an Engineer Function

An engineer function is defined by a name. By clicking the Add button a pop-up window appears
where you can enter the name. You will get the same window when you click the Edit button in order
to edit an engineer function. The checkbox Checkable has to be ticked if additional engineers shall

have the permission to execute a certain activity, e.g., give their approval before the ticket can be
moved on. The approval state is then displayed in the ticket.

After creation of an engineer function the checkbox Checkable cannot be de-selected
anymore.

s

E Engineer function
Engineer function
i Create new engineer function

Function details

MName: consultant

Checkable: [7]

Localized values

Locale Value

English({default)

German
Polish

| ok || Ccancel

Figure 43: ConSol CM Admin Tool - Create or edit an engineer function

You can also localize the name of an engineer function in this window. See section Localization of
Objects in General, Type 2 for details.

After clicking OK the engineer function is created and the name will be displayed in the respective lan-
guage of the engineer's locale.
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B.4.3 Delete an Engineer Function

An engineer function can only be deleted if it is not assigned to any roles. Otherwise you get a warning
and you can only disable this engineer function (see below).

In order to delete an engineer function, select it in the list and click the Delete button. After choosing
Yes in the confirmation dialog, the engineer function will be removed from the list and the system.

B.4.4 Disable or Enable an Engineer Function

If an engineer function is still assigned to a role but is not needed anymore you can disable it. To do
this select the engineer function and click the Deactivate button. The entry in the list is shown in italics
afterwards. The engineer function cannot be assigned anymore. Just click the Activate at the bottom
of the page if you want to enable the function again.

B.4.5 Engineer Permissions Concerning Engineer Functions

For engineers, resp. for roles, specific permissions can be granted which concern only the tickets for
which the engineer who has this role is assigned as engineer with a certain function. Those per-
missions are granted as queue permissions (see also section Role Administration). This principle
provides a good basis for a very sophisticated management of processes like approvals or other pro-
cesses where people with different roles and responsibilities have to work on a case at the same time.

Using the Role Administration (navigation group Access and Roles, navigation item Roles), you can
grant/withdraw the following permissions (for a detailed explanation of the permissions see section
Role Administration):
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Roles 19 roles i iews I Engineer Functions I Global Permissions
) Queue Permissions Customer Group Permissions
Filter: _.l\II queues
Permissi .

. e RUeuE BeTmissins The permissions are
lame ) L . .
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ccountManagementReseller .
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Cus_bo:erM:iag:fMyn;:mmerGroup d set as additional

evel Appen . . .
CustomerManager_DirectCustomers HelDﬁandLevel engineer with a spec:lﬁc
CustomerManager_Reseller cales - Act engineer function
HD_lst_Level Role ServiceDesk Assign
HD_2nd_Level_Role SpecialTasks
HD_Sales_Role Refer .
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Figure 44: ConSol CM Admin Tool - Permissions concerning engineer functions
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C - Ticket Data Model and GUI Design Sec-
tion
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Ticket Data Model and GUI Design

In this section, you will learn how to define the data model for ticket data, thus this is about Custom
Field definition and the positioning of the Custom Fields on the Web Client GUI. However, some of the
data structures (enums, MLAs) might also be used for Data Object Group Fields and Resource Fields
as described in sections Data Object Group Field Management and GUI Design for Customer Data and
CM.Resource Pool - Setting Up the Basic Resource Model. The Web Client Dashboard, a new feature in
versions as of 6.9.4, is included, as well as the Page Customization, a powerful mechanism to con-
figure the layout and functionalities of the Web Client.

Furthermore you will learn how to configure labels which are displayed in the Web Client.
In this section, the following topics are covered:

e Custom Field Administration (Setting Up the Ticket Data Model)

e Managing Sorted Lists: Enum Administration
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MLA Administration

Ticket History
Configuration of the Web Client Dashboard

Page Customization
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C.1 Custom Field Administration (Setting Up the Ticket Data
Model)

This chapter discusses the following:

C. L INtrodUCtiON 89
C.1.2 Custom Field Administration Using the Admin Tool ... ... . e 91
C.1.3Tab Ticket Data . ... 92
C.1.4Tab Activity FOrm Data ... 103
C.1.5 Frequently Used Annotations ... ... 110

C.1.1 Introduction

Custom Fields are defined for tickets. By default, all tickets contain information about the assigned
engineer, the creation data, and the current queue and scope . These default fields are displayed in
the upper part of the ticket next to the ticket icon. In addition to these fields, the CM administrator
can define Custom Fields adapted to the use case implemented in ConSol CM. Examples for Custom
Fields are priority, software module, reaction time, or sales potential. Custom Fields always belong to
Custom Field Groups, which are then assigned to queues to make the Custom Fields available.

Ticket
Printer does not print — Default ticket fields
u HelpDask 1st Level | Support @
100364  Assigned to ServiceDesk, Susan | Created: 2/8/16 7.44 AN ) )
Priority normal Custom Fields in
Reaction time 20116 @ ticket header

_ategory  Software | Office | Microsoft Office 2013

Groups , )
B ___Custom Fields in
Qualification .
e Groups section
mpact of the problem Low Severity of the problem Low

Figure 1: Custom Fields on the Web Client GUI

A Custom Field Group:

o can be assigned to a queue. For example, the Custom Field Group helpdesk_fields can be
assigned to the queue HelpDesk.
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can be faded in and out in the Web Client GUI during the process. For example, you can fade in
the Custom Field Group solution later in the process, so it is displayed at the point when the
engineer found a solution to the issue reported by the customer. You cannot fade in or out
single Custom Fields.

can be displayed below the default fields or as a tab in the Groups section of a ticket. In the lat-
ter case, the title and mouse-over of the tab is the (localized) name of the Custom Field Group.
If the Custom Field Group is displayed in the ticket header, the group name is not shown.

is configured using group annotations. Annotations are set to define special parameters and
characteristics of a Custom Field Group, e.g. the initial display mode on the user interface.
Please see List of Group Annotations for further information about the available group annota-
tions.

is placed on the Web Client GUI based on its position in the list of Custom Field Groups, which
defines the order of the Custom Field Groups in the ticket header and/or the order of the tabs.

A Custom Field:

is always defined within a Custom Field Group.
is assigned to a queue as a part of its Custom Field Group.

can be made invisible using annotations, but cannot be faded in or out as single field during the
process.

is configured using field annotations. Annotations are set to define special parameters and char-
acteristics of a Custom Field, e.g. the position on the user interface. Please see List of Field
Annotations for further information about the available field annotations.

is placed on the Web Client GUI based on the value of its position annotation or based on its
position in the list (the first Custom Field in the list is displayed first on the GUI) if position is not
set.

To define new Custom Fields for a queue, you have to perform the following steps:

Define a Custom Field Group and set the respective annotations.

Define all sorted lists which you will need for the Custom Fields (see Managing Sorted Lists:
Enum Administration). For example, if the Custom Field priority should contain a list of pri-
orities, you have to define this list first.

Define all Custom Fields within the new Custom Field Group.
Assign the new Custom Field Group to the queue where its Custom Fields are required.

Test the results in the Web Client GUL. You do not need to log in again, it will be sufficient to
refresh a page which shows a ticket in the respective queue.

All these steps are explained in detail in the following sections.

In case some data fields should be offered in a form during one or more processes, Activity Control
Forms (ACFs) can be defined. This is explained in the section Tab Activity Form Data.
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C.1.2 Custom Field Administration Using the Admin Tool

In the Admin Tool, Custom Fields are managed using the navigation item Custom Fields in the nav-
igation group Tickets.

) ) ) Tabs to switch between ) List of Gustom Fields
Filter Custom Field Group list Custom Field data and Filter Custom in the selected
or ACF list by name ACF data Fields by name Custom Field Group
[“cw | / \ [om<
v [ e 7 I / »
- 1 f |~ .-
¥ Access and Roles ) Gops | Y. Fields \ Ji
= X / | 1
= usts ol Fiter: | 13 Vi | | Al queues || e | 3 1 |- Edit...
) Tickets ) m f a Custom Field
o | - Open Annatation
Cust Llsépflg\gwlﬂble — = Menu for the selected
ustom Fiel roups @ Admiistration Custom Field
() search Actions
Add. ~ |- Enable...
Edit & Customers I 1
e @ — Disable ..
a Custom Field Group 5 Global Configuration ) a Custom Field
. @ bal @)
Open Annotation Menu —-—""’L = Name Value Annotatior group Name Value Annotation group
for the selected @ services O] roup-visibility False |common text-type ltextarea |component-type Annotati fth
Custom Field Group | % e-mail ) reportable group ] [rue I dwn ] nr ofthe
ST -~ shoningroupsecsh [ue | Joyout | selected Custom Field
fem (Y
Annotations of the / ] /
selected Custom — — —
Field Grou / f i
P e ] | | Labek | \
f f f f \ P Labels of the selected
Locale Value Locale Value Custom Field
Labels of the Engiish(default) Solution q
sele‘:te,d Custom — German Lasung German Lasung
Field Group oish | 11 | 1l ot [ \ |
V]| L & 1 a )k ! ! !
£ [oM_administration] / f , l | \
/ / | |
Delete the selected Enable ... Disable ... Delete the selected
Custom Field Group Custom Field
a Custom Field Group
Move the selected Move the selected Custom Field
Custom Field Group in in the list to determine its
the list to determine its position in the Web Client (or
position in the Web Client use position annotation)

Figure 2: ConSol CM Admin Tool - Custom Field administration

The navigation group Tickets has two tabs:
o Tab Ticket Data: This tab is used to define Custom Field Groups and Custom Fields.
o Tab Activity Form Data: This tab is used to define Activity Control Forms.

Both tabs are explained in detail in the following sections.
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C.1.3 Tab Ticket Data

On this tab, you can define groups and fields for ticket data.

C.1.3.1 Create a Custom Field Group

To create a new Custom Field Group just click the Add button below the list on the left side of the
page. The following pop-up window appears:

Custom Field Group name —.|__| Group details

£ Create group *

Create group
j Create a new group of custom fields.

Mame: car_type
Custom Fields of this group For all queues:
are visible in all queues — T Dependent Enum Scripts
Assigned scripts Available scripts
Assigned scripts for Assigned Availzble

. re —
multi-level lists = uildLocationDependentEnum

Move selected script

up or down in the list Assign selected

——T script(s)

m H <

Figure 3: ConSol CM Admin Tool - Custom Field administration: Creating a Custom Field Group

e Name
Enter a name for the Custom Field Group. The name must be unique. The localized names for a
Custom Field Group are set in the main Custom Fields panel. For details, please refer to section
Localization of Data Fields.

For all queues

If this check box is activated, this group's Custom Fields are visible in all queues. A Custom Field
Group which is marked as for all queues will be assigned automatically to each new queue. Usu-
ally Custom Field Groups for ticket data are only valid in specific queues (see Queue Admin-
istration).

Dependent Enum Scripts

Dependent enum scripts define the structure of dependent enums (hierarchical multi-level lists)
used in Custom Fields of this Custom Field Group. With dependent enums you can limit the
choices in multi-level lists. You select an element in a list and, based on this selection, only
matching results will be shown in the next lower hierarchy level of the list. The enums (single
lists) for the Custom Fields have to be created within the Managing Sorted Lists: Enum Admin-
istration while the scripts that couple the lists to create the dependent enum are created using
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an Admin Tool script, see section Admin Tool Scripts.
To assign dependent enum scripts to a Custom Field Group select the desired script(s) in the list
Available scripts and move them to the list Assigned scripts by clicking the Assign button.

C.1.3.2 Edit a Custom Field Group

If you want to edit a Custom Field Group, select it in the list and click the Edit button. The same win-
dow as described above for creating a Custom Field Group will appear. You can modify all fields and
save your changes by clicking OK.

C.1.3.3 Annotate a Custom Field Group

Custom Field Groups are annotated to define their characteristics, e.g., where a group is displayed in
the Web Client, if a group is indexed, or if it should be visible. You can define, e.g., whether a group is
visible in the Web Client (annotation group-visibility) or whether it is shown in the Groups section of
the Web Client (annotation show-in-group-section). To assign annotations select a group and click the
Annotate button. The following pop-up window appears:

E Group annotations @

Group annotations
i Add annotations to 'helpdesk_standard'.

