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CMI&

Dear ConSol customers, dear ConSol CM customers,

We would here like to introduce the new features of ConSol CM version, 6.11.1.

Since the introduction of the new major version, 6.11, we have further improved the application and would like to show you the
new functionalities. This version presents a great number of innovations, for example:

* graphical representation of relations in the Web Client

 dynamic forms to gather data in ticket customer and resource actions

e display of recently visited and recently changed objects in the dashboard

We hope you have fun reading this presentation and getting to know more about the new version.

Please do not hesitate to ask us if you would like to see a live demo or if we can help you with any question regarding your ConSol
CM system.

Your ConSol CM Product Management & Sales Team

st 4

Engelbert
Tomes Fiessmann



CM Perspectives
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The following presentation guides you through the new features of ConSol CM version 6.11.1.0.
Take the following perspectives to gain a good overview of what is new and has been improved.



More Information

If you belong to the group of our ConSol CM
expert customers who have a profound
technical knowledge of the application and
configure their CM system themselves, you

might be interested in reading the Technical
Release Notes of ConSol CM version 6.11.1.0
which are available on our TecDoc server:

Look


https://tecdoc.consol.de/ReleaseNotes.html

New Feature

MY NEW RELATION GRAPH
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Graphical Visualization Of Relations

Release Notes 6.11.1.0, section 1.2.1
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Seeing all relations of tickets, customers and resources at a glance helps getting a quick overview.

Now, the relations cannot only be displayed as lists but also as graphs which show quickly, e.g.:

*  Which other tickets are connected to my ticket? Are there more tickets for one and the same problem?
s my ticket connected to other customers?

* Do the customers have any cooperations with other customers?
*  Which resources, e.g. IT assets, are connected to the incident ticket? Are there problem cascades?
* To which customers, tickets and other resources is my ,,problem-printer” connected?

See the following examples ...



Graphical Visualization Of Relations

Release Notes 6.11.1.0, section 1.2.1

Service case [ edit  [O Clone [ Print r: “'Q . .

Eﬂ Order did not arrive
3 ) serviceDesk 4 Service Desk /L Susan ServiceDesk 4/4/16 9:49 AM

100377 HD Priority high

Desired deadline 12/22/17 12:00 AM

DETAILS &7 Edit
[TI=I[E CUSTOMERS (2) as List or Graph + Add W

MO ADDITIONAL ENGINEERS + Add v
[C[E[E RELATIONS (5) as List or Graph + Add A

parent of
100579 Task - Child of Ticket 100536 : Orde

{&} ServiceDeskSpecialTasks 4 defaultScope

2/17/16 11:04 AM

Customer Monroe
referenced by 100265 Check invoice # 998877

Which other tickets are

. : : : RELATIONS as List or Graph + Add A
100592 Task - Child of Ticket 100536 : Order did not 1
ask - Child of Tic erdidnotarrive > N\, connected to my service
{z} ServiceDeskSpecialTasks € defaultScope  JL Unassigned : _ _
Customer Monroe m thket? TO Wh|Ch Other
100588 Task - Child of Ticket 100536 : Order did not arrive ~ P63 Do aboutt Order §. tickets are those tickets
& ServiceDeskSpecialTasks @ defaultScope L Unassigned 2 [
Customer Monroe 100502 Task - Child of Ticket... | connected?
: i i i " referenced by
100578 Task - Child of Ticket 100536 : Order did not arrive | ,
{&} ServiceDeskSpecialTasks @ defaultScope L Unassigned 2 100588 Task- Child of Ticket.._ paeator .'
Customer Monroe et | 100570: Task - Chid o fTicket. ..

100580 Task - Child of Ticket 100536 : Order did not arrive ~ — referenced by @

{%} ServiceDeskSpecialTasks 4 defaultScope  JL Unassigned [ 8§ D0IEE: Check imumics # 008ETT

Customer Monroe

e

CAIEMDADR

100277 Order 8 not amive referemoed oY ﬁ
rent of parent of
ﬂ 10027 0: Customer request about. ..
100578 Task - Child of Ticket.. e e

100580: Task - Chid of Ticket ..




Graphical Visualization Of Relations

Release Notes 6.11.1.0, section 1.2.1
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Resource 27 Edit () Deactivate []] Delete ". e -

HP Printer: 4712
[a=]] W Printers ®HP_Printer

Internal | Created: 7/10/15 12:16 PM

Name My newer HP printer
Inventory number 4712 Next maintenance at 4/6/16

Location  In my office IP address 123.123.123.123 Which persons and companies have a
Flexible printer fist 8 relation to the hardware device, e.g.,
DETAILS Z Edit use a certain printer?
NO COMMENTS AND ATTACHMENTS = comment & Attachments +
[J5[E RELATED RESOURCES (1) as List or Graph -
RELATED COMPANIES AND CONTACTS (4) s List or Graph RELATED COMPANIES AND CONTACTS s List or Graph + Add A

This person is responsible for this printer (MyCustomerGroup)( ct)
£+~ Contact Date + First name +
¥
% Mrs Carmen Coffee 8/4/153:48PM  Carmen Mrs ﬂa"“‘*“f"”“
This person is esponsible or fis prnder

Reseller sells this printer (Reseller){Company)

£+~ Company Date Hédlasels,ﬁs,phu E—
‘o MyNewSpaceCompany 959 4/13/ MyNewSpaceCompany S00 l_l. Coniactuses fis prink™ T?
Contact uses this printer [Reseller){Contact) " Hin-'ﬂ: o Ssken e
£3v Contact Date = Contactuses this prns
“& Skywalker,Luke 5/2/16 10:09 AM . ' g
“w Skywalker,Leia 5/2/16 10:55 AM T?

