ConSol 3%

Consulting & Solutions W| ru nterneh men 1

|

&
"4

ConSol=cCM

Administrator Manual

ConSol" Software GmbH
FranziskanerstraBe 38
D-81669 Miinchen

Tel. +49-89-45841-100 H
Fax. +49-89-45841-116 ~ ’
vertrieb@consol.de /
www.consol.de

ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

ConSol* Software GmbH FranziskanerstraRe 38 Tel.: +49 (0)89-458 41-100 E-Mail: info@consol.de
D-81669 Miinchen Fax: +49 (0)89-458 41-111 Internet: www.consol.de



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

Table Of Contents

1 Introduction

1.1 ConSol*CM
1.2 The Book's Structure

1.3 Layout Explanations
1.4 Basic Principles of ConSol*CM6

14.1
1.4.2
1.4.3

System Components from a User’s Point of View

Basic Technical ConSol*CM Principles and Objects

ConSol*CM from a System Administrator's Point of View

2 Start of the Admin-Tool

2.1 Login
2.2 Troubleshooting: When the Admin-Tool Does Not Start

221
2.2.2

Correct Process

Process with Errors

2.3 How to Use the Admin-Tool
3 CM6 Administrator Manual 6.9 - Power User Section

4 Engineer Administration
4.1 Introduction to Engineer Administration
4.2 Engineer Administration Using the Admin-Tool

42.1
4.2.2
4.2.3
4.2.4
4.2.5

4.3 Related Topics

Create or Edit an Engineer Account

Delete an Engineer Account

Disable or Enable an Engineer Account

File Card Roles - Assign Roles to an Engineer Account

File Card View Criteria - Define Engineer-Specific View Criteria

5 Role Administration
5.1 Introduction to Role Administration

5.2 Role Administration Using the Admin-Tool

521
5.2.2
5.2.3
5.2.4
5.2.5

5.3 Related Topics

Create a Role

File Card Engineer Functions

Delete a Role

Copy a Role

Edit a Role

6 View Administration
6.1 Introduction to View Administration

6.2 View Administration Using the Admin-Tool

6.2.1
6.2.2
6.2.3
6.2.4

6.3 Related Topics
7 Queue Administration

Create a View

Edit a View

Delete a View

Copy a View

10
11
12
13
13
14
18
19
20
22
22
25
26
29
30
31
32
33
36
36
36
37
39
40
41
42
43
49
50
51
51
52
53
54
55
55
60
61
61
62
63



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

7.1 Introduction to Queue Administration

64

7.2 Queue Administration Using the Admin-Tool

65

7.2.1  Filter the Queue List

65

7.2.2 Create a Queue

66

7.2.3 Edita Queue

68

7.2.4  Delete a Queue

69

7.2.5 Copy a Queue

69

7.2.6  Enable or Disable a Queue

69

7.3 Related Topics

70

8 Customer Data Model Section

71

9 CM6 Administrator Manual 6.9 - The CM Customer Data Model: FlexCDM

72

9.1 The CM Customer Data Model: FlexCDM

73

9.2 Introduction to FlexCDM

74

9.2.1 FlexCDM at a Glance

74

9.2.2 Introduction to FlexCDM Objects

77

9.2.3 Management of FlexCDM Objects Using the Admin-Tool

79

9.3 A Short Introduction to FlexCDM-Specific Web Client Functionalities

81

9.3.1 Introduction

81

9.3.2  Working with the ConSol*CM Web Client with FlexCDM

82

9.4 Setting Up the Customer Data Model

94

9.4.1 Introduction to Setting Up the Customer Data Model Based on FlexCDM

9.4.2  Managing Contacts and Companies Using the Admin-Tool

94
95

9.5 Data Object Group Field Management and GUI Design for Customer Data
9.5.1 Introduction

9.5.2  Defining Data Object Group Fields for Customer Data Using the Admin-Tool

9.5.3  Scripting Using Objects from the FlexCDM
9.5.4  Changes in Scripting from Consol*CM Version 6.8 to Version 6.9
9.5.5 New Objects in ConSol*CM 6.9 and Up

9.6 Templates for Customer Data

9.6.1 Introduction to Using Templates for the Display of Customer Data
9.6.2 Coding Templates

9.6.3 Template Types

10 Managing Customer Groups

10.1 Basic Principle for Customer Data Models and Customer Groups

10.2 Managing Customer Groups Using the Admin-Tool

10.2.1  Customer Groups List

10.2.2  Customer Group Details

10.2.3 Creating a New Customer Group

10.2.4  Editing a Customer Group

10.2.5 Deleting a Customer Group

10.2.6  Disabling and (Re-)Enabling a Customer Group

10.3 Assigning Access Rights for Customer Groups

11 Customer (Data Object) Relations

11.1 Introduction to Customer (Data Object) Relations

11.2 Management of Customer Relations Using the Admin-Tool

11.3 Creating Customer Relations Using the Web Client

104
104
105
107
108
113
114
114
115
117
124
125
126
126
127
127
128
128
128
129
132
133
134
137