Filter annotations Assigned annotations Unassigned annotations Filter annotations
by type -—?_mmrnon v: :Iayout v’-——.‘ by type
. . Mame Mame . .
List of assigned s b open-at-reate List of available
annotations show-contact-in-ticketist v— annotations

2)j|l¢]

/ \ [ OK J [ Cancel

Remove... Assign...
selected annotation(s)

Figure 4: ConSol CM Admin Tool - Custom Field administration: Assign Custom Field Group annota-
tions

The right part of the window contains the available annotations. Using the selection field above the
list you can filter the display by annotation type (e.g. common or layout). Select the desired annota-
tions and move them to the Assigned annotations list on the left by clicking the Assign button. This
list can also be filtered by annotation type. Click OK to assign the annotations to the Custom Field
Group and to close the window. See Annotations, section Group Annotations for detailed inform-
ation.
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The annotations are now shown with a default value (if available, e.g., true or false) in the bottom left-
hand corner of the administration page. The value can be modified by double-clicking into the cor-
responding Value field and typing the desired value. Press the Enter key afterwards.

Custom Field Groups will appear in the Web Client as they are ordered in the list. Select a group and
use the Move upwards and Move downwards buttons and if you want to change the position of this
group in the list.

C.1.3.4 Delete a Custom Field Group

A Custom Field Group can only be deleted if it is not assigned to a queue or a ticket. Otherwise you get
a warning stating you can only disable this group (see below). In order to delete a Custom Field Group
select it in the list and click the Delete button. If you confirm the following dialog with Yes, the group
with its corresponding fields is removed from the list and the system.

C.1.3.5 Enable or Disable a Custom Field Group

If you cannot delete a Custom Field Group, or if you do not want to delete it because you might need
it again, you can disable it. To do so select the group and click the Deactivate button. The entry in the
list is shown in italics afterwards. Disabled Custom Field Groups are not displayed in the Web Client.
Just click the Activate button below the group list if you want to enable the group again.

C.1.3.6 Create a Custom Field

Custom Fields contain the data for tickets, e.g., priority, service level, deadline, or hardware module.
The fields of a Custom Field Group are created in the right part of the page. Select the desired group
first on the left and then click the Add button below the Custom Field area on the right. The following
pop-up window appears:

i Create field *

Create field
i Create new field.

Field details
Cust Field Mame: testiist_struct
ustom Field name — Data type of
Dotz b= | *"7 the Custom Field
, Belongs to: |orders_list v
Defines that the e
Custom Field belongs —
to another Custom Field orders_struct

Cance

Figure 5: ConSol CM Admin Tool - Custom Field administration: Create a Custom Field for ticket data

Fill out the following information:
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« Name:
Enter a name for the Custom Field. The name must be unique within the Custom Field Group.
The localized names for a Custom Field are set in the main Custom Fields panel. For details,
please refer to section Localization of Data Fields.

o Data type:
Choose one of the available data types for the new Custom Field. Please see Types of Data
Fields.

+ Belongs to:
This field shows the available Custom Fields of the data types list and struct used to create lists
or tables. Choose in the drop-down box to which list or structure the Custom Field belongs (if
applicable).

Types of Data Fields

The following data types are available for Custom Fields, Data Object Group Fields and Resource
Fields.

o boolean
Values: true/false. Depending on the annotation boolean-type, the value is displayed as check-
box, radio buttons, or drop-down list.

If you work with scripts, either in CM workflows or in the Admin Tool, please note
that the behavior of boolean fields which are represented as checkboxes, i.e. with
annotation boolean-type = checkbox (default) is different depending on the CM
version!

e In CM versions prior to 6.9.4.0:
If a boolean field has not been touched, its value is false. If it is checked,
its value is true, and if it is unchecked again, its value is false again.

o In version 6.9.4.0 and up:
If a boolean field has not been touched, its value is NULL. If it is checked,
its value is true, and if it is unchecked again, its value is false.

Fields which have already been filled with values in the database will not be
changed during an update from a version prior to 6.9.4.0 to a version 6.9.4.0 and
up.

Boolean fields represented as radio buttons (annotation boolean-type = radio) or
drop-down menu (annotation boolean-type = select) are always shown and
behave as described for versions 6.9.4.0 and up, i.e., with NULL value if
untouched.

o date
Format and accuracy can be set by annotations.
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e enum
For sorted lists. The engineer can choose one of the enum values in the Web Client. Enums and
values have to be created previously within the Managing Sorted Lists: Enum Administration.
Select the desired Enum type and group in the fields below.

o list
A data field of this data type is the first step to creating a list (one column) or a table (multiple
columns) of input fields in the Web Client.

o Foratablethe next step will be to create another field of type struct (see below) to con-
tain the input of the individual list fields (which will become the columns of the table).
So, if you want to create a table you have to define a field of the type struct first (see
below) before you can add the fields for the table columns.

o Forasimple list, the next step will be to create fields which belong to the list. No struct
is required.
For all fields belonging to a list or table you have to set the dependencies in the field Belongs to
(see below). For example, a table field (which is a regular data field) always belongs to a struct, a
struct always belongs to a list.

o struct
A data field of this type defines a data structure (line of a table) which groups one or multiple
fields. It is the second step to building a table after you have created a field of the type list. Add
the fields for the columns of the table in the next step. The dependencies have to be set for
each field in the Belongs to field (see below), i.e., a struct always belongs to a list.

List

Struct (line 0)

Struct (line 1)

Struct (Iine n)

Figure 6: Scheme: List of Structs

Technically spoken, the list is an array which contains a map (= key:value pairs) in each field.
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List = array

List [0] Struct (= Map)

List [1] Struct (= Map)

List [2] Struct (= Map)

List [3] Struct (= Map)

Figure 7: List of structs, tecnical principle

o number
Forinteger values.

o fixed point number
For numbers with a fractional part, e.g., currencies. You have to enter the total number of
digits (Precision) and the number of digits that fall to the right of the decimal point (Scale) in the
respective fields below.

o string
For up to 4000 alphanumeric characters.

Restriction when using an Oracle database: at most 4000 bytes can be saved in
UTF encoding. Starting with Oracle12c.

o long string
For large objects.

For long strings the limit depends on the database system used for ConSol CM:
MS SQL Server: 2 GByte; MySQL: 4 GByte; Oracle: 16 - 64 GByte (depending on
page size of tablespace).

o short string
For up to 255 alphanumeric characters.

For string fields, you can use specific annotations to fine-tune the field definition.
For example, a string field can be defined to contain a URL which will auto-
matically be displayed as hyperlink or can be the hook for an autocomplete list.
Please read the following section.

o contact data reference
Special data type used internally for referencing the contacts associated with a ticket. In
FlexCDM (i.e., starting with CM version 6.9.0), this data type is no longer displayed but only
used internally in the CM system.
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o MLA field
This data type is used for fields that contain hierarchical lists with a tree structure called MLA
(Multi Level Attributes). The name of the field is the name of the new MLA that has to be
defined within the MLA Administration. The group of the field has to be referenced when the
MLA is created.

The data type you choose on creating a data field cannot be changed afterwards!

Details about String Fields: Use Annotations to Fine-Tune Strings

String fields are widely used for customer, ticket, and resource data and strings can be used to contain
various content, for example, a text box with a comment, a simple input field with only 20 characters,
a URL or a password. The fine-tuning of string fields is implemented using specific annotations which
are all listed on the Annotations page. However, since work with these annotations is an every-day
task of CM administrators, the most important and most commonly used annotations will be
explained here as well.

Howcanl...

... insert a text box instead of a single line?
Value for annotation text-type: textarea
The size of the text box can be adjusted, displayed as standard text box depending on web browser.
Use the field-size annotation in case a specific size of the text box is required.
... hide the input of the fields for passwords?
Value for annotation text-type: password
Only dots will be displayed. This annotation does not define the field to contain a password! It only
defines the display mode! Use the password annotation to define a string field to contain the
CM.Track password.
... display a hyperlink, display the name instead of the link?
Value for annotation text-type: url
Input will be displayed as a hyperlink in view mode. String has to match a specific URL pattern:
o "M(?:mailto\: | (2:(2:ht| )tps?)\://)INSH)(: (2:\]| )2(.*))?S"
First part of the string is the link (url), second part is the name which should be displayed.

Example: "http://consol.de ConSol"

... display a file link?
Value for annotation text-type: file-url

Input will be displayed as a link to a file on the file system. The web browser has to allow/support
those links!

Example: Enabling file:// URLs in a Firefox browser
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Add the following lines to either the configuration file prefs.js or to user.js in the user profile. On a Win-

dows system usually in a folder like
C:\Users\<USERNAME>\AppData\Roaming\Mozilla\Firefox\Profiles\uvubg4fj.default

o user_pref("capability.policy.localfilelinks.checkloaduri.enabled", "allAccess");
o user_pref("capability.policy.localfilelinks.sites", "http://cm-server.domain.com:8080");
o user_pref("capability.policy.policynames", "localfilelinks");

Alternatively a Firefox browser add-on like Local Filesystem Links can be installed for better access to
the referenced files and folders.

The link will also be displayed as tooltip.
The URL s correctly formed if the following conditions are met:
o It starts with file: followed by regular slashes:

o threeslashes "///" for files on the same computer as the browser (alternatively "//loc-
alhost/") or

o two slashes followed by the server name followed by another slash for files on file serv-
ers accessible from the computer running the browser.

o These are followed by the full path to the file ending with the file name.

o The path on Microsoft Windows systems is also written with forward slashes instead of back-
slashes.

o Thedrive letter of a local path on Microsoft Windows systems is noted as usual, for example C:.

o Paths with spaces and special characters like "{, }, », #, ?" need to be percent encoded ("%20"
for a space for example) for Microsoft Windows systems.

Example URLs:
o file://file-server/path/to/my/file.ext
o file:///linux/local/file.pdf
o file:///C:/Users/myuser/localfile.doc

... define a label?

Value for annotation text-type: label

This will be a read-only field which is displayed in gray, use the label-group annotation to link label and
input fields which belong together. Please take a look at the annotations for labels (show-label-in-edlit,
show-label-in-view) before implementing special label fields!

... define a field for the CM.Track login?

Value for annotation username: true

Will be used for authentication against CM.Track server. Only for Data Object Group Fields in a con-
tact object.

... define a field for the CM.Track password?

Value for annotation password: true
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Will be used for authentication against CM.Track server (in DATABASE mode). Only for Data Object
Group Fields in a contact object.

... define a field for the valid e-mail addresses?
Value for annotation email: true

The field may only contain valid e-mail addresses. Input will be validated according to standard e-mail
format <name>@<domain>.

... define a scripted autocomplete list?
Value for the annotation text-type = autocomplete
Optional: value for the annotation autocomplete-script = <name of the respective script>

A scripted autocomplete list is used to provide a drop-down menu which is filled dynamically using the
input the engineer has provided so far. For example, when the user types "Mil", the possible values
"Miller", "Milberg", and "Milhouse" are displayed as list and the engineer can select the one required
for the field. You know this behavior from other autocomplete fields, e.g., the search for engineers for
a ticket or the search for customers while creating a ticket. However, in these cases, CM generates the
list automatically. The behavior cannot be influenced or customized. Scripted autocomplete lists, on
the contrary, can be implemented by the CM administrator. The values are based on a result set
which is dynamically created. The result set can contain strings, engineers, customers (Units), and
resources.

A detailed description of scripted autocomplete lists is provided in section Scripted Autocomplete
Lists.

C.1.3.7 Edit a Custom Field

If you want to edit a Custom Field, select it in the list and click the Edit button. The same window as
described above for creating a Custom Field will appear. Except for data type, enum type, and enum
group you can modify all fields and save your changes by clicking OK.

C.1.3.8 Annotate a Custom Field

Just like Custom Field Groups, Custom Fields are annotated to define the properties of the field, e.g.,
is it read-only, should it be indexed, and where it should be displayed on the Web Client GUI (please
see section Annotations for a list of all available annotations). Select a field and click the Annotate but-
ton below the list. The following pop-up window appears:
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£ Field annotations

Field annotations
i Add annotations to ‘priority’.

101

Filter annotations e i R amotaios |__Filter annotations
by type H""'h v: :mrnmon by type
Mame MName
enum field with ticket colar leave-traiing-zeros
List of assigned ado List of available
annotations roupable visibility — annotations
position
reportable
required
sortable

f |

Remove... Assign...
selected annotation(s)

Figure 8: ConSol CM Admin Tool - Custom Field administration: Assign Custom Field annotations

The right part of the window contains the available annotations. Using the selection field above the
list you can filter the display according to annotation type. Select the desired annotations and move
them to the Assigned annotations list on the left by clicking the Assign button. This list can also be
filtered according to annotation type. Click OK to assign the annotations to the Custom Field and to
close the window.