Soywalker Leia




Graphical Visualization Of Relations

Release Notes 6.11.1.0, section 1.2.1
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RELATIONS as List or Graph N

Which and how many other devices
have a relation to the current device?
Are there cascades?




Graphical Visualization Of Relations
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Switch between
listand graph view

+ Add A
627633: ACIM Button Label changes in product documentation

RELATIONS as List or Graph

£ 2T £33 - ACIM Button Labsl chan_

B2 TEET - Mavigaton henu ! Resn .

Fresster of

e ey iod
E27E77- Label changes for O
S——— ﬂ Restore
e o e Orangee m, 5O PR EI010 LM default zoom
B27E66: Label wordngchanges - . S parentof
rEsEr of - T j

627 636 - OpenOflcs | LbnedR

Icon as link to the

: : Z00m in
respective object

and out




Graphical Visualization Of Relations
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Standard mode
 (Can be switched on easily using Page Customization, no further configuration required
 (Can be fine-tuned using more Page Customization, including a configuration script for more complex graphs

e The examples shown so far were pages configured in standard mode

Expert mode

 Display a new section in the ticket, customer or resource page

* |s based on a configuration script
e Candisplay complex relations of all types of objects

 See following example



Graphical Visualization Of Relations

Release Notes 6.11.1.0, section 1.2.1

~5 0 @
o & o

g New Ticket for Resource: 3 u
{5} ServiceDesk 4 Work in progress 'L Susan ServiceDesk 7/15/15 4:09 PM
100198 o
HD Priority low
Ask for feedback yes
infotext This is my new info text.
Desired deadline 8/16/16 12:00 AM
To which other objects does my ticket have
DETAILS [ Edit v . : :
relations? To which other objects do those
[TI[5[E CUSTOMERS (1) as List or Graph + Add : :
. objects have relations?
NO ADDITIONAL ENGINEERS + Add A . . : e :
Where is my ticket or object within the entire
[TI[=I[E RELATIONS (1 + add W :
- CM-object-network?
CALENDAR e
== RELATED RESOURCES (1) TICKET RELATIONS OVERVIEW A
TICKET RELATIONS OVERVIEW |
Ll *
) 100255 Problem 3 L
w N PCC My cool PG - Computer-0815 i
refier emced By . Mrs Mi3 Sk yab er

100255 Problem 3

_ PC- My cool PC - Com |
nafier mpoed by
\ PC D ek iop FRedation

| h | -~ - Hmmbhmbrmmmm
T D ask fop Rsial " i . i
[ 100195 New Tick &f for Resomns. _=kation
refier amoed By | .
o ' 100326 Mew Ticket dee to Sear_ 25 Y & -
100326 Mew Thckel due bo Sear 25 Y & .
y Qs mer of *
1
- - | d
100200 Mew Thok et for 100200 Mew Thk & for Resourc _ . P My new PC - Deskiop
4 ' ST mer of \ r=id
Frasser of ; iy ]
f masser of ) ?:’?-ﬂ. )

i' 7 SkywakerLuke
100335 Mew problem with orint_

100335 Mew oroblem wWith ornt_—




Graphical Visualization Of Relations
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Which other devices have a relation
to the current device? Are there
cascades?

Expert-configured display



Overview

Recent Changes

&

100200 - New Ticket for Resource: 3
Resource relation added

100339 - New problem with printer
Ticket relation created

100200 - New Ticket for Resource: 3
Ticket relation created

100339 - New problem with printer
Subject changed from Test me to New problem with printer

100285 - Problem 3
Ticket relation created

100326 - New Ticket due to Search Result for customerWiederverkaufer
Ticket relation created

100200 - New Ticket for Resource: 3
Ticket relation created

100326 - New Ticket due to Search Result for customerWiederverkaufer
Ticket relation created

100200 - New Ticket for Resource: 3
Ticket relation created

100198 - New Ticket for Resource: 3
Ticket relation created

Recently visited

ﬂ Problem 3
*  PC: My cool PC - Computer-0815

New Ticket for Resource: 3
HP Printer: 4712

Skywalker,Luke

ﬂ Printer does not print

&~ show

November 08 at 11 -AM
by admin
November 08 at 11:11 AM
by Susan
November 08 at 11:11 AM
by Susan
November 08 at 11:11 AM
by Susan
MNovember 08 at 11:10 AM
by Susan
November 08 at 11:10 AM
by Susan
MNovember 08 at 11:09 AM
by Susan
MNovember 08 at 11:09 AM
by Susan

November 08 at 10:58 AM
by Susan

MNovember 08 at 10:58 AM
by Susan

New Feature

Two new Standard
Widgets
Recently changed

Recently visited




Dashboard Widget Showing Recent Changes

Release Notes 6.11.1.0, section 1.2.2

Overview

Recently changed Recently visited Tickets in current view Job table

Recent Changes

] 100339 - New problem with printer
infotext set to hello

3 100606 - Windows 10 installation on 20 Laptops required
Subject changed from Windows 10 installation on 20 Laptops requiured to Windows
10 installation on 20 Laptops required

100606 - Windows 10 installation on 20 Laptops reguired
infotext set to asap

100179 - Mailtestt
Take action! No engineer set! has been triggered

100179 - Mailtestt
Engineer set? has been triggered, new Scope is Service Desk

ﬁ 100270 - Customer reguest about case ABC - please contact asap
closingReasonText set to ok