11.4 Scripting Using Relations

12 Action Framework

12.1 Introduction to Data Object Actions

12.2 Managing Data Object Actions Using the Admin-Tool

12.2.1  Step 1: Write the Data Object Action Script

12.2.2  Step 2: Create Data Object Action(s) Which Use the Script

12.2.3  Step 3: Assign Data Object Action(s) to Customer Group(s)

12.3 Using Data Object Actions as an Engineer (User)

12.4 Examples for Data Object Action Scripts

12.4.1  Example 1: Simple Manual Action

12.4.2  Example 2: New Ticket for Contact

12.5 Scripts for the Action Framework: Programming Data Object Actions

12.5.1  Data Object Action Scripts

12.5.2  Data Object Condition Scripts

13 Additional User Attributes: Customer Roles, Engineer Functions , and Projects
13.1 Introduction

13.2 File Card Customer Roles

13.2.1 Create or Edit a Customer Role

13.2.2 Delete a Customer Role

13.2.3 Disable or Enable a Customer Role

13.2.4 Localize a Customer Role

13.3 File Card Engineer Functions

13.3.1  Create or Edit an Engineer Function

13.3.2  Delete an Engineer Function

13.3.3  Disable or Enable an Engineer Function

13.4 File Card Projects
13.4.1  Create or Edit a Project

13.4.2  Delete a Project

13.4.3  Disable or Enable a Project

13.4.4  Localize a Project

13.5 Related Topics

14 Ticket Data Model and GUI Designer Section

15 Custom Field Administration

15.1 Introduction to Custom Field Administration

15.2 Custom Field Administration Using the Admin-Tool

15.2.1 File Card Ticket Data

15.2.2  File Card Activity Form Data

15.2.3  Frequently Used Annotations

15.3 Related Topics

16 Managing Sorted Lists: Enum Administration

16.1 Introduction to Enum Administration

16.2 Enum Administration Using the Admin-Tool

16.2.1  Enum Types

16.2.2  Enum Groups

16.2.3 Enum Values

16.2.4  Placing an Enum in the Data Model

ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

138
139
140
142
142
143
144
146
147
147
150
151
151
157
159
160
161
162
162
163
163
164
165
166
166
167
167
168
168
168
169
170
171
172
173
173
180
182
187
188
189
191
191
193
194
197



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

16.3 Related Topics

17 MLA Administration

17.1 Introduction to MLA Administration

17.2 MLA Administration Using the Admin-Tool

17.2.1 Create an MLA

17.2.2  Editan MLA

17.2.3 Delete an MLA

17.2.4 Enable or Disable an MLA

17.3 Related Topics

18 Ticket Administration

18.1 Introduction to Ticket Administration

18.2 Ticket Administration Using the Admin-Tool

18.2.1 Search Tickets

18.2.2  Delete or Reopen Tickets

18.3 Related Topics

19 Expert Section

20 CM6 Administrator Manual 6.9 - Configuration

20.1 Configuration

20.1.1  Introduction to the Configuration Page

20.1.2  Perform Configuration Operations Using the Admin-Tool
20.1.3 Related Topics

20.2 File Card General

20.2.1 The Use of Locales

20.3 File Card CM Services

20.4 File Card E-Maill

20.4.1 Introduction to E-Mails in ConSol*CM

20.4.2  E-Mail Configuration Using the Admin-Tool

20.4.3  E-Mail Duplication in the ConSol*CM Web Client

20.4.4  Related Topics

20.5 File Card E-Mail Backups

20.6 File Card Licence

20.6.1 General Information about Licenses in ConSol*CM

20.6.2  Managing the ConSol*CM License Using the Admin-Tool

20.7 ConSol*CM ESB Services

20.7.1 Introduction to ESB Services

20.7.2  Starting and Stopping ESB Services Using the Admin-Tool

20.8 File Card Business Calendars

20.8.1  Configuration of Business Calendars in the Admin-Tool

20.9 File Card Classes of Text

20.9.1 Installing a New Class of Text

20.9.2 Edit a Class of Text

20.9.3 Delete a Class of Text

20.9.4  Setting the Default Class of Text

20.10 File Card Ticket History

20.11 Search Configuration and Indexer Management (File Card Index)

20.11.1 Search Modes

199
200
201
203
203
206
206
207
208
209
210
211
211
213
214
215
216
217
217
218
219
220
221
222
224
224
227
233
233
234
236
236
236
238
238
240
241
243
248
249
253
253
253
254
256
256