The annotations for the selected field are now shown with a default value (if available, e.g. true or
false) in the bottom right-hand corner of the administration page. The value can be modified by
double-clicking the corresponding Value field and typing the desired value. Press the Enter key after-
wards.

Custom Fields will appear in the Web Client as they are ordered in the list unless you have assigned a
layout via the position annotation. You can change the position of a field in the list by using the Move
upwards and Move downwards buttons below.

Note on the layout of the ticket data:

You can define several columns of data fields on each line, e.g., the position annotation
can end with 0, 1 or 2.

0,0 0;1 0,2

1,0 1,1 1,2
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C.1.3.9 Delete a Custom Field

A Custom Field can only be deleted if it is not assigned to a queue or a ticket, otherwise you get a warn-
ing stating you can only disable this field (see below). In order to delete a Custom Field, select it in the
list and click the Delete button. If you confirm the following dialog with Yes, the Custom Field will be
removed from the list and the system.

C.1.3.10 Enable or Disable a Custom Field

If you cannot delete a Custom Field, or if you do not want to delete it because you might need it
again, you can disable it. To do so select the field and click the Deactivate button. The entry in the list
is shown in italics afterwards. A disabled Custom Field is not displayed in the Web Client. Just click the
Activate button below the Custom Field list, if you want to enable the field again.
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C.1.4 Tab Activity Form Data

C.1.4.1 Introduction

An Activity Control Form is a web form which is displayed during the process, i.e., when the engineer
works on the ticket. If the engineer clicks a workflow activity, the ACF is displayed first. The engineer

has to fill out certain data fields and save the changes in order to proceed and execute the workflow

activity.

Ticket Edit  Clone | Print —— —
Close ticket with solution

Problem 1 Eenman

ServiceDesk | Work in progress — e —
100283  Assigned to ServiceDesk, Susan | Open since 9/10/14 2:40 PM Display List

Priority  low

sk for feedback no
e 9/M16/14 12:00 AM Workspace
Groups Edit | A
Conversations/Meetings Orders Open Customer Tickets on Create Datg Solution
Ticket Edit | Clone | Print Workflow activities
Close ticket with solution
Enter the feedback of the customer
g fast enough? |Choose0ne E
treated kindly |Choose One E Workspace
= problem be solved? |Choose0ne E|
OK Cancel
Problem 1
ServiceDesk | Work in progress -
nnnnnn A ot e B e ool Peicee N Acm —ioae AIAAM & A.aA P Favorites

Figure 9: Example ACF

The Custom Fields which are used in an ACF have to be defined first, as regular Custom Fields in the
ConSol CM Admin Tool. ACFs can include Custom Fields from one or more Custom Field Groups. The
ACFs is integrated into the process (workflow) using the ConSol CM Process Designer. There, you can
also define which Custom Fields should be required and which fields are optional. The display of an
ACF can depend on a condition, e.g., the ACF Reasons for dismissal of request is only displayed if the
customer has Gold or Platinum status. ACF dependencies are configured using scripts. This is
explained in detail in the ConSol CM Process Designer Manual.
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C.1.4.2 Definition of Activity Control Forms (ACFs)

In this tab, you can create activity control forms (ACF) which can be assigned to activities in the Pro-
cess Designer. They are used to gather input in the Web Client if a manual workflow activity needs
more information for the next step, e.g., if a ticket has to be qualified before it can be moved on or if
you want feedback for a ticket. ACFs are basically a set of Custom Fields already created in the tab
Ticket data. An ACF can contain Custom Fields of more than one Custom Field Group. However, all
Custom Field Groups have to be assigned to the queue to which the workflow using the ACF is
assigned. Please read the chapter on ACFs in the ConSol CM Process Designer Manual for detailed
information about the process flow with ACFs and the features provided using programming ACF
scripts.

List of available ACFs Filter ACF list by name Filter ACF list by queue
) \ | / ,
£ CM6 Admin-Tool @cmﬁduku\ml.int.cansal‘de I / = | E Q
ConSol# =
[ cM | \ | / ol
A Home Al custon Felds [ Filter list of
= | 7 Custom Fields
¥ Access and Roles %) \Grot.ps J‘ / Fields |- by Custom
= Lists @) ter: J All queues { Filter: | All groups. = Field Group
(] Tickets (z) ket datd| Activity Form dats
Name Position .
J ] — 1 List of Custom
Name impact (qualification) Mext cel — Fields in th
o CreateBid_ACF severity (qualification) Mext cel ields in the
|7 History DeleteThoseTickets module (helpdesk_standard) Mext cel ACF (read'
% Administration DismissTicketACF categories (helpdesk_standard)  [Next cell only)
feedback
o Search Actions LoesungDokumentieren
; T o 3) SpedialTasksDeadline_ACF
— workaround
Resources (%)
:é: Global Configuration -§)
@ Data Warehouse %)
10 Services %)
sow o | GBI OB
& System ) 7 T 1
/ Acuwthorm D%:cnphon
Qua¥ify the customer reguest
bl B 5 T A
£ [cM_Administration] / [ f \
[ L L L LY
Add ... Edit... Delete ... Description of the ACF
an ACF

Figure 10: ConSol CM Admin Tool - Custom Field administration: Activity Form data
C.1.4.3 Create an Activity Control Form

To create an ACF just click the Add button below the list on the left side of the page. The following
pop-up window appears (this is the same window for creating and for editing an ACF).

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - C - Ticket Data Model and

GUI Design Section

105

-
£ Edit Activity Form [
Edit Activity Form
i Edit Activity Form,
Name of the ACF ~——| [petais
L. Namhedbad(
Description of the ACF
(dismayed in Web _wﬁntar the feedback of the customer i Define maximum
Client) - number of
T columns

Display queue and/or
engineer in ACF in

Attributes
| ¥] Show queue  [¥] Show engineer ] [Column limit: |2 .]—”’I

displayed in the
ACF

Web Client Custom Fields
Filter Custom ___ | s Sroup fiter: | Al groups = Filter avaliable
Fields by name Assigned Position Available Custom Fields by
Assistance_Office (ResellerCompanylnternalResp) - Custom Field
BidInitiator (sales_standard) |a GI’OUD
zolved (feedback) Mext cel CompanyType (ResellerCompanyData) h
. ompanyTypelabel (ResellerCompanyData) "x .
) LlsllofCustom Content (LocationFiglds) ™~ Avallablel
Fields in the ACF _omv \LocationFields) [~~~ Custom Fields
(also used for ICushomerSerwoeLevel (serviceDesk_fields) (WhiCh could
definition of the |Cusbomeer<etL|st List (CustomerTicketlListFields) be p|aced in
pOSitiDn) ||Deadiine (SpecialTasks_Fields) the ACF)
I|IP_address {HP _Printer_Fields_basic)
I|LiaenseKey (M5_Word2013_Fields)
\LLocation (HP_Printer_Fields_basic) =4

L) B

OK

Cancel

\
\

Move Custom Field up or Remove ... Assign ...
down in the list, control
position of the Custom Field in

ACF in Web Client

selected Custom Field(s)

Figure 11: ConSol CM Admin Tool - Custom Field administration: Create an Activity Control Form

Please enter or select the following data:

¢ Name

Enter the name of the ACF in this field. You can localize the name by clicking the Localize but-
ton. For details, see section Localization of Objects in General, Type 1.

o Description

Enter a description for the ACF in this field. The description is shown as the title of the ACF in

the Web Client. You can localize the description by clicking the Localize button. For details, see
section Localization of Objects in General, Type 1.

Show queue
Check this box if the queue of the ticket should be displayed with the ACF in the Web Client.

Show engineer
Check this box if the engineer of the ticket should be displayed with the ACF in the Web Client.

Column limit
Number field. Defines the number of columns for the display of CFs in the ACF. 0 means no
column limit, i.e., all CFs in a single row. You can also work with the parameter Display in new

row for each CF, see below.
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o Filter
You can enter a string of characters into this field to filter the assigned Custom Fields by name.

o Group filter
Select a group of Custom Fields from this list if you want to display only Custom Fields belong-
ing to this group in the list of available Custom Fields below.

o Custom Field lists
The list on the right shows the available Custom Fields with their respective Custom Field
Group. You can sort the entries in ascending or descending order by clicking into the title field
of the list. The small up and down arrow icons show the sort order. Select the Custom Fields for
the ACF in this list and move them to the list Assigned on the left by clicking the Assign button.
For each assigned Custom Field you can define the position. The following values are possible:

o Next row
A new row will be displayed, starting with this field.

o Next cell (default)
The field will be displayed next to the previous field, no new row.

o New table
A new table will be started in a new row. This option should be used for data structures
(e.g., alist of structs which use a lot of space thereby destroying the readability of the
ACF by using a lot of space for one column. All other columns would be moved more to
the right without this new table option. To get an impression of this feature, please see
the following four figures.

The assigned Custom Fields will appear in the Web Client as they are ordered in the list. You can
rearrange the list by selecting an item and clicking the Move upwards or Move downwards button. To
remove assigned Custom Fields, select them and click the Unassign button.

Click OK afterwards to store your entries and to close the window.
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Figure 12: Example for optimization of ACF layout, 1
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Figure 13: Example for optimization of ACF layout, 2
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Figure 14: Example for optimization of ACF layout, 3
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Figure 15: Example for optimization of ACF layout, 4
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C.1.4.4 Edit an Activity Control Form

If you want to edit an ACF, select it in the list and click the Edit button or just double-click the name of
the ACF. The same pop-up window as for creating an ACF will appear, where you can modify the
details. Store your changes by clicking OK.

C.1.4.5 Delete an Activity Control Form

An ACF can only be deleted if it is not assigned to a workflow activity, otherwise you get a warning stat-
ing that you can only disable this ACF (see below). In order to delete an ACF, select it in the list and
click the Delete button. If you confirm the following dialog with Yes, the ACF will be removed from the
list and the system.

C.1.4.6 Enable or Disable an Activity Control Form

If you cannot delete an ACF, or if you do not want to delete it because you might need it again, you
can disable it. To do so select the ACF and click the Deactivate button. The entry in the list is shown in
italics afterwards. A disabled ACF is not available in the Process Designer. ACFs which are in use cannot
be disabled. Just click the Activate button below the ACF list if you want to enable the form again.

C.1.4.7 Localize an Activity Control Form

By clicking the Localize button in the create or edit window you can localize name and description of
an ACF. For details, please refer to the section Localization of Objects in General, Type 1.
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C.1.5 Frequently Used Annotations

Here are some frequently used annotations on field level. You can find a complete list of group and
field annotations in Annotations.

BIOUPADIE L 111
SOMtAbe L 111
FEAAONIY 111
VST Y . 111
X Y D il 111
FEPOI A L 112
fleld IndeXed il 113
P OSSO 113
CO S P AN 113
PO S P AN 113
Ol GrOUD 113
fleldSize 114
enum field with ticket color ... . .. 114
ACCUTNACY il 114
FOTMat 114
M AXLEN G N 115
N LN G N L 115
PO UINEA 115

CM/ is a protected trademark of ConSol Consulting & Solutions Software GmbH



ConSol CM Administrator Manual (Version 6.10.5.3) - C - Ticket Data Model and 111
GUI Design Section

groupable
o type: cmweb-common
o description: Enables grouping in the ticket list.
o values:
o true: Used only with enum data fields. Remove the annotation if you want to disable
grouping.
sortable
o type: cmweb-common
o description: Used to enable sorting of the ticket list.
o values:

o true: Used for data fields of type date or of type enum. Remove the annotation if you
want to disable sorting.
For enum fields: Works only if order index is set for all values of the enum field.

readonly
o type: common
o description: Used to indicate that the Custom Field cannot be modified.
o values:

o true/false: Field is read-only if value is set to true. Lack of value, or any value except
false, is treated as true.

visibility
o type:common
o description: Defines when the field is visible.
o values:
o edit: Field will be displayed in edit mode.
o view: Field will be displayed in view mode.
e none: Field is not visible.

o Ifany other, or no value, is set then the field will always be visible.

text-type
o type: component-type

o description: Defines the possible types of a string field.
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o values:
o text (default): Single-line input field
o textarea: Multi-line input field

e password: Input field for passwords.
Password will be displayed as ******* in view mode.

o label: Input will be displayed as a label, i.e., the field is displayed only, no input is pos-
sible.

o url: Input will be displayed as a hyperlink in view mode. String has to match a specific
URL pattern:
"A((2:mailto\: | (?:(?:ht | tps?)\://)1\S+)(?: (2:\] )?(.*))?S"
Example: "http://consol.de ConSol"

o file-url: Input will be displayed as a link to a file on the file system. The web browser has
to allow/support those links! See section Details about String Fields: Use Annotations to
Fine-Tune Strings on how to achieve this. The link will also be displayed as tooltip.