100243 - Call back Customer from New York
closingReason set to No ticket required, no problem

=1 100608 - New invoice required
Desired deadline changed from 11/18/16 12:00 AM to 12/15/16 12:00 AM

100179 - Mailtestt
Time booking added: 12/1/17 8:20 AM Duration: 00:01

100179 - Mailtestt
Do something else has been triggered, new Scope is Service Desk

£~ showall

less than a minute ago

by Huber

1 minute ago
by Susan

1 minute ago
by Susan

2 minutes ago
by System

2 minutes ago
by System

2 minutes ago
by Susan

2 minutes ago
by Sarah

3 minutes ago
by Sarah

4 minutes ago
by Sarah

4 minutes ago
by Sarah

Which tickets, customers and
resources have been changed
recently?

Who has done the changes?

o
0%



Dashboard Widget Showing Recent Changes

Release Notes 6.11.1.0, section 1.2.2

Overview

Recently changed Recently visited Tickets in current view Job table

Recent Changes £~ show all

] 100339 - New problem with printer less than a minute ago
infotext set to hello by Huber

3 100606 - Windows 10 installation on 20 Laptops required 1 minute ago
Subject changed from Windows 10 installation on 20 Laptops requiured to Windows by Susan
10 installation on 20 Laptops required

3@ 100606 - Windows 10 installation on 20 Laptops required 1 minute ago
infotext set to asap by Susan
100179 - Mailtesto 2 minutes ago
Take action! No engineer set! has been triggered by System
100179 - Mailtestt 2 minutes ago
Engineer set? has been triggered, new Scope is Service Desk by System

P o mmm—m - T L A 1 L i =

widgetsGrid /welcomePage  WidgetsPanelCustomization : : : o
9 g 9 configuration script: run with admin privileges:
type scope className
Attribute name Description Value
Widgets layout configuration. Configure for each tab, preserve parameter order: tabName, [recentDataChanges:RecentChanges]
layout i1l8n (optional), widgets. For example: [tabName: 'overview’, i18n: {de: 'Ubersicht’, en:

'Overview'}, widgets:[[process:Table, escalation:Chart], [process:Table, null]] (Java.lang.String) (+) (-)



Dashboard Widget With The Elements Recently Visited

Release Notes 6.11.1.0, section 1.2.3
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. Recently visited " Which tickets, customers and
Overview roday
o | resources have been
[d windows 10 installation on 20 Laptops required
Recently changed Recently visited Tickets in current view lob table : e e el e e ey displayed?
[B] Check invoice # 358577 Find the objects you work
Task - Child of Ticket 100536 : Order did not arrive . .
Please send invoice duplicte Wlth q u IC kly !
[3 web Service not available!
Recently visited show all Yesterday

" Skywa...,luke - lukeld@spaceoddity.com — 0211/12316668

L. Warehouse Inc.

[E] Problem printing of invoices

. HP Printer: 4712
- HP Printer: 4711

M5 Word 2013: 1,234,567,890

L IBM 789
B Frinter does not print

L. Universal Operations 111

Last week
'q!_. Slﬂ'l"i'l.fEﬂkEn Leig . Spaceoddity3 42
New Ticket for HP Printer: 2
) TEEI: Helaﬁﬂnﬁ #5 E] New problem with printer
New Ticket for Resource: 3
Ticket for deactivated Last month
[E] My next new ticket
EE" lI||'r||::| EUEII"T‘E[! TFEI dE fﬂir Epﬂfl‘ltl‘l‘iEl‘lt! Several printers not available
& Mr Sunny Surfer
Please call customer: question about contract . Blue Ocean Sports

New Ticket for Resource: 3
[d Kundenservice Anfrage
MNew Ticket for Resource: 3

MNew Ticket for Resource: 3

Mew Ticket due to Search Result for customerWiederverkaufer




Dashboard Widget With The Elements Recently Visited

Release Notes 6.11.1.0, section 1.2.3

Recently visited show all

ﬁ Problem 3

*  PC: My cool PC - Computer-0815
Mew Ticket for Resource: 3
HP Printer: 4712
Skywalker,Luke

E Printer does not print

widgetsGrid /welcomePage  WidgetsPanelCustomization
type SCope className
configuration script: run with admin privileges:
Attribute name Description Value

Widgets layout configuration. Configure for each tab, preserve parameter

[recentlyVisitedObjects:RecentlyVisited]

order: tabName, i18n (optional), widgets. For example: [tabName:

layout -
‘overview', i18n: {de: 'Ubersicht’, en: ‘Overview'}, widgets:[[process:Table,  (java.lang.String) (+) (-)

escalation:Chart], [process:Table, null]]







Parallel Editing Ot Resources And Ot Customers

Release Notes 6.11.1.0, section 1.2.7

I Print

ResellerCustomer coddity.ore * Rl
+[ Jwww.spec .
Kywalker,Luke (0211!123156681h“|"f / st e gfunmee%“
. skywalken lker e
'{v Nam?\ ?l\::;il(;‘ipaceoddiw.com
E-mat '
VIP? yes M Track Password
| |  (LDAP) luke
Track Login (LD .
E n I n rS C a n ( j It ’ o gelected customer ShywalkerLuke Compam‘numbe; ?ﬂzfﬂﬂ
| il
sc"ﬁnv name SPaceUdd‘t\'?’ City OmerSpaCeﬂg ddity.or8
ommp e Milloey URL httP:l!www.speceo
‘ E Space
Country Outer 0000
( E e Type \'uuge\‘a"c’verman10 Re
g Company “urce A