6 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

20.11.2 Introduction to the ConSol*CM Indexer

20.11.3  Indexer and Index Management Using the Admin-Tool

20.11.4  Indexer and Index-Relevant System Properties

21 Deployment

21.1 Introduction to Deployment in the Admin-Tool

21.2 Introduction to ConSol*CM Scenarios

21.3 File Card Deployment

21.3.1  Export

21.3.2  Import

21.3.3  Workflow Deployment (for Deployment Error Recovery Only)

21.4 Related Topics

22 CM6 Administrator Manual 6.9 - Script and Admin-Tool Template Administration

22.1 Script and Admin-Tool Template Administration

22.2 Introduction to Scripts in the Admin-Tool

22.2.1 The Source Code Editor

22.2.2  Script Types

22.3 Introduction to Templates in the Admin-Tool

22.3.1 The Admin-Tool Template Editor

22.3.2  Working with Admin-Tool Templates

23 CM6 Administrator Manual 6.9 - Working with Text Templates

23.1 Working with Text Templates

23.2 The ConSol*CM Template Designer

23.2.1  Introduction to the Work with E-Mail and Ticket Text Templates

23.2.2  Introduction to the Template Designer

23.2.3  Work with the Template Designer

23.2.4  Migrating Templates from CM Version 6.8 and Less to CM Version 6.9 and Up
23.2.5 Page Customization for E-Mail Template Functionalities

23.3 CM/Office

23.3.1 Introduction to CM/Office

23.3.2  Requirements for Using CM/Office

23.3.3  Availability of CM/Office

23.3.4  Configuring the ConSol*CM System for CM/Office

23.3.5  Creating an Engineer Role with Permissions for the Word Template Manager
23.3.6  Creating MS Word Templates and Making Them Available

23.3.7  Using MS Word Templates from within the Web Client

24 Time Booking Using ConSol*CM

24.1 General Introduction to Time Booking Using ConSol*CM

24.2 Configuration of Time Booking Using the Admin-Tool

24.3 Time Booking from a User's Point of View (Web Client)

24.4 Reports about Times Booked

24.4.1  Engineer Reports

24.4.2 DWH Reports

24.5 Page Customization for Time Booking

25 Page Customization

25.1 General Introduction to Page Customization

25.2 Page Customization in the Web Client

257
258
261
262
263
264
265
265
268
269
270
271
272
273
276
277
294
294
295
300
301
302
302
306
307

330

330
331
331
332
332
332

333

334
341
344
345
346
348
350
350
351
352
353
354
355



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

25.3 Page Customization Using Parameters

25.3.1 Possible Pages (Scopes) for Page Customization

25.3.2  Page Customization Parameters (in Alphabetical Order)

25.4 Order and Priorities of Page Customization

26 CM6 Administrator Manual 6.9 - Authentication Methods for Engineers in the Web Client
26.1 Authentication Methods for Engineers in the Web Client

26.2 Introduction to ConSol*CM LDAP Authentication

26.2.1  Configuring the System to Enable LDAP Authentication

26.2.2  Managing Engineer Accounts for LDAP Authentication

26.3 Single Sign-On with ConSol*CM Using Kerberos

26.3.1  Configuration of Kerberos Single Sign-On

26.3.2  Setting Up the System

26.3.3  Using the System

27 CTI with ConSol*CM: CM/Phone

27.1 Introduction to CM/Phone

27.1.1  Incoming Calls

27.1.2  Outgoing Calls

27.2 CM/Phone Set-Up

27.2.1  System Requirements

27.2.2  Components Required for CM/Phone Set-Up

27.2.3 Installing CM/Phone on the Application Server

27.2.4  Installing CM/Phone on Each Windows Client

27.3 Configuration of CM/Phone in the Admin-Tool

27.3.1  Set the Annotations for the Data Object Group Fields Which Contain Phone Numbers

417

27.3.2  Configure the Admin-Tool Templates for Customer Data for Each Customer Group ___

27.3.3  Configure the Phone Number Format for Each Customer Group

27.3.4  Set the System Properties

27.3.5 Change the Prefix for Outgoing Calls

27.4 Troubleshooting

27.4.1  Logging

27.4.2  Registration as phone: protocol handler

28 Data Warehouse (DWH) Management

28.1 Introduction

28.1.1 Data Warehouse

28.1.2  ConSol*CM Data Warehouse and ConSol*CM Reporting Framework

28.2 DWH Management Using the Admin-Tool

28.2.1 DWH Administration Overview

28.2.2  Basic DWH Configuration

28.2.3 Initialization of the DWH

28.2.4  First DWH Synchronization

28.2.5 DWH Synchronization During System Operation

28.2.6 DWH Tasks

28.2.7 DWH Troubleshooting and Repair

29 CM6 Administrator Manual 6.9 - The Customer Portal: CM/Track

29.1 The Customer Portal: CM/Track

361
361
365
392
393
394
395
396
398
400
400
401
406
408
409
409
410
411
411
411
411
414
417

418
420
422
423
424
424
424
426
427
427
427
429
429
430
433
434
434
435
435
437
438