The URL s correctly formed if the following conditions are met:
It starts with file: followed by regular slashes:

o threeslashes “///” for files on the same computer as the browser (alternatively
“//localhost/”) or

o two slashes followed by the server name followed by another slash for files on file
servers accessible from the computer running the browser.

These are followed by the full path to the file ending with the file name. The path on
Microsoft Windows systems is also written with forward slashes instead of backslashes.
The drive letter of a local path on Microsoft Windows systems is noted as usual, for
example C:. Paths with spaces and special characters like “{, }, #, #, ?” need to be percent
encoded (“%20” for a space for example) for Microsoft Windows systems.

Example URLs:

o file://file-server/path/to/my/file.ext
o file:///linux/local/file.pdf
o file:///C:/Users/myuser/localfile.doc

reportable
o type: dwh
o description: Indicates that the field is reportable and that it should be transferred to the DWH.
o values:

o true/false: Field is reportable if value is set to true.
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field indexed
o type:indexing

o description: Indicates that a database index will be created for this field. If it should be possible
to sort result tables (in the Web Client) according to a column (by clicking on the column
header), the respective field has to be indexed!

o values:
o transitive (default): All data is displayed (ticket data, customer data and resource data).

e unit: Used for customer data. Only the unit and the parent unit (i.e., company) is given
as a search result, no tickets are provided.

o local: Used for customer data. Only the unit is given as a search result, no company and
no tickets are displayed.

e notindexed: Field is not indexed.

position
o type: layout

o description: Defines the position of a field within a grid layout or defines the position of a field
within a list (struct).

o values:

e <number>;<number>: Values define row and column (row;column), numbering starts at
0;0. If no values are set, the data field will take the next free grid cell.

o 0;<number>: Only the column value is used, the row value is ignored.

colspan
o type: layout
o description: Defines how many columns are reserved for the field in the layout.
o values:

o <number>: Number of columns.

rowspan
o type: layout
o description: Indicates how many rows within the layout are occupied by this field.
o values:

o <number>: Number of rows.

field-group
o type: layout

o description: Allows grouping of fields in view mode. Annotation is ignored in edit mode.
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o values:

o <string>: To group fields the same string value has to be set in the annotation of each
field. Two or more data fields are bound when they share the same value for this annota-
tion. The group of coupled data fields is shown only if all of them have values set.

fieldsize
o type: layout
o description: Displayed field size within ticket layout.
o values:

o <rows>;<cols>: Displayed field size.
Format for string fields and number fields: n indicates the number of characters, for
string fields this is the number of monospaced capital M characters.
Format for textarea: rows;cols (corresponds to <textarea rows="" cols="">).
Enums are displayed as a choice box with n elements, instead of a drop-down. Format
for enums: n.
Note: this is only a layout configuration, for validation use maxlength of type group val-
idation.

e <number>: For enum data fields. Defines how many values are directly visible in the list
box. Used only for layout purposes.
enum field with ticket color
o type: ticket display
o description: Defines the background color of the ticket icon for ticket list and ticket.
o values:
o true/false: The field has to exist within Enum Administration where lists, values, and col-
ors are defined.
accuracy
o type: validation
o description: For data fields, to define the level of detail displayed
o values:
o date (default): Show date without time.
o date-time: Show date with time.

o only-time: Show only time, no date.

format
o type: validation

o description: Used for validating the format of date fields.
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o values:

o <date format>: The pattern for the date is based on SimpleDateFormat, e.g.,
dd.MM.yyyy.
Remember to set the proper colspan when including hours/minutes in the format. See

http://docs.oracle.com/javase/6/docs/api/java/text/SimpleDateFormat.html for the
format reference.

maxLength
o type: validation

o description: Defines the maximum length of input for string data fields.

o values:

e <number>: May be used with string data fields.

minLength
o type: validation

o description: Defines the minimum length of input for string data fields.

o values:

e <number>: May be used with string data fields.

required
o type: validation
o description: Indicates that this is a required field.

o values:

o true/false: Field is required if value is set to true. The user cannot save the ticket
without having entered a value in a required field. In the Web Client, required fields are
marked by a red asterisk.
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C.2 Managing Sorted Lists: Enum Administration

This chapter discusses the following:
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C.2.1 Introduction

Enums, also called sorted lists, are lists with predefined list values. You define an enum in the nav-
igation item Enums from the navigation group Tickets. Enums are defined once and can be used in sev-
eral places:

o as a selection list (in drop-down menus) for Custom Fields, Data Object Group Fields, or
Resource Fields of type enum

o as hierarchical lists for Custom Fields, Data Object Group Fields, or Resource Fields of type MLA
field (Multi Level Attributes, see section MLA Administration)

o as dependent enums, i.e., as enums that form a hierarchy, a data construct implemented by
Scripts of Type Dependent Enum

You only define the lists, i.e., the structures with various list values, in the enum admin-
istration. To display the enum in the Web Client (as Custom Field values, Data Object
Group Field values, or Resource Field values), you have to complete one of the following
steps:

o Create a Custom Field of type enum and assign the respective enum there.

o Create a Data Object Group Field of type enum and assign the respective enum
there.

o Create a Resource Field of type enum and assign the respective enum there.

o Create an MLA which is linked automatically as Custom Field to the Custom Field
Group, as Data Object Group Field to the Data Object Group, or as Resource Field
to the Resource Field Group that has been indicated during MLA set-up.

o Create a dependent enum script and assign it to a Custom Field Group, Data
Object Group, or Resource Field Group.

Examples:

Alist of country names (Germany, Italy, France, etc.) is used in the Data Object Group Field Country
belonging to an address data set. The same list can also be used in the ticket data Custom Field
Machine location and in other data fields. Priority lists (high, normal, low, etc.) are other typical
examples.

Depending on the value of the enum-type annotation, an enum field is displayed in the Web Client as
follows:

o drop-down menu
enum-type not set or enum-type = select

o radio buttons
enum-type = radio

o self-completing (autocomplete) list
enum-type = autocomplete

If the annotation enum-type is not set, a drop-down menu is displayed by default (see example in the
picture below).
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Figure 16: ConSol CM Web Client - Enum for Priority (localized enum values displayed as list items)
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C.2.2 Enum Administration Using the Admin Tool

Enums are organized in three levels:

o Type
The type helps to organize your lists within the Admin Tool. Its name is never displayed in the
Web Client and does not have any other implications.

o Group
The group represents a group of enum values, i.e., the list.

o Value
The value represents one value within a list.
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Figure 17: ConSol CM Admin Tool - Enum administration

C.2.2.1 Enum Types

Create an Enum Type

To create a new enum type just click the Add buttonbelow the list in the Type area on the left of the
window. The following pop-up window appears.
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Figure 18: ConSol CM Admin Tool - Enum administration: Create an enum type

e Name:
Enter a name for the new enum type. The name must be unique.

o Localized values:
Enter the corresponding type name in the Value field for each additional language. For details,
please refer to the section Localization of Objects in General, Type 2.

Click OK to create the enum type and to close the window.

Edit an Enum Type

If you want to edit an enum type, select it in the list and click the Edit button. The same window as
described above for creating an enum type will appear. You can modify all fields and save your
changes by clicking OK.
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Delete an Enum Type

An enum type can only be deleted if there are no enum groups for it anymore. Either you have to
delete all groups belonging to this type first or you have to assign them to another type. In order to
delete an enum type, select it in the list and click the Delete button. If you confirm the following dialog
with Yes, the type will be removed from the list and the system.

Enable or Disable an Enum Type

If you do not want to delete an enum type because you might need it again, you can disable it. To do
so select the type and click the Deactivate button. The entry in the list is shown in italics afterwards.
Just click the Activate button below the type list, if you want to enable the type again.

C.2.2.2 Enum Groups

Create an Enum Group

An enum group represents a list, i.e., the enum group is a collection of list (enum) values. All groups of
an enum type (i.e., all lists which belong to this type) are created and managed in the middle part of
the Enum Administration window. To create a new enum group select the desired type on the left,
then click the Add button below the Group area. The following pop-up window appears:

& Edit enum group ﬂ

Edit enum group
1 Please edit the enum group.

Enum Group Details
Name: qualification
. . Type: priority
Tick if the enum should ; :
be available as "enum Order by: user-defined v
parameter” in the Text emplate Enabled: [ ]

Template Manager

Localized values

Locale Value
Deutsch qualification
il il a d qud4d Caao

Polnisch

o (o]

Figure 19: ConSol CM Admin Tool - Enum administration: Create an enum group

e Name:
Enter a name for the enum group. The name must be unique.
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o Type:
This field shows the selected enum type for the group. You can also choose any other type
from the selection list, e.g., if you want to assign the group to a different type.

o Order by:
Here you can define the way the values of a group shall be ordered:

« user-defined
You can specify the sort order by means of arrow icons below the value list.

e name
The values will be ordered alphabetically.

o Template Enabled
When this value is set to true (checkbox ticked), the enum is offered as enum parameter in the
Text Template Manager. This is the only module where this value is relevant. If you do not
know what to do with the checkbox, leave it empty. Please see section The ConSol CM Text
Template Manager, String and Enum Parameters.

o Localized values:
Enter the corresponding group name in the Value field for each additional language. For
details, please refer to the section Localization of Objects in General, Type 2.

Click OK to create the enum group and to close the window.

Edit an Enum Group

If you want to edit an enum group, select it in the list and click the Edit button. The same window as
described above for creating an enum group will appear. You can modify all fields and save your
changes by clicking OK.

Delete an Enum Group

An enum group can only be deleted if it is not used in a ticket or an MLA. In order to delete a group,
select it in the list and click the Delete button. If you confirm the following dialog with Yes, the group
will be removed from the list and the system.

Enable or Disable an Enum Group

An enum group cannot be disabled if it is still used in an MLA.

If you cannot delete an enum group or if you do not want to delete it, because you might need it
again, you can disable it. To do so select the group and click the Deactivate button. The entry in the
list is shown in italics afterwards. Just click the Activate button below the group list, if you want to
enable the group again.

C.2.2.3 Enum Values

Create an Enum Value

The individual values of an enum group (i.e., the list values) are created in the right part of the win-
dow. Select the desired group and click the Add button below the Value area. The following pop-up
window appears.
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" =

E Create enum value

Create enum value
1 Please fillin the required fields.

Enum Value Details
Mame: |printer
Localized values

Locale Value
Enalish{default) printer
German Drucker

Save and next ] [ oK ] [ Cancel

Figure 20: ConSol CM Admin Tool - Enum administration: Create an enum value

e Name:
Enter a value which will be displayed in the sorted list on the Web Client.

o Localized values:
Enter the corresponding value name in the Value field for each available language. For details,
please refer to the section Localization of Objects in General, Type 2.

Click Save and next if you want to continue to create values for this enum group. To finish the cre-
ation of the list click OK.

Edit an Enum Value

If you want to edit an enum value, select it in the list and click the Edit button. A pop-up window will
appear where you can modify the name and the localized values. Click OK to save your changes.
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Set a Background Color

You can assign a color to a selected enum value by clicking the Color button. This can be used, for
example, for priorities. The priority of a ticket in the Web Client can be recognized immediately by the
background color of the ticket icon. This will be effective when the respective annotation is set, see
the following info box.

Please note that only one enum can determine the color of the ticket icon for a queue.
You have to assign the annotation enum field with ticket color to the respective Custom
Field of type enum in the Custom Field Administration (Setting Up the Ticket Data
Model). For example, you can use the Custom Field priority to determine the ticket icon
color in the helpdesk queue and the Custom Field (enum) likelihood of closing a dealin
the sales queue.

The pop-up window contains a range of colors from which you can choose the desired background
color. Click the desired color to set it for the marked list value. You can check the selected color in the
Preview area. Click OK to save your choice. Click Reset if you want to restore the last saved color.

Choose background color

N N N I I I I I ] ] ]
ENNNEENEEEEEEEEEEEN
AN SN EEEEEEN
ENEEENNNEEEEEEEEEN

Prewview

ﬂ.l
Lok |[ Cancel ][ R.eset]

Figure 21: ConSol CM Admin Tool - Enum administration: Set a background color

Delete an Enum Value

An enum value can only be deleted if it is not used in an MLA. To delete a value, select it in the list and
click the Delete button. If you confirm the following dialog with Yes, the value will be removed from
the list and the system.