* aticket (old feature

) asistor Gragh

. - - O en tick ,

ot v Status: OP " :

:Th kets of Conta ! ber 2

() a ( :u Sto I I l ( _‘ r’ I . e *) | y (:) r ‘ < ’ I lt t W Show: Tie N Main Customer nvenmryL”“mbEr 47;’;eweerpﬂ"tE’"
. er - : v
a ( : I I e fv Engine Hlexible printcah::n ;;n " office

" IP ady
) Skvwa.."b DETAILS ress 123.123. 123.123

TICKETS (57
® Deactivate

[j Delete

"7? SWWa...x

° d resource (new W

Service case

at the same time. The information is merged — B e

Desirad deadline 8/3/17 12:00 AM

Ticket Ip | ;
Tlckﬂ: Nama E//J) h h

7 Accept

Z Edit
(& Edi D Clone (3 Print

=] Com
DETAILS et R Attachment,

no information is lost. oo s .
Uestions Orders Edit A

Open Customer Tickets on Creata Date

=y CUSTOMERS (1) u: List o,

- — Graph
alker,Luke (0;
A L ::72/152:166[58]hﬂp://wwwspeceoddity org R
o 2 ¥ Reseller —
Nern .
3[1:;' :fl;l;eltl@spaceoddity.com F'rStP:lame o,
| : one 02
CM.;’r.:ck Login (LDAP) Iuke e A
elected customer Skywalker, yke e e

NG ADDITIONAL ENGINEERS

(Switch off this behavior if it is not required in your CM system.)

CALENDAR o 2

O3 rearep RESOURCES -

Add appointment Refresh

PCs
Printers

PC Desktop Relation (g)

O History =

All entries + Newest entrjas first »

Ci
= omment [ E pgail %Attachment -~



GUI Message When More Than One Session |s Used

Release Notes 6.11.1.0, section 1.3.6
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This helps to use the CM license in an economic way

*  No engineer should use more than one license

: : Your :
(blocking licenses for co-workers) Secountis already logged i it an
*  Might be the case with:
* more than one session (cookie) in different browsers

* an old (not-usable) session (cookie) from a previous session

which broke down



Representation Information For Engineers Improved

Release Notes 6.11.1.0, section 1.3.12
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An engineer is always informed about representations: : Dear Susan Service Desk, /@
“~
* when heis set as new representative of a co-worker A new representation has been
_ . | configured for you.
* when the representation of a co-worker is terminated You are now representing Sarah Service
Desk.
* when he has set a co-worker as representative Please take care of the respective tickets.
* when this setting of a co-worker as representative is terminated Best regards,

Your ConSol CM system

*  The emails which are sent can be configured using email templates.



https://tecdoc.consol.de/ReleaseNotes/6.11.1
/OnlineHelp/EN/Default.htm#ReleaseTopics/6.
11.1.0Topics/Changes/C000000-

IntroductionChanges.htm%3FTocPath%3DVersi

0n%25206.11.1.0%7CChanges%7C 0



https://tecdoc.consol.de/ReleaseNotes/6.11.1/OnlineHelp/EN/Default.htm#ReleaseTopics/6.11.1.0Topics/Changes/C000000-IntroductionChanges.htm%3FTocPath%3DVersion%25206.11.1.0%7CChanges%7C_____0

New Feature

Resource [ Edit () Deactivate !

Create maintenance ticket for HP printer

- ¥

Deadline 11/30/17 Task Priority | high w|*

Control Forms s

Ticket search actions

Customer actions

Manual

Reseller Company Data

Search

(Re-)Check service status of the company
Enter customer details

area 77| deadie 0 7 +[ofs " s g nuxservers redat Resource actions

Spaceoddity

cancel \YEIE]

Search




Control Forms

Release Notes 6.11.1.0, section 1.2.5

 Collect data which is used for the subsequent action

* You know the principle from Activity Control Forms for tickets

e Usethe new forms for

. ticket search actions Resource (27 Edit () Deactivate  [[] Delete > Activities

* customer actions Create maintenance ticket for HP printer — | e pamtenance fket for
* manual Deadline 11/30/17 |E@ ~  TaskPriority |high vl displayHpPrinterinfos
¢ search Cancel Workspace

°* resource actions Workspace is empty

All your unsaved tasks are

HP Printer: 4712 i i -
automatically listed in this

°*  manual 5=l & Printers ®HP_Printer

workspace.
° seg rCh Internal | Created: 7/10/15 12:16 PM
Mame My newer HP printer
Inventory number 4712 Next maintenance at 4/6/16 Favorites
Location In my office IP address 123.123.123.123
Flexible printer list 8 . HP Printer: 4712

ol bl T




Control Forms

Release Notes 6.11.1.0, section 1.2.5

Collect data for a subsequent action, e.g.:

Company action:
é Enter new contact data into the form - create a new contact for the company with one click

i

Ticket search action
Enter the new contract expiry date for each asset in a list of IT assets, found in a search operation, with one click

Company search action
Enter all dates concerning an upcoming conference in each company of a list of companies you want to invite

Contact search action
Enter only the name of the email template you want to use and send an email to a list of recipients:

* inform job candidates about the start date of the assessment center
* inform all employees who have a certain type of software license about the necessity to update the license



|21 Monitor
Status
DWH Status: @ ox
Last transfer date: 2017.11,27 15:55:48
Live Mode Status: . Disabled

Last Live message date:

Queues
Transfer:
Live:

Log:
Control:
Refresh

Connection

Test

ConSol CM DB

CMRF Statistics
Calendars:
Customer Groups:
Custom Field Groups:
Custom Fields:

Enum Groups:

MLAs:

Roles:

Ticket Functions:
Projects:

Workflows:

Queues:

Engineers:

Locales:

Localized properties:
Classes of text:
Customer definitions:
Resource groups:
Resource types:
Resource relation definitions:

Unit relation definitions:

5 Units:
6 Tickets:
50 Resources:
228 Unit history:
50 Ticket history:
4 Resource history:
5 Time bookings:
2 Content entries:
5 Content entry history:
9

11
13
5

125

595
16720

101
454
463

Statistics snapshot taken at: 2017.11.27 16:03:07

New Feature

DWH Monitor




DWH Monitor

Release Notes 6.11.1.0, section 1.2.16

e Usethe new DWH Monitor in the Admin Tool

(& Moritor
e See the DWH status and complete CMRF statistics Status CMRF Statstics
DWH Status: @ oK Calendars: 5 Units: 125
Last transfer date: 2017.11.27 15:55:48 Customer Groups: 6 Tickets: 344
Live Mode Status: | Disabled Custom Field Groups: 50 Resources: 20
Last Live message date: Custom Fields: 228 Unit history: 595
Enum Groups: 50 Ticket history: 16720
Queues MLAS: 4 Resource history: 217
Transfer: Roles: 5 Time bookings: 101
..- Iﬁ 2 Content entries: 454
Status CMRF Statistics 5 Content entry history: 463
DWH Status: Action is processed Calendars: 5 Units; 125 2
Last transfer date: Customer Groups: 6 Tickets: 344 B
Live Mode Status: ) Disabled Custom Field Groups: 50 Resources: 14 |
Last Live message date: Custom Fields: 228 Unit history: 576 -
Enum Groups: 49 Ticket history: 16580 122
Queues MLAS: 4 Resource history: 200 16
Transfer: 2 Roles: 5 Time bookings: 96 6
Live: 0 Ticket Functions: 2 Content entries: 449 B
Log: z Projects: 5 Content entry history: 463 11
Contral - Workflows: 9 13
Refresh Queues: 7 2
Engineers: 22
Connection Locales: -
TEEt Localized properties: 23767
Classes of text: 16
Customer definitions: ° st taken at: 2017.11.27 16:03:07
Resource groups: B
Resource types: 11
Resource relation definitions: 12
Unit relation definitions: 5




New Feature

Webhooks




Webhook Integration Interface

Release Notes 6.11.1.0, section 1.2.4
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* integrates ConSol CM smoothely with your IT infrastructure
»  offers multiple endpoints to implement different services, e.g., chat, shopping
*  supports various security providers, independent of endpoints

* does not require an authentication C\
Chats

o+ CM " ocial media
ops



Webhook Integration Interface

Release Notes 6.11.1.0, section 1.2.4

JBoss
ConSol CM

REST API

Web Client

JSON Requesting
Webhook

external

JSON application
JSON

AT script




Webhook Integration Interface

Release Notes 6.11.1.0, section 1.2.4
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OuterSpaceSocialMeetings ResellerCustomer T Print

Name: @: ’{"? Skywalker,Luke (0211/12316668)http://www.speceoddity.org + Reseller
Luke ékywalker C» Grab and add Name Skywalker First name Luke
E-mail lukeld@spaceoddity.com Phone 0211/12316668T
Address: : VIP? yes EEE
Outer Space CM.Track Login (LDAP) luke CM.Track Password
Selected customer Skywalker,Luke
Phone:
0211/12316668
Email 1. Grab contact in social media platform
luke1l4@spaceoddity.com . _
2. Add contact data to ConSol CM with one click

Hobbies:
Flying spacecrafts

Fighting with laser sword é




Method Summary

Modifier and Type

Method and Description

OperationResponseBuilder.OperationResponseMessageBuilder

OperationResponseBuilder.OperationResponseResourceBuilder

OperationResponseBuilder.OperationResponseTicketCreateBuilder

OperationResponseBuilder.OperationResponselnitBuilder

OperationResponseBuilder.OperationResponseMessageBuilder

OperationResponseBuilder.OperationResponseResourceBuilder

OperationResponseBuilder.OperationResponseResourceBuilder

OperationResponseBuilder.OperationResponseResourceBuilder

OperationResponseBuilder.OperationResponseTicketBuilder

OperationResponseBuilder.OperationResponseTicketBuilder

OperationResponsebuilder ) Seripts & Templates Administration

OperationResponseBuilder
OperationResponseBuilder

failure()}
It set operation type to OperationType . FAILURE.

goToCreateResource (Resource pResource)
goToCreateTicket (Ticket pTicket)
goToCreateUnit (Unit plUnit)

goToPage (String pUrl)

goToResource ()

goToResource (Long pRescurceld)
goToResource (Resource pRescurce)
goToTicket ()

aoTaTicket {lona nTicketTd)