29.2 System Access for CM/Track Users (Customers)

20.2.1
29.2.2
29.2.3
29.2.4
29.2.5
29.2.6
29.2.7
29.2.8

ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

Precondition

CM/Track Technical Background

General Principle of System Access via CM/Track

Defining the User Profiles/Access Permissions for CM/Track

Defining the Custom Fields for CM/Track Login and Password

Granting Access to CM/Track for Customers Using the Web Client

Customer Login to the System

Extended Customer Permissions to See Company Tickets

29.3 CM/Track: Authentication Modes for the Portal

29.3.1
29.3.2
29.3.3
29.3.4
29.3.5
29.3.6

29.4 FAQs in CM/Track

29.4.1
29.4.2
29.4.3
29.4.4

30 System Overview
30.1 System Architecture

30.1.1
30.1.2
30.1.3
30.1.4

Introduction to Authentication Modes in CM/Track

Definition of the CM/Track Login Mode

DATABASE Authentication Mode

LDAP Authentication Mode

Mixed Authentication Mode

Logging of LDAP Login Attempts in CM/Track

Introduction to FAQs in CM/Track

Configuring the ConSol*CM System to Allow FAQ Search in CM/Track
FAQ Search in CM/Track from a Customer's Point of View

More Complex Solutions for Managing FAQs

Introduction to ConSol*CM System Architecture

Basic System Architecture

Components for E-Mail Interactions
System Architecture with Reporting Infrastructure

30.2 Short Overview of the File Structure

30.2.1
30.2.2
30.2.3
30.2.4
30.2.5

31 Appendix A - List of Annotations (up to Version 6.9.3)
31.1 Alphabetical List of Field Annotations
31.2 Alphabetical List of Group Annotations

32 Appendix B - Glossary

33 Appendix C - System Properties
33.1 System Properties Ordered by Module
33.2 System Properties Ordered by Property Name

34 Appendix D - Trademarks

35 Index

ConSol*CM Data Directory

JBoss 5 Application Server File Structure

JBoss 7 Application Server File Structure

Oracle WebLogic Application Server File Structure

Log Files

440
440
440
440
441
442
444
444
445
446
446
446
447
447
449
450
451
451
451
454
455
457
458
458
458
459
459
464
464
465
466
467
468
471
472
484
487
493
494
539
584
585



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

1 Introduction

® |ntroduction

ConSol*CM

The Book's Structure
Layout Explanations
Basic Principles of ConSol*CM6
® System Components from a User’s Point of View
® Basic Technical ConSol*CM Principles and Objects

The Ticket

The Workflow

The Queue

The Customer

The Engineer
ConSol*CM Dogma

® ConSol*CM from a System Administrator's Point of View



10 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

1.1 ConSol*CM

ConSol*CM is a customer centric business process management software. 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*CM6.

When you read this manual, your company is presumably using ConSol*CM6 as a process management
tool and it is your job to administer the system. The book will help you get a quick overview of the most
important components of ConSol*CM and will also provide a deeper and more detailed introduction to all
aspects of the CM administration.
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1.2 The Book's Structure

First, some basic principles of the ConSol*CM6 application will be explained to provide the theoretical
background you need to become a CM administrator.

The Overview section explains how to get access to the system.

The following four sections explain the features and functionalities of the main administration application, the
ConSol*CM Admin-Tool. You can decide which section(s) you need:

1. Power User Section
In this section (see Power User Section), the user, role, view, and queue administration are explained
, i.e. the basic operations you need in everyday work life. As a team manager you might want to learn
more about those features, without necessarily going deeper.

2. Customer Data Model Section
Here (see Customer Data Model Section ) you get to know the principle of the ConSol*CM customer
data model, FlexCDM, and you learn how to manage all components which are related to it.

3. Ticket Data Model and GUI Designer Section
Here (see Ticket Data Model and GUI Designer Section), you learn how to design the data models
that form the basis for ticket data management and how to display those data on the GUI.

4. Expert Section
Here (see Expert Section), the system parameter management is explained and the scripts and
templates that steer the system behind the scenes. Furthermore, the chapters in this section provide
information about the system management parameters concerning the operating system, like log file
management or indexer files.

In the appendix, you find lists of all important terms that are used in the book (glossary), of all annotations (
important for the GUI design), and properties (important for the CM system management). Please see also
the trademarks page.



12 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

1.3 Layout Explanations

In order to emphasize and/or mark a section, icons are used.

@ Information:

This is an additional information.

% Attention:

This is an important note. Be careful here!

= Warning:

This is a warning!

& Tip:

This is a recommendation from our everyday consulting life.
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1.4 Basic Principles of ConSol*CM6

1.4.1 System Components from a User’s Point of View

- = 12' Callee.com Portal
- Cito co por 2}
Portal CM/Track
(Customer)

CM/Web Client (Engineer)

Internal
Contel s CM g wr—

‘ Reports [ KPIs
| (Manager)

|
|
Internal \
Internal

8| |0 8 —

: Admin-Tool (Administrator) Process Designer (Workflow Developer)
Fig. 1: ConSol*CM System Components

® Web Client
The primary access to the system for engineers
* Portal
CM/Track, the primary access to the system for (internal or external) customers
¢ Admin-Tool
For all system configuration tasks
® Process Designer
For the workflow design and implementation

13

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 a stand-alone application but can be easily integrated into your company’s

IT infrastructure, e.g. using Web Services and/or an Enterprise Service Bus (ESB).
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For a detailed explanation of the system components seen from a more technical point of view, please refer
to the system administrator’s section (System Overview).