Before you delete an enum value, make sure there are no references to it in workflow
scripts! This is not checked in the Admin Tool!
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Change the Order of the Value List

If you have chosen user-defined in the Order by field of an enum group, you can arrange the enum val-
ues by using the arrow icons below the list. Click the Move upwards button to move the selected
value one line up resp. click the Move downwards button to move it one line down. If you change the
value for Order by from user-defined to name, the enum values will automatically be ordered by

name in alphabetical order.

Enable or Disable an Enum Value

An enum value cannot be disabled if it is still used in an MLA.

If you do not want to delete an enum value because you might need it again, you can disable it. To do
so, select the value and click the Deactivate button. The entry in the list is shown in italics afterwards
and the value is not available in the Web Client any longer. Just click the Activate button below the
value list if you want to enable the value again.

C.2.2.4 Placing an Enum in the Data Model

Enums can be used in Custom Fields (i.e. for ticket data), Data Object Group Fields (i.e. for customer
data) and Resource Fields (i.e. for resource data). The example below shows an enum for ticket data.

Enums for Ticket Data

In order to place an enum in the ticket data model, i.e., to make it available in queues and visible in
the Web Client, a Custom Field of type enum has to be defined. Please see section Custom Field
Administration (Setting Up the Ticket Data Model) for a detailed explanation of the work with Custom
Fields.

Enums for Customer Data

In order to place an enum in the customer data model, i.e., to make it available for company or con-
tact data in the Web Client, a Data Object Group Field of type enum has to be defined. Please see sec-
tion Data Object Group Field Management and GUI Design for Customer Data for a detailed
explanation of the work with Data Object Group Fields.

Enums for Resource Data

In order to place an enum in the resource data model, i.e., to make it available in resources in the
Web Client, a Resource Field of type enum has to be defined. Please see section CM.Resource Pool -
Setting Up the Basic Resource Model for a detailed explanation of the work with Resource Fields.
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|Polish | | | | |Polish [ |
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Figure 22: ConSol CM Admin Tool - Definition of a Custom Field of type enum
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C.3 MLA Administration

This chapter discusses the following:
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C.3.1 Introduction

MLA is the abbreviation for Multi Level Attribute. An MLA is used to represent a hierarchical data set
and consists of several lists which form a tree structure. Each item of a list can lead to a list of the next

level with the item name being the name of the subordinate list. An MLA can be used for ticket data,
customer data or resource data.

MLAsS are composed of several sorted lists (enums)

list 3
tem 1
*ltem 2
/ + ltem 3
list 2 ligt 2
+ Item 1 i ALEm
«ltem 2 list 5 * ltem 2™~
list 1 +ltem 3 * Item 1 + ltem 3 \*t 4
+ ltem 2 ) /
* ltem 1 . ltem 3 list 1 +ltem 1
* [tem 2 « ltem 1 +ltem 2
+ltem 3 + ltem 3
) * ltem 2 ~
list 4 < ltem 3
+ tem 1
+ Item 2 b
. »ltem 3 list 5
list 3 ) + Item 1
+ ltem 1 list 6 + ltem 2 5 list 6
v ltem 2 «ltem 1 sltem 3—" | . Item 1
+ltem 3 * Item 2 * Item 2
= ltem 3 * Item 3
Sorted lists MLA

Figure 23: ConSol CM Admin Tool - MLA construction principle

Example:

For quality management you need to specify hardware or software products in a ticket. For this pur-
pose you can create an MLA with the name QA_MLA. The next step will be to create the first level with
the items Hardware and Software. For each item of a level you can create further levels, e.g. Graphics
Card, Monitor, and Motherboard for item Hardware and so on. The picture below shows such an
MLA in the Web Client.
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Ticket

L |Adding attachments is possible for worker which has got only "Read :

SuP-32 Jueue | HelpDesk 1st L | Assigned to [
Priority | low El Module | AdminTool El
Reaction time | 7/1/11 [C] sk for feedback
P v Software | Operating systems. «
0A Mia 5]
0A List || Hardware » » Office b+ Windows XP -
Software » Operating systems 3 Windows Vista [
Windows 7 [ |
<l Windows 8 [
Suse Linux 10
oK Canc Suse Linux 11
- ~ Fedora 12 -
[TI=I[E customers OK || Ccancel

Rlnin mesmdrrm

Figure 24: ConSol CM Web Client - MLA for hardware and software selection

The sorted lists (enums) for each level of an MLA ...

129

Accept | Clone | Print | Display +

Add | Hide |.

e can be created within the Managing Sorted Lists: Enum Administration and are only referenced

when a new MLA level is defined.

o can be completely created within the MLA administration during the set-up of a new MLA.
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C.3.2 MLA Administration Using the Admin Tool

Select the display language (values List of all available MLAs Enums values for several
can be localized, localized values are levels of the MLA

displayed) \ / \ \
/ \ cla

itome - [P 7 . |
¥ Access and Roles (%) Select language: / \
= Lists ) MLA Definitions 4 Level 1 - support_categories Level 2 - hardware_categoried [Level 3- printers_leveta, _
i
W, Erums Localized Name Localized Name « Localized Name . Localized Name .
SLAS(HP_Printer_Fields_basic) ardwa B3 |computer Large printers >
45 Company Type(ResellerCompanyData) » | [software > B Flotters >
~ atego tandard, Y fother Monitor Medium printers >
=) Tickets ¥) (CustomerServiceLevel{serviceDesk_fields) Input devices Custom printers »
= A_MLA(serviceDesk_ficlds; >
& Customers ¥ (08 MLAC felds)
Resources (%)
5 Global Configuration (¥)
@ patawarehouse (%)
i services (%)
% E-Mail ¥
" System ¥)

5 [CM_Administration]

Create ... EJi't ... Delete ...  Activate ... Deactivate ... Create a new list value on Edit... Delete... Activate... Deactivate ...
this level (only available
an MLA an MLA during MLA creation) the selected list value

Figure 25: ConSol CM Admin Tool - MLA administration

All entries are shown with their localized names (i.e., how they are displayed on the Web Client) in the
selected language. You can change the display language of this page by choosing a different locale in
the Select language field above the list.

C.3.2.1 Create an MLA

To create an MLA click the Add button below the MLA list in the bottom left corner of the page. The fol-
lowing pop-up window appears.
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)
¢ MLA Definition Form |

MLA Definition Form
i Please fill in the required filds.

MLA definition details

Mame: |(QA_MLA
Type: |Ticket -

I Group: |serviceDesk_fields -

Localized values

Locale Value

Englisch(default) QA_MLA
Polnisch

ok || Cancel

5 4

Figure 26: ConSol CM Admin Tool - MLA administration: Create an MLA

« Name:
Enter a name for the new MLA. The name must be unique.

o Type:

o Ticket
MLA will be used in ticket data, i.e., in a Custom Field.

o Data object
MLA will be used in customer data, i.e., in a Data Object Group Field.

e« Resource
MLA will be used in resource data, i.e., in a Resource Field.

« Group:
Choose the required Custom Field Group (ticket data), Data Object Group (customer data) or
Resource Field Group (resource data) in the list box. For the new MLA a Custom Field, Data
Object Group Field or Resource Field of type MLA field will be created automatically in this
group. This is necessary to display the MLA in the Web Client. The Custom Field, Data Object
Group Field or Resource Field can be annotated as described in sections Custom Field Admin-
istration (Setting Up the Ticket Data Model), Data Object Group Field Management and GUI
Design for Customer Data, and CM.Resource Pool - Setting Up the Basic Resource Model.
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o Localized values:

Enter the corresponding MLA name in the Value field for each additional language. For details,
please refer to section Localization of Objects in General, Type 2.

Click OK to save the details of the new MLA.

You can also create the Custom Field, Data Object Group Field, or Resource Field for the
MLA first. In this case you will find the localized name of the Custom Field, Data Object
Group Field, or Resource Field already in the list of available MLAs.

Create an MLA Level

Having created a name and a Custom Field, Data Object Group Field, or Resource Field for the MLA
you can go on with the definition of levels. Select the MLA in the list and click the Add button below
Level 1. You will get the Enum level form where you can specify an enum for this level.

This menu is only available during the process of creating a new MLA, not when editing an existing
MLA.

E Enum level form @

Enum level form
i Choose enum group to assign.

WA MLA Create, edit, delete
i - - L~ an enum type
Tree path of this level Seecterum tpe [category @ T typ

s

-

(]
Select enum group [support_mhegories - a bl e ____Creale. Edil, delete

: an enum group
Type, group, and w_—a.ﬁnums m
values of the enum — ardwa \Creale, odit, delete

for this level gafinare enum values

’ oK H Cancel ]

Figure 27: ConSol CM Admin Tool - MLA administration: Create an MLA level

o Tree path:

This field shows the tree path of the new MLA level. Thus you can always see the position of the
level within the MLA. The field is read-only.

o Select enum type:
Choose an enum type from the list to use the corresponding enum groups (which have been
created in enum administration first) or create a new enum type directly here in the MLA admin-
istration. The new type will also be visible in enum administration afterwards.
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o Select enum group:
Choose the desired enum group for this level from the lists in enum administration which are
located within the selected type. If you have created a new enum type in the previous step,
you also have to create a new enum group. The new enum group will also be visible in enum
administration afterwards.

o Enum values
These are the list values of the new level which will be displayed in the Web Client. You can
either take the list as-is or you can enter/add or delete values. The changes will be immediately
visible in enum administration. If you have created a new enum group, you also have to create
one or more enum values for the new group. You can either create all the enums you need
before you start to define an MLA, or create an enum during the definition of a level in the MLA
Administration by clicking the Add button next to the respective fields in the window. By click-
ing the Edit button or the Delete button, you can also edit or delete enum types, groups, and
values here, but please consider that changes will affect other MLAs using the same enum. You
cannot delete an enum if it is used in another MLA.

Click OK to create the new MLA level and to close the window.

For each value of a level you can create further levels as previously described. Just select the value in
the list and click the Add button below the next level area to the right.

If you have finished your MLA definition and see that you need an additional value for
one of the levels, you have to create that value in the respective enum group within
Managing Sorted Lists: Enum Administration.

Edit a Level Value

If you want to edit a value of the level, select it in the list and click the Edit button. You can change the
object name and the localized values but please consider that changes will affect other MLAs using the
same enum.

Delete a Level

Alevel can only be deleted if it is not used in a ticket. In order to delete it click the Delete button below
the respective level. If you confirm the following dialog with Yes, the level and all its dependent levels
will be removed from the list and the system.

Enable or Disable a Level

If you cannot delete a level, or if you do not want to delete it because you might need it again, you
can disable it. Just click the Deactivate button below the respective level. The level values (including
the values of dependent levels) are shown in italics afterwards. Click the Activate button if you want to
enable the level again.

C.3.2.2 Edit an MLA

If you want to edit an MLA, select it in the list and click the Edit button. The same window as described
above for creating an MLA will appear. You can modify all fields except the Custom Field Group, Data
Object Group, or Resource Field Group. Click OK to save your changes.
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C.3.2.3 Delete an MLA

You can only delete an MLA if it has not been used. If it has been used, you get a warning stating you
can only disable this MLA (see below). In order to delete an MLA select it in the list and click the Delete
button. If you confirm the following dialog with Yes, the MLA (and the Custom Field within Custom
Field Administration, Data Object Group Field within Customer Data Model, or Resource Field within
Resource Model) will be removed from the list and the system.

C.3.2.4 Enable or Disable an MLA

If you cannot delete an MLA, or if you do not want to delete it because you might need it again, you
can disable it. To do so select the MLA and click the Deactivate button. The entry in the list is shown in
italics afterwards. A disabled MLA will not be displayed in the Web Client. Just click the Activate button
below the MLA list if you want to enable the MLA again.
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C.4 Ticket History

This chapter discusses the following:

C.A. L INtrodUCtioON Lo L 136
C.4.2 Display Modes of Ticket History in the Web Client ... .. ... . 137
C.4.3 General Information about the Visibility of Ticket History Entries ... ... ... ... 142
C.4.4 Ticket History Storage and Transfer to the Data Warehouse (DWH) ... ... ........... 144
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C.4.1 Introduction

For each ticket, the ticket history is stored in the ConSol CM database, i.e., the entire life cycle of a
ticket can be traced. This comprises actions like workflow activities or incoming e-mails as well as auto-
matic and system actions like the change of the responsible engineer or to check if a time-based trig-
ger has to fire. For those of you familiar with ConSol CM version 5: this is the equivalent to the ticket
protocol.

The ticket history is displayed in the History section on the ticket page.

History Comment | E-Mail = Attachment | Time booking | A

Display communication ~ Sorting latest first ~

|Add comment, e-mai or attachment

11/25/15 16:48 #23 created by admin | Action
.?| default class

Customer called.