Scripts Template

OperationResponseBuilder Scripts Source
OperationResponseBuilder =
OperationResponseBuilder All script types ~ 3 import com.consol.cmas.common.model.customfield.*
OperaticnResponseBuilder 4 import com.consol.cmas.COIe.Server.service.action.PostActionType
OperationResponseBuilder =
Mame Type & ¢Eldef isAutoBindingEnabled() {
Operati Builder postActivityExecution... ~ 7 retorn true;
maxTicketGridSize g |}
void postActivityExamples, .. g
vipCheck.groovy 10
Operati e MS_Exd'warwgeCaIenda... Calendar integration 11 [etimynn e R
OperationResponseBuilder CloneServiceTickets.g... [Clone 12
coneMe Clone
Operati Builder Open report Customer action 13 def mycustomergroup = customerGroupService.getByName ("MyCustomerGroup™)
DperationResponseBuilder GoToAMTicketScript_6... |Customer action 14 myunit.setCustomerGroup (mycustomergroup)
OperationResponseBuilder CheckAndUpdateCom... (Customer action 15
OperationResponsebuilder Load data Customer action ¢ def mycustomerdefinition = unitDefinitionService.getByName ("customer™)
Operati Fuitger | [OfferCreateUnitPage... |Customer action 17 myunit.setDefinition(mycustomerdefinition)
| |ReleationAction4AlUni. .. |Customer action 15 myunit.set ("company ()", unit)
UpdateContactData Customer action 18
GoToCompanyURL_B.... [Customer action L ~ ~ ~
OpenResponsibleRese. .. |Customer action 20 def fkey newFirstname = new FieldKey("customer","firstname")
GoToCompanyURL Customer action 21 def newFirstname = formFields.get(fkey newFirstname) .value
Do something interesting [Customer action 22 myunit.set("customer.firstname”, newFirstname)
OfferCreateTicketPag... (Customer action 23
GoToAMTicketScript Customer action 24 def fkey newName = new FieldKey ("customer"™, "name")
OfferCreateTicketPage  (Customer action 25 def newName = formFields.get (fkey newName) .value
omer action 26 myunit.set("customer.name", newName)
OpenResponsibleRese. .. (Customer condition =
ConditionUpdateCont... |Customer condition
setDefaultPrioMedium. .. |Default values
DefaultvaluesService... |Default values
BuildLocationDepende... [Dependent enum
BuildLocationDepende... [Dependent enum
CreateTicket.groovy Email
IncomingMailRouting.... [Email v
P - TS T
ellx[o][® el | IEEIE

New Expert Feature

Unified Interface for
Action-Related
Operations

Workflow activities
Ticket search actions
Customer actions

Resource actions




Unified Interface For Action-Related Operations

Release Notes 6.11.1.0, section 1.2.6

N\ 4
Q

*  Open the create page or the edit page of The new interface replaces:
* aticket *  Work with ActionScriptResult /
° aunit ActionScriptResultFactory

° aresource
*  QOpenan URL

*  QOpenan ACF
- Display a message in the Web Client The new interface does NOT replace:

*  postActivityExecutionHandler

° error message * workflowApi.addValidationError()
° warning message

* info message
* Roll back an action
* Concatenate two or more of the actions
* Implement wizards using ACFs



Unified Interface For Action-Related Operations

Release Notes 6.11.1.0, section 1.2.6

// Assign all ticket in the result list to the current engineer
import com.consol.cmas.core.server.service.action.PostActionType
import com.consol.cmas.common.model.ticket.Ticket

def mysize = tickets.size ()
log.info ("SIZE 1s Now " + mysize)

def englneer = engineerService.getCurrent();
tickets.each { ticket ->
// ticket.setEngineer (engineer) ;
log.1nfo("Ticket ID 1s " + ticket.getId())

log.1nfo ticket
b

return actionScriptResultFactory.getPostAction (PostActionType.SUCCESS, '"cmweb.search.assigned") .withRefreshContent();



Unified Interface For Action-Related Operations

Release Notes 6.11.1.0, section 1.2.6

// Assign all ticket in the result list to the current engineer
import com.consol.cmas.core.server.service.action.PostActionType SN
import com.consol.cmas.common.model.ticket.Ticket

def mysize = tickets.size () Please see Release Notes for
log.info ("SIZE 1s Now " + mysize) o mappingofold/newc'asses and
methods

def englineer = engilneerService.getCurrent():; * scripting examples

tickets.each { ticket ->
// ticket.setEngineer (engineer) ;

log.info ("Ticket ID is " + ticket.getId()) https://tecdoc.consol.de/ReIeaseNotes/G_.11.1/
log.info ticket OnlineHelp/EN/Default.ntm#ReleaseTopics/6.
| 11.1.0Topics/NewFeatures/F629296-

UnifiedInterfaceForManualOperations.htm%3
FTocPath%3DVersion%25206.11.1.0%7CNe
w%2520Features%/C 6

return client.showInfoMessage ("cmweb.search.assigned") .withRefreshContent() ;

client is a com.consol.cmas.core.server.service.script.OperationResponseBuilder






Logging News

Ask your ConSol CM consultant about the exact configuration.