1.4.2 Basic Technical ConSol*CM Principles and Objects

N
INTERNAL 20 EXTERNAL

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

Engineer access rights on queues
defined by role(s)

g Ticket N D

e s ,'1 Main customer .
Engineer (ticket owner) i E
w ’
o, - ‘ ah
Additional .~
m customer

b 4= #
it s
Additional engineers 7
¢! ~
N Eree— Customer group
of customer /
group to ’:\ i
2 queue y Data object group
a : fields for customer
|}

Custom K4
fields for ¢
ticket data_»”

Workflow data model
- t \ s
of customer QUEUE
group(s)
fo queue
Admin-Tool Admin-Tool

Fig. 2: ConSol*CM Basic Principles

The Ticket

ConSol*CM can manage incidents, service cases, and/or other requests of internal and/or external
customers. Every request is managed as a ticket that is created in the system, passes through the desired
process, and is then (hopefully) solved and closed.

Closed tickets are not lost, but they represent a powerful archive and knowledge base. The user can search
the tickets using the system search. Furthermore, the system can be configured to provide FAQ (frequently
asked questions) functionalities.

Every ticket has an ID that is used internally and cannot be seen by the user.

Every ticket has a hame (often called ticket number) that is displayed on the GUI to mark a ticket for the user

The ticket icon in the GUI can have (and in most cases does have) a color that represents a certain value of
a list. Often the priority is used, e.qg. high priority tickets are displayed in red, medium tickets in orange, and
low priority tickets in yellow.
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However, for every process, a different color-defining value can be used. While the user help desk uses the
priority, the marketing and sales department can use the probability for the conclusion of a contract, and a
multi-brand service team can use the brand.

Ticket Accept | Edit | Clone | Print | Display +

Undelivered Mail Returned te Sender
Customer Service | Dispatch Eskalation

330 Unassigned | Open since 202213 10:23 AW
Complaint
Email customer service
Groups Edit | Hide
Product customer status
Top Line | Top Consumer [Infa]
0 0
Contacts Add | Hide

Main contact

Luke Skywalker + Cl Customer
Kanzlerstralie 8
40472 Disseldorf

Fig. 3: ConSol*CM/Web Client - Ticket

The Workflow

Every process that should be managed using ConSol*CM is modeled as a workflow. During its life cycle a
ticket runs through several steps, e.g it is opened as a new ticket, has to be processed by several experts
and can then be closed. During the process there might also be a pause, usually called resubmission. All
those steps are modeled as steps in a workflow.
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Fig. 4: ConSol*CM Process Designer - Workflow

A business process is modeled in ConSol*CM using the Process Designer, an application which is an
integral element of a standard ConSol*CM installation. A process can be represented by one or more
workflows.

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 process
chains or with a hierarchical structure.

For example, a ticket starts in an entry pool, is directed to the 15! 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 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, e-mails that are sent automatically, or other
actions during the process, is also defined in the workflow, using Groovy scripts.
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Please refer to the ConSol*CM Process Designer Manual for a detailed introduction to process design and
to process modeling using the ConSol*CM Process Designer.

The Queue

The queue is the core component of the ConSol*CM administration. It comprises tickets from the same
domain and makes sure that all tickets of this domain are treated in the same way. Every queue has exactly
one workflow which cannot be changed. All data fields required in a process are assigned to tickets of the
process by qgueue management.

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 [$] are defined.

Access permissions are also managed using the queue as basic entity.

The Customer

The customer is the person (contact) or company who has the question or service request. This person or
company is the main customer for the ticket. This represents the external side of the CM system.

With FlexCDM, the Flexible Customer Data Model, ConSol*CM provides a data model which can define
customer and contact 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 see section
The CM Customer Data Model: FlexCDM for a detailed explanation of all components of the FlexCDM.

The Engineer

The engineer is the worker who has a login to the Web Client and who has to manage the tasks defined in
the tickets. This represents the internal side of the company or service team.

The engineer’'s access permissions are managed using roles, i.e. the roles are defined using the Admin-Tool
and engineers are assigned the role(s) they need.

Often, a ticket does not have an engineer when it just has been opened and it is assigned to an engineer in
one of the first steps of the process. This engineer is responsible for the ticket, he/she will get the escalation
e-mails and will see the ticket in his/her view My Tickets (personal to-do list).