7/29/15 15:30 #20 changed by Susan ServiceDesk

= || Attachment ResourcePool_Overview.png [} + added

7/28/15 15:29 #18 changed by Susan ServiceDesk
= || Attachment CM6-Release-Notes-6.9.1.docx [[f] ~ added

7/28/15 15:27 #16 changed by Susan ServiceDesk
= || Attachment CM6-Release-Notes-6.10.2.pdf [ff] ~ added

= || Attachment CM6-Release-Notes-6.10.1.pdf [ff] + added

Figure 28: ConSol CM Web Client: History section

In case the DWH is in use (see section Data Warehouse (DWH) Management), you can configure if the
history data should be transferred to the DWH, see section Ticket History Storage and Transfer to the
Data Warehouse (DWH)on this page.
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C.4.2 Display Modes of Ticket History in the Web Client

The display mode for the ticket history can be configured on the navigation item History in the nav-
igation group Tickets. On this item you can configure the visibility level for each action or event that
has taken place concerning a ticket. The entries of the indicated type(s) will be visible in the ticket his-
tory if the user has selected the respective visibility level. This is of importance if the display mode Dis-
play all entries is used.

The visibility of e-mails, comments and attachments (i.e., their visibility level and if the
text entries are displayed full or short) can be controlled by Classes of Text. The visibility
of entries with no class of text assigned to them is determined by the default class of
text (in a default installation of ConSol CM, the default class for e-mails and comments is
named default_class and the default class for attachments is named default_attach-
ment_class).

. . Configuration of the
Available action types visibility level for each

(read-only) action type

\
“cm | | \\ cHle

~ @
A Home || History
Access and Roles 'f_',' Visibility of ticket history entries
1

¥ %)
—, 1
= Lists 2 Type L Visibility .
"] Tickets é} Queue changed on every level
Custom field changed 2nd level and 3rd level
(7] Custom Fields Ticket created on every level
Subject changed only 3rd level
[ ] Customer changed 2nd level and 3rd level
—— Assigned engineer changed only 3rd level
i slEi Referenced engineer added,removed 2nd level and 3rd level
0 Search Actions Reference added /removed 2nd level and 3rd level
Attachment added 2nd level and 3rd level
g et 9) Ticket tran;ﬁarred to .ac.hult\f after workflow deployment | |only 3rd level
- Manual activity or activity with overlay executed 2nd level and 3rd level
Resources -'8/1 Activity executed after escalation on every level
= . Automatic activity executed only 3rd level
= Global Configuration ) Time booking added 2nd level and 3rd level

@ Data Warehouse
15} Services

i E-Mail

Q’ System

@ Q Q Q

5 [cM_Administration] |

Figure 29: ConSol CM Admin Tool - Configuration: Ticket history

The editing panel for the ticket history shows a list of all configured values, each with:

o Type
The type of action that has been performed.
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o Visibility
The visibility level in the Web Client. There are three levels:
o Basic (1st level)
o Extended (2nd level)
o Detail (3rd level)

The following figures show the action type time booking added configured for 2nd level and 3rd level.

©ID93 MUNGHIEND

No comment
Engineers Add | Hide ||
No relations Add | Hide |
[CIE[E History Comment | E-Mail | Attachment | Time booking | Hide

Display all entries + Sorting latest first «

|.—‘1dd commert, e-mail or attachment

29.01.14 15.49 #10 created by Charly Chef | Action «
[} This can only be fixed by instaling the patch release 47.11 ¥

01.07.11 10.18 #6 created by admin | Action

Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Aenean commodo ligula eget dolor. Aenean massa. Cum sociis natogque penatibus et magnis dis parturient montes, nascetur ridiculus

Figure 30: ConSol CM Web Client - Time booking entry not visible on 1st level
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26.11.1312.26 #9 changed by Charly Chef
= Main customer changed from Sike Kaufmann to Luke Skywalker

07.07.11 1018 #T changed by cmas:jbpm:timer
= Reaction overdue has been triggered

01.07.11 1018 #6 created by admin | Action

default class

I nrem inenm Anlnr ait amat slit fenean

limila &net dninr Aenesn mazea Com enciz nataene nenatimne &t manniz die nartrient mantes nazeatir

Figure 31: ConSol CM Web Client - Time booking entry visible on 2nd level

It is not possible to add new action types to the list. To edit the visibility for an existing entry, double-

click the visibility value you would like to modify and select the desired option from the drop-down
menu.

Activity executed after escalation on every level
Automatic activity executed only 3rd level

booking added

2nd level and 3rd level
only 3rd level

Figure 32: ConSol CM Admin Tool - Selecting the visibility level for an action type
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The next picture shows the visibility for the action type time booking added after the setting has been
modified on the navigation item History in the navigation group Tickets:

Mo comment

Engineers Add | Hide |4

No relations Add | Hide |
[ History Comment | E-Mail | Attachment | Time booking | Hide

Display all entries v Sorting latest first +

|.'—.d-:| comment, e-mail or attachment

29.01.14 16.19 #10 created by Charly Chef | Action «

D it i li A7 11 8
I = Time booking added: 1/29/14 3:48 PM Duration: 00:30 Project: Project1 (Server p ) l

01.07.11 10.18 #6 created by admin | Action -

Lorem ipsum dolor sit amet, consectetuer adipiscing elt. Aenean commodo ligula eget dolor. Aenean massa. Cum sociis natoque penatibus et magnis dis parturient montes, nascetur ridiculus
mus. Donec quam felis, ultricies nec, pellentesgue eu, pretium guis, sem. Nula conseguat massa guis enim. Donec pede justo, fringila vel, aliguet nec, vulputate eget, arcu. In enim justo,

Figure 33: ConSol CM Web Client - Time booking entry visible on 1st level

C.4.2.1 Setting the Display Mode of Specific Custom Fields
Please note that the visibility level in the history can be set
o globally, using the visibility parameter Custom field changed

o specifically for one or more Custom Fields using the annotation visibility configuration

Please note that the visibility of attachments is configured only here (Attachment
added). Text classes (see section Classes of Text) are not taken into consideration for
attachments.

In the following example, changing a Custom Field (i.e. setting a new value) will be displayed in the 2nd
and 3rd level (Extended and Detail) of the ticket history. This is the system-wide setting.
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[ )

Custom field change
Ticket created

Visibility of ticket history entries
Type Visibility
Cueue changed an every level

2nd level and 3rd level
an every level

Subject changed only 3rd level
Customer changed 2nd level and 3rd level
Assigned engineer changed only 3rd level

Referenced engineer addedfremoved

2nd level and 3rd level

Reference addedremoved

2nd level and 3rd level

Attachment added

2nd level and 3rd level

Ticket transferred to activity after workflow deployment

only 3rd level

Manual activity or activity with overlay executed

2nd level and 3rd level

Activity executed after escalation

on every level

Automatic activity executed

only 3rd level

Time booking added

2nd level and 3rd level

Figure 34: Admin Tool: Visibility configuration for Custom Field changed

For the Custom Field volume_product, the visibility configuration is set to on every level. In this way,
the change of this Custom Field would always be visible in the ticket history, no matter which visibility
level the engineer has selected (Basic, Extended, or Detail).
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Groups Fields
Filter: | | [ALI gqueues v] Filter: |

Ticket data | Activity Form data

MName Data type

Mame effort rumber
helpdesk_standard - existing_customer boolean
P || Feoi cat
conversation_data origin enum
qualification priority Enum
workaround product num
feedback = BidInitiator string
queue_fields sales_chance Enum

am_fields volume _consulting number
order_data

serviceDesk_fields

TestGroupl r

TestGroup2

ServiceDeskDismizsFields

CustomerTicketListFields

n " b

SIENEENONEN IO NEIENEEE .

Assigned annotations Assigned annotations

Mame Value Annotation group Mame Value Annotation group
reportable |true |dwh
position 30 layout

visibility configuration  on every level vigibility

Figure 35: Setting the visibility configuration for one specific Custom Field (example: volume_product)
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C.4.3 General Information about the Visibility of Ticket History Entries
There a two visibility settings for ticket history entries:

e Thechosen display mode

o The chosen visibility level (including the additional information, whether entries should be dis-
played full or short within the chosen visibility level).

There are two kinds of ticket history entries for which you can define the visibility settings:

o« Communication
Refers to comments, e-mails and attachments. Their visibility level, and whether the text
entries are displayed full or short, can be controlled by classes of text. The visibility of entries
with no class of text assigned to them is determined by the default class of text (in a default
installation of ConSol CM, the default class for e-mails and comments is named default class
and the default class for attachments is named default_attachment_class).

o Other entries
For example, entries about changes to a ticket's queue or scope, assigning and unassigning
engineers, or the execution of automatic activities. The full list of all possible types of other
entries can be found in the Admin Tool in the navigation item Ticket History, where you can
also set the visibility level for this entries.

C.4.3.1 The Display Mode

The display mode determines which kinds of ticket history entries are generally shown in the ticket his-
tory. Like the two kinds of ticket history entries (communication and other entries), there are two dis-
play modes for the ticket history:

o Display mode Display communication (shows communication entries only)

o Display mode Display all entries (shows communication and all other entries)

Display mode Display communication

Shows only comments, e-mails, and attachments (not the full attachment, but an entry that an attach-
ment has been added and a link to open the attachment). Whether a communication entry is shown,
and how much of its contents are shown, depends an the selected visibility level (including the addi-
tional information, e.g., whether entries shall be displayed in full or short forms within the chosen vis-
ibility level).

Display mode Display all entries

Shows all other entries in addition the communication entries (e.g., entries about changes to a ticket's
qgueue or scope). The full list of all possible types of other entries can be found in the Admin Tool in the
navigation item Ticket History, where you can also set the visibility level for these entries.

These other entries are visible only if the display mode Display all entries is chosen. After this require-
ment is met, the selected visibility level determines whether the different kinds of entries are shown.
In contrast to communication entries, there is no differentiation between full and short visibility for
these other entries.
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[ 7I[=I[£] History Comment | E-Mail | Attachment | Time booking | A

' Display communication - l&urting latest first «
Add comment, e-mail or attachment

6/24M15 #19 created by Suszan ServiceDesk | Action -
12:03 default class

Lerem ipsum dolor sit amet, consetetur sadipscing elitr, sed diam nonumy eirmod tempor invidunt ut

Figure 36: ConSol CM Web Client - Setting the display mode

C.4.3.2 The Visibility Level

There are three ticket history levels in the Web Client:
o Basic (1st level)
o Extended (2nd level)
o Detail (3rd level)

Visibility level for communication entries

In which visibility level (Basic, Extended or Detail) communication entries will be shown or hidden in
the ticket history is determined by classes of text. You can create and manage them in the navigation
item Classes of Text. The visibility of entries with no class of text assigned to them is determined by
the default class of text (in a default installation of ConSol CM, the default class for e-mails and com-
ments is named default_class and the default class for attachments is named default_attachment_
class).

In addition to the general visibility of a communication entry, you can also determine if an entry of
this class should be displayed in full length (full) or shortened after a certain number of characters
(short).

Visibility level for other entries

In which visibility level (Basic, Extended or Detail) other entries will be shown or hidden in the ticket his-
tory can be configured in the navigation item Ticket History. In contrast to communication entries,
there is no differentiation between full and short visibility for these other entries.

[TI[EI[E| [History Comment | E-Mail | Attachment | Time booking | A

Dizplay communication - Sorting latest first -

|.ﬁ.|:.|d comment, e-mail or attachment

6/24M5 #19 created by Susan ServiceDezk | Action -
12:03 default class

Lorem ipsum dolor =it amet, consetetur sadipscing elitr, sed diam nonumy eirmed tempor invidunt ut

Figure 37: ConSol CM Web Client - Setting the visibility level
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C.4.4 Ticket History Storage and Transfer to the Data Warehouse (DWH)

In a standard CM installation which uses the Data Warehouse, the ticket history is stored in the CM
database and transferred to the DWH.

You can use annotations to prevent the writing of the ticket history into the CM database and to pre-
vent the transfer of ticket history data to the DWH:

Available Grou Field
in CM p . Triggered behavior
. annotation | annotation
versions
6.6.0and no- no- For the Custom Field Groups or single Custom Fields with
up history history- this annotation, no history data will be written into the CM
field database. So no history data will be available at all - the dwh-

no-history annotation does not have to be set for the
respective Custom Fields or Custom Field Groups.

6.10.2 dwh-no-his- dwh-no- For the Custom Field Groups or single Custom Fields with
and up tory history-  this annotation, no history data will be transferred to the
field DWH.