Feature Log file

Info about exact resource operation in log file operationtimes.log
example: RESOURCE_LOAD

Log file for deletion of units w unit-deletion.log : Logging of delete operations of
contacts and companies

Default setting for REST APl logging changed server.log

Improved logging when a scenario import failed server.log

Irrelevant log messages of server start filtered out server.log

Database performance can be logged. operationtimes-db.log Logg'ng_Of db access operations,
. . . - can be fine-tuned to log defined

Use new system properties for configuration!

operations




New Feature In

N e _ Process Designer
;_ I Control which activities are

isted in the ticket history




Activity Execution Hidden From Ticket History

Release Notes 6.11.1.0, section 1.2.10

Will not appear in ticket protocol

| Properties = ] [=] |
'=| Properties
name Run_my _task 772
label Run task 77-2
description
sort index 43
overiay
precondition
script script is provided
activity type Manual >
history visibility y
dizable auto update default
expose to customers only 3rd level

2nd level and 3rd level

on every level

[TI[EI[E HISTORY =

All entries + MNewest entries first -

Add comment, e-mail or attachment

15.11.2017 #22 changed by Workflow Timer

13.25 13:25 Escalation !!! Deadline reached in 4 hrs! has been triggered, new Scope iz Service Desk
15.11.2017 #21 changed by Susan ServiceDesk

13.25 13:25 New IT ticket [Accept ticket) has been triggered

13:25 Run task 77-2 has been triggered

[TE[Z HISTORY = con

All entries + Newest entries first «

Add comment, e-mail or attachment

15.11.2017 #24 changed by Workflow Timer
13.28 13:28 Escalation !!! Deadline reached in 4 hrs! has been triggered, new Scope is Service Desk
15.11.2017 #23 changed by Susan ServiceDesk

13.28 13:28 Mew IT ticket (Accept ticket) has been triggered

Execution of Run
task 77-2 visible in
ticket history

Execution of Run
task 77-2 not visible
in ticket history



New Feature
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W Access and Roles ¥ trackConfigl
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. e 2 "layout": {
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Resources

"helpdesk_standard”: [
["module”, “categories
["prierity”,"priority”,

1

I
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categories”],

iZ: Global Configuration ;

9
g
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8
g
g
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&
g
g.

"layoutOptions™: {
“expandahle”: true,
"defaultColumnsir”: 3

K
m
g
«)

&
§
7

Configuration in Admin

CM.Track Tickets Create ticket y 3 onsol.de, 0211/1231
;}‘ System "é)
Save
4% Scripts and Templates
% InportfExport —— Create ticket
s License -
1{ Subject Queue
x System Properties "edit"
"sear: Subject HelpDesk 1st Leve |~
' "view'
"delet
\ , "publ:
“filte Module Category
——
- - ‘:aue. Please select e Please select v
"cance
"true’ o
, \ wfalee  HD Priority*
"prev:
"next Please select o

"valic
"valic
"valic Ask for feedback infotext

Feature of ConSol CM

"valic Ask for feedback

|>\ Comment

B I U x|

I8 o Administration]
Paragraph ~ FontFamily = Font Size v Aoz
= -

\g

Attachment

version 6.10.7/

Select file

‘ Create Ticket Cancel




REST Client Configuration In Admin Tool

Release Notes 6.10.7.0, section 1.2.2

for

*  CM/Track V2 (currently available)
 CM/Phone (will be available in upcoming versions)

« CM/Mobile (will be available in upcoming versions)
* customer-specific CM REST clients

See detailed documentation:

https://tecdoc.consol.de/Admin/6.11.0.5/0OnlineHelp/EN/AT _Help 6.11.0.5 EN/Default.ntm#TicketTopics/REST ClientGUI Design EN.htm%3F

TocPath%3DTicket%2520Data%2520Model%2520and%2520GUI%25C2%25A0Desien%2520Section%7/C 8



https://tecdoc.consol.de/Admin/6.11.0.5/OnlineHelp/EN/AT_Help_6.11.0.5_EN/Default.htm#TicketTopics/REST_ClientGUI_Design_EN.htm%3FTocPath%3DTicket%2520Data%2520Model%2520and%2520GUI%25C2%25A0Design%2520Section%7C_____8

REST Client Configuration In Admin Tool

Release Notes 6.10.7.0, section 1.2.2

.D ~0 ©
. n@.

O
<
=
Q

A rome | contaratons
¥ Access and Roles [ trackConfigl
= Lists (¥
" | Tickets (2 T
d
ﬂdﬂEtFiE'dS "]_a}.rgut": {
@y . "helpdesk_standard": [
(il Hstory ["module™, “categories™,"categoris . h k
Qp Admiristration [*priority”, "priority”,""] CM.Track  Tickets [OICEICRTNE 2 skywa....Luke katja@consol.de, 0211/1231666 ~ DeSIgn the CM/TraC user
]
Search Acti 1 1 1
© search Actions 2 interface easily according to
2 Customers l@ "layoutOptions": { C i .
- reate ticket ‘
= "expandable™: true, yOU r CO m pa ny S req U I re me ntS
= & "defaultColumnshr”: 3 .
2 Global Configuration 5 b Subject Queue — offer the perfect interface
"commentRequired™: false
@'— } Subject HelpDesk 1st Lew
anguages
s | for your customers
% Labels Save Restore
({(® Quees Module Category
W Projects localization_de.json Please select Please select v
Business Calendars ¢
ﬁ Classes Of Text "edit" :"Bearbeiten™, HD Priority”
"search":"Suchen™, Please select
@ Data Warehouse ,@ "wiew":"Anzeigen™,
- "delete":"Léschen™,
4 services O “publish®:"veraffentlichen”, Ask for feedback infotext
"filter":"Filtern™,
"add":"Hinqu[jgen"J Ask for feedback infotext
"sawve":"Speichern™,
“"cancel”:"Abbrechen™,
e "true:"Ja",
e "f;;ze" : ":Ein"JI Comment
"previous":"Vorheriges", B Usm| =E===|
"nEK‘t":“HEChStES"J 0 P; i F_tF_.l _T_F t 5i o A.' aF . 1= 1= | = 5= n @
_ "walidation required" : “"Dieses Feld i aradra ot ramiy ot =ize C R S T £
<> Scripts and Templates "validation_password” : "Geben Sie eir
HE "walidation_email™ : "Geben Sie eine
ST "t "walidation_pattern™: "Ungiltiges Eing
ﬂ License "walidation date™ : "Geben Sie ein gil
xs e P o "walidation time™ : "Geben Sie eine gi
ystem Properties
A
5 AR EARE I . Attachment
| & [cM_Administration] Select file