There can be additional engineers in certain so-called engineer roles for a ticket, who also have tasks to do
for the case. For example, a ticket has a regular engineer and an additional engineer in the engineer role
supervisor. In this way, in the run of the process, the ticket can be automatically assigned to the supervisor.
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ConSol*CM Dogma

In ConSol*CM86, there is a main dogma:

@ Aticket always has a main customer. This can be a contact or a company.

A ticket can have no or one engineer who has to work on the ticket.

1.4.3 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 explanation of all
aspects concerning running ConSol*CM in an IT environment. A first introduction is provided in section
System Overview in this manual. If you need to know the supported application servers and relational
database systems, please ask for the current System Requirements and/or the Release Notes of the latest
ConSol*CM version.
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® Start of the Admin-Tool
® Login
® Troubleshooting: When the Admin-Tool Does Not Start
® Correct Process
® Process with Errors
®* How to Use the Admin-Tool
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2.1 Login

Most of the ConSol*CM6 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 jnip file locally and start it there. Java Web Start is
part of each standard JRE.

ConSol*CMé6 - Start Page = E_i &

ConSol*CM6 Web Client

This is the main part of the ConSol*CMé 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
spedific business domain.

Please use the following link to get into the web dlient. You might want to bookmark this:
® hitp://cmé6doku-cm1.int.consol.de:8080/cm-ciient

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

Click here to start ConSol*CM6 Admin Tool
the 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 Technology to enable an offsite administration of the ConSol*CMé Server.

Following the link should be enough to start the Admin Tool:

On some systems you may need to start Java Web Start from the command line:
* javaws http://cm6doku-cm1.int.consol.de:8080/admin/cm-admin-tool jnip

Please ensure following system requirements: Java Runtime Environment 6 or 7 (this indudes 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:8080/workflow/master jnlp
Same as for Admin Tool, needed in seldom circumstances:
* javaws http://cmb6doku-cm1.int.consol.de:8080/workflow/master.jnip

Same system requirements as for Admin Tool.

www.MuleSoft.com Powered by Mule. MuleSoft is Open for Integration. Copyright (c) 2003-2009 MuleSoft Inc.

Fig. 1: ConSol*CM Start Page

After clicking on admin-tool.jnip, the jnip file is downloaded, the Admin-Tool is started, and the login window
is displayed (for details see the Troubleshooting section):

E CME Admin Login @ cmb-demo.int.conso... @
3 Username required. —
-
-
Username EJ
Password

K, Cancel

Fig. 2: ConSol*CM Admin-Tool - Login Window

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

Having logged in successfully the start page of the Admin-Tool appears:


https://www.java.com/en/download/faq/java_webstart.xml
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0

File Views Help
A

h Home

4

<

= CMB Admin-Tool @ cmb-demo.int.consol.de

SIE B O O

Q
s

| {[]
r J

v

Use this section for creating and deleting engineers, change passwords, temporarily deactivate engineers and assign roles to engineers.

In the role administration you can manage roles containing permissions on queues, customer groups, and views.

In this section you manage queues and assign customer groups and attribute groups to them.

Go to the view administration for defining custom filters (so called "views") on tickets, which can then be assigned to roles.

In this search form you can search for tickets and operate on the search result.

Change global configuration parameters here. There is also an advanced view for creating new configuration variables which then can be used in
workflows and scripts.

In this section you can manage and edit scripts (e.g. for customizing the e-mail handiing) and templates (e.g. e-mail templates).

=  [CM_Administration]

Fig. 3: ConSol*CM Admin-Tool - Start Page
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2.2 Troubleshooting: When the Admin-Tool Does Not
Start

2.2.1 Correct Process

To be able to find the problems you should know the correct process.

In case everything is set-up correctly, after clicking on the Admin-Tool hyperlink, the following steps are
performed:

1.

In a pop-up window, you are prompted for the decision if you would like to open the jnip file (Java (TM
) Web Start Launcher should be offered as default application for that) or if you want to store a local
copy of the jnip file.

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

. The download of the Admin-Tool jnip file is started, during this process, the ConSol*CM logo is

displayed.

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

In case the Java Web Console is activated, the console is opened and you can follow the download.
The Admin-Tool GUI is displayed with the login window in the foreground.
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Fig. 4: ConSol*CM Admin-Tool - Start: Steps 1 and 2



24 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

Step3
ConSol*CME - Start Page _
—“

ConSol® CMG Wb Client
Thes i thae mrusn part ot Comtol CHG Apclcaton for Hh mcet s, Tha web clent & B Lres nterfiscn ior workng with Bokets and comtacss. | 6 optrmised for comtent B werkng and shaged to the demarnds of specfic busress doman.
Pl e e Folowng Ik 103 et i tha ws Z8ent. You m vt B bookmrk tha

& gt -Cn |k (ot e BOSNVCIn ClTl

L] Frefoan 4 Evviended Suppont Ssease [E55) or Moroeft B8 or B9, § GHE Frocessor, B 08 ik, soveen resciston of 1255 g i with
- i - -
ConSel® CM6 Adimin Tool E _I H_“i = [ — B
Thes Aetvrin ol s o acmnatration of all contral cromiueun s e, queues, cuitor] fyl L o
Verifying application. =