Thus, if you want to see the history in the Web Client, but there are good reasons not to transfer all
the data to the DWH, use dwh-no-history and dwh-no-history-field. In case you do not want to write
history data at all, e.g., if some internal programming data is written into Custom Fields, use the no-
history and no-history-field combination. Of course you can combine the two variants and use dif-
ferent values for each field or field group.

Please note that there might have been changes concerning the history transfer configuration during
the life of a CM system. This might result in a CM database which contains (old) history data even
though, currently, the annotation no-history is set.

Please note the CM behavior during an update to versions 6.10.2 and higher:

To keep old system configurations valid, for all Custom Fields and Custom Field Groups
which are annotated with no-history-field and no-history, the new annotations dwh-no-
history-field and dwh-no-history are added automatically.
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C.5 Configuration of the Ticket List

C.5.1 Introduction

In the Web Client, the ticket list is displayed on the left hand side of the user interface. The list serves
as to-do list for the engineer.

ConSol
\o] Logged in' Susan ServiceDesk | #
| I [ tolp|
T o
- - 4 Group by: Engineer - Please order more coffeemakers
Ticket list with il e 3 | [ (ol s
(e o |

settings panel R no
@ Printer does not work A 4730114 1:00 PM
@ Customer. Mia Skydver
O 5, 53 PM
S 3114 256 Pl S

Conversations/Meetings | Orders || Open Customer Tickets on Create Date

(5 Customers (1)
Main
Mrs Daisy Duck ¥ HyCustomerGroup

Gud® Cctomer: Mia Sicyver
100254 331/14 2:24 P
Work .

No additional engineers

No relations
Customer: MillerMax Calendar
100257 4/16/14 12,09 PM
New ticket Related Resources
Module misc A PCs A Printers
PC Desktop Relation (0) 3| | HP rinter Relation (0) s
Duck
100258 4/22/14 1239 PM e
Work in progress v
Module misc Display communication ~ Sorting latest first
@ Login in ERP.System not [Add commen, e-mai or attachment
&) possil
Customer. 422141230 #1 created by admin| Action ~
100259 §2/14 336 ®) default iass

Workgroup tickets (&) tost

Unassigned tickets (67)

No attachments

Figure 38: Web Client: Ticket list

The configuration of views and the assignment of views to certaine roles define which tickets will be
displayed in the ticket list. Please see section View Administration for a detailed introduction to the
configuration of views performed by the administrator.

In the current section, you will learn how to configure the parameters which are displayed for one
ticket. A ticket in the ticket list can look different in different systems, depending on the following
parameters:

o the definition of customer templates
o theannotation of Custom Fields
o the page customization for the ticket list-specific attributes

Please see the following examples for different ticket appearances:
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@& Printer does not work

4 Customer: Mia Skydiver
o Sall© 71014 555 P01 Service Desk Ticket
Work in progress
Module Web Client

£ Senvice request #4711
o @ Customer: Katinka Konsument
—— i
102723 —omplaint
Assigned to:

Customer Service Ticket

Exception during import data
— Customer: mrs Miller -

(0351-52679-86) Supnort Ticket
o Sup-38 Assigned to: Meier, Friedrich PP
4/7/08 8:31 AM

Reaction time 8/8/09
infotext NO MORE CONTRACT

In the example displayed above, the following data is displayed:
(1) Service Desk ticket example
o Ticket subject (standard)
o Customer (formatted by customer template)
o Creation date (standard for unassigned tickets)
o Scope (formatted by page customization)
o Custom Field (here: Module, an enum; formatted by annotation)
(2) Customer Service ticket example
o Ticket subject (standard)
o Customer (formatted by customer template)
o Custom Field (here: Ticket type, an enum)
o Assigned to (standard for assigned tickets)
(3) Support ticket example
o Ticket subject (standard)
o Customer (formatted by customer template, here with phone number)
o Assigned to (standard for assigned tickets)
o Creation date
o Custom Field (here: Reaction time deadline, a DATE field)

o Custom Field (here: a String field, infotext)
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C.5.2 The Definition of Customer Templates

The appearance of customer data (e.g. name only or name and phone number) is defined by the tem-
plate which is assigned in the data object. This can be the Ticket list template or, if the Ticket list tem-
plate is not defined, the Default template. Please see sectionTemplates for Customer Data for a
detailed explanation of templates for customer data.

C.5.3 The Annotation of Custom Fields

C.5.3.1 Ticket List-Specific Annotations

There are three annotations which are specific for the display of Custom Field data in the ticket list:
o ticket-list-position
o ticket-list-colspan

o ticket-list-rowspan

ticket-list-position

This annotation can be set for Custom Fields. It defines the position of the given CF in the ticket list.
Please be aware that all fields which are annotated this way have to fit in a common matrix. The prin-
ciple is the same as for the positioning of Customer Fields on the ticket GUI, see section Custom Field
Administration (Setting Up the Ticket Data Model).

ticket-list-colspan

This annotation can be set for Custom Fields. It defines the number of columns which should be used
by the respective field.

ticket-list-rowspan

This annotation can be set for Custom Fields. It defines the number of rows which should be used by
the respective field.

C.5.3.2 General Annotations which Help Designing the Ticket List

The following annotations help designing the ticket list, but they are not ticket-list-specific, i.e. they
can be used for any other Custom Field as well.

e show-label-in-view

show-label-in-view

This annotation can be set for Custom Fields, for Data Object Groups Fields and for Resource Fields.
Regarding the ticket list configuration, only Custom Fields are relevant.

If the annotation is set to true, the label (name of the Custom Field, technical or localized) is displayed
in the view mode (here: in the ticket list). If you do not want the label to be displayed, set the value to
false.

C.5.3.3 Example

The following example shows a ticket in the ticket list, configured using several parameters.
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Subject (standard)

/ Customer (customer template uses <name firstname=>)
/. (3 Big problem with Big Data

. 40 Customer: smgfmke’n—mﬁ_______— Creation date
8/10/16 11:56 AM . S
100554, - oo progress Scope (defined using page customization)
Priority high e ~ - .
o T .\\—uustom field (with label displayed)
Mext line Important Info Custom field (rowspan = 3;
And one more line label not displayed in view mode)

Figure 39: Ticket in ticket list, formatted using several parameters

C.5.4 The Page Customization for the Ticket List-Specific Attributes

Four page customization attributes play role for configuring the appearance of a ticket in the ticket
list. They are set for the page customization type accordionTicketList.

Aol 1A Logged in: admin | #

/ welcomePaqe / ficketl ist E

= Overview

Overview
|| accordionTicketl ist |5
Vigw: Aa
Filter: All tickets -
Groun bv: Queue -

Figure 40: Page Customization for the ticket list

The following attributes can be used:
o ticketDataConfigQueueGroupingScript
o ticketDataConfigEngineerGroupingScript
o ticketDataConfigCustomGroupingScript
o ticketDataConfigNoGroupingScript

C.5.4.1 ticketDataConfigQueueGroupingScript

Defines the ticket information display when grouping by queue is selected.
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View: AM_all - | 88| |©
Filter: All tickets i
[Group by: Queue v]
Sort by: Engineer =
Mo grouping
2‘\ Cueue

HelpDesk 2nd Level (0)
Sales (0)
ServiceDesk (0)

ServiceDeskSpecialTasks (0)
Figure 41: Ticket list grouped by queue

C.5.4.2 ticketDataConfigengineerGroupingScript

Defines the ticket information display when grouping by engineer is selected.

C.5.4.3 ticketDataConfigCustomGroupingScript

Defines the ticket information display when grouping by a Custom Field is selected.

C.5.4.4 ticketDataConfigNoGroupingScript

Defines the ticket information display when no grouping criterion is selected.

C.5.4.5 Formatting Principle and Syntax
The formatting principle and syntax are identical for all four attributes.

The configuration String can contain 2048 characters. In case you have to use a longer construct, use
an Admin Tool script (of type page customization).

|kl globalSearchkield -

[l welcomePage

ticketDataConfigCustomGrouping Controls settings when grouping by an enum CF is selected [ALL_VIEWS_DEFAULT: [DE| (java.lang.String) (+) (-} "

|
[ALL VIEWS DEFAULT: [MINE: [CUSTOMER, A L [ welcomePage
CREATTON_DATE]], [GROUE: [CUSTOMER, — .

PATEll, [ ! L [l ticketList

ENGINEER, CREATION_DATE]], [UNASSIGNED: -
[CUSTOMER, [ generalFeedback
ticketDataConfigEngineerGrouping Controls settings when grouping by engineer is selected CREATION_DATE] ], Service! Deskall: [ L %] welcomePage
DEFAULT: [CUSTCMER, CREATION DATE, v | widgetsGrid
SCOPE]], [ UNASSIGNED: [CUSTOMER, L

[ welcomePage
(java.lang.string) (+) (-} e

Figure 42: Page Customization attributes for accordionTickelist (two examples displayed)
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To define the ticket list display with page customization (for the attributes mentioned above...), a hier-
archical configuration is used.

The first level is represented by the view definition, e.g. ALL_VIEWS_DEFAULT or a view name lik, e.g.,
2nd_Level_View_Open.

On the second level, you can define for which subset the parameter should be displayed. For engineer
grouping, this could be, e.g. MINE/ GROUP/ UNASSIGNED, for custom-defined grouping, this could be
e.g., DEFAULT and helpdesk_standard.module.misc.

The third level is represented by the parameters to display. This can be CUSTOMER/ SCOPE/
ENGINEER/ CREATION_DATE/ QUEUE

Please see the following example (for an engineer-specific grouping) for a first impression. To improve
readability, we have inserted line breaks. In CM, please do not set any line break in the statement.

[ALL VIEWS DEFAULT:

[MINE: [CUSTOMER, CREATION DATE]],

[GROUP: [CUSTOMER, ENGINEER, CREATION DATE]],
[UNASSIGNED: [CUSTOMER, CREATION DATE]],
ServiceDeskAll:

[ DEFAULT: [CUSTOMER, CREATION DATE, SCOPE]],
[ UNASSIGNED: [CUSTOMER, CREATION DATE]]]

The meaning of the template above:

For all views, it is set that the engineer's assigned tickets contain customer and creation date, that the
group tickets contain customer, the assigned engineer and the creation date, and the unassigned tick-
ets contain customer and creation date. For tickets in the queue ServiceDesk, a specific configuration
is provided: for all types of tickets (i.e. tickets assigned to the engineer and group tickets), the cus-
tomer data, creation date and scope should be displayed. For unassigned tickets, only customer data
and creation date are displayed.

The ticket list, in the example, is displayed as shown in the following two figures.
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View:

—
sup-2

SUP-69

(O

100364

—

100362

Figure 43: Ticket list for view HelpDesk 1st Level, defined by ALL_VIEWS DEFAULT

15t Level Open tickets -

No permission granted
Customer: Werner Buhrien
5/15/08 3:58 PM

Module Web Client

AT: Incorrect labels in view
wizard

Customer: Mia Skydiver
2127108 3:05 PM

Module AdminTool

Printer does not print

Customer: Skywalker L uke
21816 T7-44 AM

Printer does not print properly

Customer: Katjal Doku
32216 4:63 PM

Workgroup tickets (20)

Unassigned tickets (77)

g8 | O

151
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View: SenviceDeskAll - | |SE|| O

Lluality A
Module AdminTool

.g. No permission granted

— Customer: Werner Buhrien
I|' -
SUP2 o 15.-’_[]8 3:58 PM
Quali
Viodule Web Client 1

0 Printer does not work

@ Customer: Mia Skydiver
19/ -
u1{}[}245 31914 2:558 PM

Worlk in progress
Module YWeb Client

User cannot activate product
. ' key

Customer: Mia Skydiver
100254 3131114 2:24 PM

Worlk in progress

Module misc

(} SOP neu definieren?
Customer: Minnie Mouse
33114 2:42 PM
Mew ticket
Module misc

100255

GUI Design Section

Figure 44: Ticket list for view ServiceDeskAll, defined view-specific, scope displayed for the engineer's

tickets

Available parameters:
For views:
e ALL_VIEWS_DEFAULT
o <technical view name>
For subgroups:
e In Engineer grouping:
o DEFAULT
o MINE
o UNASSIGNED
o GROUP
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o Inallgroupings:
o CUSTOMER
o CREATION_DATE
o SCOPE
Restore default setting for a configuration:
o DEFAULT_CONFIGURATION_SCRIPT

For the different customization attributes there are specific keywords to identify the subgroups
provided by this grouping field:

o Queues (ticketDataConfigQueueGroupingScript):
Every queue is identified by the technical queue name like Sales or ServiceDesk.

o Engineers (ticketDataConfigEngineerGroupingScript):
Keywords MINE, GROUP, UNASSIGNED are used for the engineer’s tickets, the workgroup and
unassigned tickets, respectively.

o Custom Fields (ticketDataConfigCustomGroupingScript):
Configured ENUM Custom Fields are identified by the combination of group and value names
like enum_group_name.enum_value_name, for example helpdesk_priority.urgent.

o No grouping (ticketDataConfigNoGroupingScript):
This setting offers no sub-groups, thus there are no corresponding identifiers.