Create Ticket Cancel



Please sign in

New Feature

Pre-Defined User
Profile for CM/Track
Customers




Different Modes For Setting CM/Track User Profile

* Definition for each customer group

Manual — behavior as known
Fixed — one user profile for all

customers of one customer group

None/Internal — user profile cannot
be set via Web Client, only in scripts

DirectCustomers

OurPartnerCompanies

DirectCustomersModel

PartnersModel

Reseller

ResellerModel

RetailCompanies

RetailCompaniesModel

RetailCustomers

RetailCustomersModel

o e

@ Edit customer group

Edit customer group
9 CM.Track user must be selected,

Release Notes 6.11.1.0, section 1.2.19

Customer groups Details
Filter: | | |AI customer data models w Mame:
Customer data model:
Mame Customer data model

CM.Track

User assignment:

User:
Contact actions

Type

Company actions ——

Type

Manual action
Manual action
Relation action

Fallback Phone Mumbe

Country prefix:
i ,Aaer;ﬁﬁx/

Company prefix:
Subscriber pattern:
Internal pattern:

Muobile pattern:

Save working time of engineers who
assign customer profiles
Ensure consistent management of

user profiles within a customer group

Mame: My CustomerGroup

Customer data model: |BasicMode|

Description:

Automatic Actions  Manual Actions  Search Actions CMPhone

Contact Automatic Actions

Create: o
Update: e
Delete: e
Relation: “
Company Automatic Actions

Create: e
Update: e
Delete: “
Relation: |UnitRelationActiond4Companies e

Fixed

CM.Track user assignment:

w | CM,Track user:

crtrack_basiccustomers
track_all

track_fag
track_mycustomergroup

itrad:_reseller_extended




Different Modes For Setting CM/Track User Profile

Release Notes 6.11.1.0, section 1.2.19

e

MyCustomer
MyCustomer
Mr ~ | |Sunny Surfer ’
Function Acad. title
E-mail [] Robinson
Phone  Choose One | |Phonel
Choose One | |Phone 2
Choose One | |Phone 3
Choose One | |Phone 4
Division
Domain | Management ot
(] Manager (] Budget responsible A fixed CM/Track user profile will not be displayed
(] Functional decider [ Preparer in the Web Client, can only be seen in AT
Comment
viP [ vip
CM/Track access
CM.Track login i CM.Track user assignment: Fixed | CM,Track user: |track_mycustomergroup  «




Manuals Release Notes / System Requirements Feature Presentations

CMIAtecdoc

ConSol CM Documentation

You want to know more
about ConSol CM?

B user B aAdministrator [ Process Designer [ cmivobile I cwioutiook-add-in¢ [l DwH U S e O u r

Here you will find the official manuals for the process management software ConSol CM.

B ror B oninedelp @ Engish I Deutsch

. Setup and Operation

B vesionc1121 | version6i11111 | versione1117 | version61114 [ versions.11.1.2
B versionc11.10 B version61105 [ version611.04 [ version611.03 | version 6.10.8.0 You flnd there:

B vesion6.1070 [ versions.105 [ version6.104 | version6.102 B version69o [ version 6.8 ® Manuals

e Administrator

Administrator

e User

Administrator Manual 6.11.2.1 (English)

User Manual 6.11.2_1 (English)
User Manual 6.11.2.1 (English) PDF Administrator Manual 6.11.2.1 (English) = Process DESlgner
OMINE " Administratorhandbuch 6.11.2.1 (Deutsch)
|'|E|D ACOMINISTratcrnancDucn . & |:. IeUtsc |_.|‘ o Release Notes

PDF Administratorhandbuch 6.11.2.1 (Deutsch) ® Syste 11 Re q u i reme ntS

Online
Help

PDF Benutzerhandbuch 6.11.2.1 (Deutsch)

Benutzerhandbuch 6.11.2.1 (Deutsch)

Process Designer DWH

You have questions about ConSol CM details? We wiill
be happy to answer!

PDF Process Designer Manual 6.11.1.7 (English) DWH Manual 6.11.0 (English) )
Send an email to

. nrlllslzlll::.ﬂ Process Designer Handbuch 6.11.1.7 (Deutsch)

@ el | Process Designer Manual 6.11.1.7 (English) el | DWH Manual 6.11.0 (English)

PDF Process Designer Handbuch 6.11.1.7 (Deutsch)

Setup Manual 6.11.1 (English)

Setup Manual 6.11.1 (English)


https://tecdoc.consol.de/
mailto:tecdoc-l@consol.de

Have fun using the new ConSol CM version!
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ConSol
Consulting & Solutions Software GmbH

St.-Cajetan-Stralse 43
D-81669 MUunchen
Tel.: +49-89-45841-100
info@consol.de
https://cm.consol.de

Consol

Enterprising

Follow us on Twitter: @consol de

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