Feskowing B Ik ihoui] e erough o et the Admin Took
o bp ot O L Cormolcde 0SS 'O jcmes LOoL Ikt

Mammr: Adrran-Tool thitp: ffortdakacnla ..
0 ST ST O Wy resd 10 St S Weh SEart froem the: coamrand ine: o = e

Publishen  ConSol® Softwans Gmbs

* v g il ek ip

— " — Pp—— From: itz .. feraxinn-inel_jip

ConSol® CMG6 Process Designer

Thee Prracess. Coesgrar & o0 choryg [rocess dietratmns wsesd ey the ComGanit CH Sarver, - — I Fusde st this piesgrr Thes SEmper B Ths thie RrkAows 37 boouss 0n bFmess nesh:
VO ol B S BTN TR sahionat masch Nehoeca KTvswesdge

Folowng the Ik shouid be encugh i S the Process Desgren
# hitpmbcolas-cm Lok comal de B080workfloms mester. i
S i for At Tocl, rewcied I Setdom croumstance:
® e etttk o el e BOA0 weridowimute i
S SR RTINS &5 fOF A ool
o Sl o POWETES by M. HUESO 8. 0PN for Inegranon. Copsmphi (c) 2003-2009 MulsSoft Ine.

Step 4 (only if Java console is activated)

o
—“

B i i 15 weing wth Bkt ind contecti. It B opimibed or costial Bk working ind ihigsin! 16 the deindi of il builie domiin.

mmm“”w i T i (58] 07 MCPOSON 168 o 169, 1 GHE IVO0ES0N, 2 08 RS, 30968 Mesolitnn of 1280 pi i wath

mmﬂmm-iﬂhuw b st el emcre. 1 b on Jren Vet St Technotogy 1o enaten an ofiate sdmestraten of the Corsol™Om Server.
s o e ]
i . -

(o] [ow] [om]
rye——— ot e rin
e -1 b G0 7 (T Inchudey Mave Web S2art), 1 Gr Procmscr, 7 GI RAN, screen newskuion of 1700 oo m el
ConSol® CMG6 Process Designer

The Proicess Dresigrer 5 bor sditng prooess defirons s by the ConSol CM Server, The actwies. svalibie I the 'Web Clent. the stahus of tioket and ol sutomat processes ae defred By graphical workfiows made with thes desipne The designer and this. the workdiows e lanessd on busmess. need:
ORI Wl e 1 TSN Thens st masch techincal

Foboig T Wk Shoui] Do 00N 03 BT e PrOCESS Desgie.
» hiipuliam k.o e xig
Sare an b Adiran Tool, rewdied P witio. crrumatance:

0 | cr, e BC i

S SR RTINS &5 fOF A ool
v Mol o Fosered by e MuleSOf 8 Open for Innegeanon. Copynghe (c) 200-200% MuleSoft Inc.

Fig. 5: ConSol*CM Admin-Tool - Start: Steps 3 and 4
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Step5
ConSol*CME - Start Page Mi...ﬁ—-__

ConSel* {386 Wek (ol

ConSel* (386 Adesin Tool

Fig. 6: ConSol*CM Admin-Tool - Start: Step 5

2.2.2 Process with Errors
In case the Admin-Tool cannot be started, check the following settings:

1. Problems with step 1:
a. Is Java in the correct version installed on your machine?
b. Is the correct Java version activated?
Under Microsoft Windows use System settings -> Java -> Java -> Display ...
2. Problems with step 2:

25

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 network

connection.
b. For all 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, you enter your login data. If a connection error occurs

then, check the proxy settings.
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2.3 How to Use the Admin-Tool

You can reach the Admin-Tool functions via the icon bar or via the drop-down menu under Views above the
bar.

]

= CMB Admin-Tool @ cmb-demo.int.consol.de

File Help

& i Home Alt+Y =
f Engineer Administration Alt+E
| "= Role Administration Alt+0
View Administration Alt+W
Queue Administration Alt+0
=  User attributes ARt+M  enginee
Custom Field Administration Alt+T
% Enum Administration Alt+U
MLA Administration Alt+ A | roles ¢
Ticket Administration Alt+1
i Configuration Alt+C
Deployment Alt+D
35ign Cu

Script and Template Administration Alt+P

Go to the view administration for defining custom

Fig. 7: ConSol*CM Admin-Tool - Views Menu
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The function pages are built similarly. The following picture shows the operational concept using the
engineer administration as an example:

Choose the function by selecting the

menu entry or via the icon bar

File cards for
additional settings

Lists display assigned and unassigned attributes
for entries selected in the left area

£ CMBJAdmin-Tool @ cm6-demo.int.copsol.de
(File Views Help)

=

[F=3[ECE (=)