Basic ticket information fields are identified by the following keywords (which are self-explanatory):
o CREATION_DATE
e QUEUE
e SCOPE
o« ENGINEER
o CUSTOMER

C.5.4.6 Default Settings

If no values are changed, or if the default configuration is restored (using the parameter DEFAULT _
CONFIGURATION_SCRIPT), the following values are set:
o Queues (ticketDataConfigQueueGrouping):
[ ALL VIEWS DEFAULT: [ DEFAULT: [CUSTOMER, CREATION DATE] ] ]

o Engineers (ticketDataConfigEngineerGrouping)

[ ALL VIEWS DEFAULT: [ MINE: [CUSTOMER, CREATION DATE ] 1,
[ GROUP: [CUSTOMER, ENGINEER, CREATION DATE] 1,
[ UNASSIGNED: [CUSTOMER, CREATION DATE ] 1 ]

o Custom Fields (ticketDataConfigCustomGrouping):
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[ ALL VIEWS DEFAULT: [ DEFAULT: [CUSTOMER, CREATION DATE] ] ]

o No grouping (ticketDataConfigNoGrouping):

[ ALL VIEWS DEFAULT: [ DEFAULT: [CUSTOMER, CREATION DATE] ] ]

C.5.4.7 Configuring Page Customization for the Ticket List using a script

As for all page customization attributes, instead of setting the values for each single attribute using
the Web Client, you can set the required attributes using an Admin Tool script. For a detailed explan-
ation, please refer to the section about Page Customization.

{ ticketEditPage f ticketl ist

| accordionTicketl ist

Viewr: Semiceeskall - | |Z§||O

Filtery Edit elements of this kind | .

Group by: Engineer -

Sort by: Desired deadline - d
Own tickets (3)

Workgroup tickets (46)

[ Create a new ticket in cm
N doku 3
‘—‘(} Customer: — unknown —

100183 45/47/14 934 AM

Figure 45: Page Customization for the ticket list in the Web Client

Eccordicnickeltss e csoiioceetl s Biatomizaiicn [ configuration script: |viewSpecificTicketListConfig.¢ lun with admin privileges:

type dassName

Customization of accordion ticket list, context={}

Figure 46: Configuring a script for the Page Customization for the ticket list

The attributes for the ticket list have to be be set using a script for the type accordionTicketList. The
script can either return only one of the attributes for the type or more, or even values for all attrib-
utes. The following example shows a script which returns values for the two attributes tick-
etDataConfigNoGrouping and ticketDataConfigQueueGrouping.
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return [ticketDataConfigNoGrouping: "[ALL VIEWS DEFAULT: [DEFAULT: [CUSTOMER,
CREATION DATE]], MultiCGView: [DEFAULT: [ENGINEER]], 1lst Level View Open:
[DEFAULT: [SCOPE]]]",ticketDataConfigQueueGrouping: " [ALL VIEWS DEFAULT: [DEFAULT:
[CUSTOMER, CREATION DATE, ENGINEER, ENGINEER] ], [HelpDeSk_lst_Level: [CUSTOMER,
SCOPE, CREATION DATE, QUEUE] ], [HelpDeSk_an_Level: [CUSTOMER, QUEUE, SCOPE,
CREATION DATE]]]"]

Code example 1: Example script for ticket list configuration (viewSpecificTicketListConfig.groovy)

The following ticket list configurations will be displayed in the Web Client, see following figure.

View: 1st Level Open tickets - |88 © View: 1stLevel Open tickets - |88/ O
Filter: All tickets - Filter: All tickets w
Groupby: [ No grouping -] Groupby: [ Queue |

Sort by: Priority - v Sort by: Priority » v

AccountManagement (0)

~ Qualify A FAQs_active (0)
8/
SUP.83 Reaction time 8/8/09
@ Correct app-admin-tool GUI E Hé\ﬁtﬁésk];{ Level N
tests Reaction time 8/8/09
Qualify
SUP-35 Reaction time 8/8/09 @ Adding attachments is
possible for worker which...
& "Wanichinn” Inralac Customer- Mr Mustermann -
SUP-32 1040.93679-227)
Qualify
4/14/08 1:43 PM
HelpDesk 1st Level
Reaction time 8/8/09
No grouping. HelpDesk_1st_Level: Queue grouping. HelpDesk_1st_Level:
DEFAULT: SCOPE CUSTOMER, SCOPE, CREATION_DATE, QUEUE
(Reaction time stems from annotation!) displayed

(Reaction time stems from annotation!)

Figure 47: Parts of two ticket lists according to the configuration in the example script
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C.6 Configuration of the Web Client Dashboard

Starting with version 6.9.4, the ConSol CM Web Client provides a dashboard for engineers, displayed
on the Web Client Overview page. On the dashboard you can display statistical values that show
important information about the work areas of your engineers.

The dashboard is composed of one or more so-called widgets. In its default configuration, the dash-
board contains only one widget which displays a graphic with the number of tickets in all groups of
the selected view. Dashboards can contain interactive elements, e.g., to show or hide elements of the
graphic. However, persistent engineer-specific (personal) adaption is not possible.

After an update from a previous version to CM version 6.9.4 and up, the Web Client
Dashboard will be disabled.

In a new installation CM 6.9.4 or higher, the Web Client Dashboard will be enabled by
default. A default dashboard configuration is provided (see example below).

ConSol

CMO Logged in: Susan ServiceDesk [ ¥ ™ &/“\’
\

| e [o

Overview Workspace

ServiceDeskAll

) Printer still does not work

(9 Customer: Luigi Arcan &0
Web Client

1o Assigned to: ServiceDesk, Susan Favorites

=) Service request #4711 i OpenTicke(sAUSTR
- FO Customer Amald Schwarzeneqger | _
Web Client b a0

100314 Assignedto: ServiceDesk, Susan

Service request ...

€) Loain not possible
8 Customer:
uﬂ]ﬂz‘]ﬁ Assigned to: ServiceDesk, Susan

) Question about last invoice
£ Customer: MyNewSpaceCompany
il
100307 10
Assignedto: ServiceDesk, Susan
Complaint #42 - please take

care asap!l!

| 7] " 0
100312 Customer: Mia Skvdiver
Al Il Own Unassigned A
Problem 1 Wldge-t
Customer: Mr Sample

Assigned to: SenviceDesk, Susan
Assigned to: ServiceDesk, Susan I

Values

100283

& New Invoice Feb 2015

Figure 48: ConSol CM Web Client - Web Client Dashboard with default graphic
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Ceriiew Overview

ServiceDeskAll SenviceDeskAll

‘alues
Values

A B own B Unassigned - @ own

N

Figure 49: ConSol CM Web Client - Interactive widget (fade-in and -out parts of the graphic)

Widgets which are used for the dashboard are of one of two possible types:

o Chart
for graphical representation of data

o Table
for table representation of data

You as an administrator can design the layout of the dashboards as required, i.e., you can place chart
widgets and table widgets on the dashboard page. They are placed on the page based on a grid lay-
out.
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Dashboard
Process overview
125 I vy B Team B Unassigned
11
10
w 15
@
@
o
o
=
g
9 5
25
C TODO Coordination Closed recently Waiting for decision Eslimaliuns_‘ o
Ticket closed

30

25

20
2
E 15
=1
=

10

1 2 3 4 5 & 7 8 9 10 11 12
iteration week

Figure 50: ConSol CM Web Client - Example for a dashboard with two graph widgets in one column
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Ticket closed

30

2
g 15
2

10
5

o 1 2 3 4 5 & 7 8 9

iteration week
I: - 690 +69.1 :I
lteration status
# Title Duration % Complete Start Finish

1| Task 0 5 days 01/01/2009 01/05/2009

1|Task 1 5 days - 01/01/2009 01/05/2009

2| Task 2 5 days " 01/01/2009 01/05/2009

5| Task 3 5 days f— 0140112009 01/05/2009

4| Task 4 5 days 01/01/2009 01/05/2009

5|Task 5 5 days ! 01/01/2009 01/05/2009

6| Task 6 5 days 01/01/2009 01/05/2009

7|Task 7 5 days ! 01/01/2009 01/05/2009

5| Task 8 5 days [— 01012009 01/05/2009

5 Task 9 5 days f— 0140172009 01/05/2008

10/ Task 10 5 days 01/01/2009 01/05/2009

1

29 | Tl 11 E A n1nt mnnn A1INEMAND

159

10 11 1z

Effort Driven
4

Figure 51: ConSol CM Web Client - Example for dashboard with one chart and one table widget in

one column

The data for the graphs and/or tables in the widgets are retrieved using Groovy statements which are

placed in an Admin Tool script.

The dashboard is configured using Page Customization for the Web Client Dashboard.
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C.7 Page Customization

This chapter discusses the following:

C.7.1 General Introduction to Page Customization ... .. 161
C.7.2 Page Customization in the Web Client ... .. . . 162
C.7.3 Order and Priorities of Page Customization ... ..., 172
C.7.4 Page Customization Using AttribUutes .. .. 173
C.7.5 Page Customization Attributes for Types, Scopes and Subscopes, in Alphabetical Order ....... 181
C.7.6 Page Customization for the Web Client Dashboard ... ... 228
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C.7.1 General Introduction to Page Customization

In addition to the design of the Web Client GUI in the process of defining Custom Fields (see section
Custom Field Administration (Setting Up the Ticket Data Model)), Data Object Group Fields (see sec-
tion Data Object Group Field Management and GUI Design for Customer Data), and maybe Resource
Fields (see section CM.Resource Pool - Setting Up the Basic Resource Model) an administrator can con-
figure more GUI layout features and functionality using page customization. The configuration is per-
formed by assigning values to attributes.

When you log in to the Web Client as an administrator, you see the item Enable page customization
in the main menu. Depending on the context, i.e., on the page that is currently displayed, the page
customization offers different, page- and context-specific functionality.

For example, when you have opened a ticket and start the page customization, you can configure
attributes for the ticket in general. When the Ticket E-Mail Editor is open, you can also configure e-
mail editor-specific attributes.

In the following sections, the general principle of page customization and all available page cus-
tomization attributes are described and explained in detail. In all other sections of this ConSol CM
Administrator Manual, references to this sections will be included where required.

The page customization settings are part of the ConSol CM configuration data. You can
export and import them using the Admin Tool, as described in section Deployment

(Import/Export).
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C.7.2 Page Customization in the Web Client

When you start the page customization mode, the Page Customization Definition Section is displayed
in the lower half of the GUI. On the right side you see a tree that reflects the structure of the current
page. Within the page, every element of the page is marked by a blue border. When you move the
mouse over an element, its name is displayed. When you click on this name, the definition section for
this element is opened, and the element is marked in the tree. In this way, you can easily identify the
component you would like to modify.

iy L ) o

E 3 p

! A -
ConSol 7+

M ¥ ~ '
o] Logged in: admin [ (""
| | | [

View: No view available ~ [ggl[e Ticket MAccept Edit Clone Print Display v Workflow activities

Close immediately

@ Login not possible
HelpDesk 1st Level| Qualfy Deny ticket

100620 Unassigned | Open since 12/10/13 3:35 PM Ask for approval
P high odule Web Client
eac e 1211113 Ask for feedback no
Workgroup tickets (0} 0 usa Workspace
" T ] customerSectionPane! (& / ticketEditPage
nassigned Lckets ]
q [[E[E customers Add | Hide

Main customer
Mr Luke Skywalker ~ CustomerGroup
luke@consol.de

Favorites
Engineers Add | Hide Test wg. ABB
No relations Add | Hide
[[=[E History Comment | E-Mail | Attachment | Time booking | Hide

Display all enfries ~ Sorting latest first

[Add comment, e-mail or attachment

10422013 16,35 #1 created by admin | Action
Please help, thanks.

= Ticket created
= Queue set io HelpDesk 1st Level

Attachments Hide
‘ v
YIUVEIITAILIN IBIU | IULRASILUNC GYE | GIVBEISEAILIGUSWIILAUUI 1LY - .
configuration script:
ty