:\X

|- Login

(& v 2@ N =080 O % B € Logout
List of available entries | T e s .
;— |__ Synchronize
T Engineer 4engineers | l(Roles [View ariteria| changes in the
Filter to narrow down Fitter: |er Allengineers |||} Assigned Available idmc':l.l-mo' with
the displayed entries ™ r 1 the server
Y + |HD_Sales_Role - | All types - Name Mame
(Change_Queus_HD'1_HD2_Role ICM_Administration
il S Last name Login Division Uty (Change_Queue_Sales_Role HD1_create_contact_readown_cre...
A selected entry Axel Bauer bauer 0 HD_1st_Level_Role HD1_create_contact_ro_wo_do_Role
is highlighted Fischer Jischer ] ] | | HD1_ro_wo_do_Role
sally M_\\Ier N_hller [} HD_5ales_Role HD_1st_Level_Role_w/o_change_...
| e e Sl a Template_Role HD_2nd_Level_Role_readonly A double click on
A disabled entry /‘r HD_Sales_Role_with_CustomerGroup | - an attribute moves
is shown in italics £iD_Supervisor it to the other list
Parter
Read_write_own_tickets_HD1_Role
WA_Deploy_Role
Wil_Read_Role
WA_Write_Role
‘Workflow_Admin
Wirite_HD1_Read_HD2
Wirite_own_create_tickets_HD2_Role
krone
AIFD 3= 5

»
Avi

N
A click on an arrow icon moves the
selected attribute to the opposite list

Fg,
/'f i

disable...

;ECM_Adm istration] i
\

I \
modify... delete... enable...
an entry

Create...

Fig. 8: ConSol*CM - Handling of the Admin-Tool

A list 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 click on the icon * (example: available roles and
assigned roles). Attributes can also be assigned via check or list boxes (not displayed here).

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

* Filters
Filters help you find entries in lists (e.g. in the engineer list) rather quickly. There are two types of
filters:
® Text filters
Type in the characters of the required word (e.g. the engineer name) and the list will be
adopted automatically, only the matching entries are displayed (with erin the example above).
® Drop-down menu filters
Select a category (e.g. all engineers) and only the matching list entries (e.g. engineer names)
are displayed.
® Sorting
You can sort the entries in ascending or descending order by clicking in one of the title fields of the list

. The icons or show the sort order.


https://wiki.consol.de/wiki/Bild:CM6_admin_icon_arrow-left.gif
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Usually all changes you perform in the Admin-Tool are submitted immediately without the need to
synchronize the data. However, if changes in another module have been performed and the Admin-Tool has
to use the new data, it is required to synchronize the data. You can achieve this by clicking on the

Synchronize button  in the icon bar.

One example for this is the deployment of a new workflow using the Process Designer. Before you can
assign the new workflow 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, including the
new workflow. Then this new workflow can be used for further operations like assigning it to a new queue.
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Section
r3'i':ﬂMG.|Mi‘mi|rv‘i'oo|Q—-‘‘ int. _"' — - o = =) X
Az T ofz: @ § = & 0 O c @ <

6‘/ Engineer Administration
(>}

Use this section for creating and deletiny ch and assign roles to engineers.

Role Administration
S

In the role i 0N queuss, CUSTOMEr groups, and views.,

(((. Queue Administration

In this section you manage queues and assign customer groups and attribute groups to them.

Ticket Administration

Y View Administration
G0 to the view administration for defining custom fiters (s called "views™) on ticksts, which can then be assigned to roles.

= Power User Section
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4 Engineer Administration

® Engineer Administration
® [ntroduction to Engineer Administration
® Engineer Administration Using the Admin-Tool
® Create or Edit an Engineer Account
® Delete an Engineer Account
® Disable or Enable an Engineer Account
® File Card Roles - Assign Roles to an Engineer Account
® Set Roles as Main Roles
® File Card View Criteria - Define Engineer-Specific View Criteria
®* Related Topics
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4.1 Introduction to Engineer Administration

An engineer account is the basic access object which allows the engineer or the administrator to access the
Web Client, the Admin-Tool, or the Process Designer. During system set-up an administration 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 multiple role(s) displayed in the file card Roles. If you have not created any roles yet, you will
see only the administrator role (see file card Roles).

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

@& Information:

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

Filters to narrow down
the displayed engineers

List of engineers
(depending on the
filter settings) ™

A selected engineer

is highlighted ~ ||

A disabled engineer A

is shown in italics

This check box shows if
the engineer is used as a

Icon for engineer
administration

File cards for
engineer settings

These roles are already

assigned to the engineer

marked in the left area

These roles are not
assigned to the engineer
marked in the left area

CM/Track access profile

The red dot marks the
[ main role of the engineer

A double click on an
™ entry assigns the role to
the marked engineer

Hle Y min-Tool @ cmb-demo.int.consol.de
File Views |Help
s . S = h =
A T 2 @ N % ®| <>
S—— \ |
N, Engineer 16 engineers | | Roles | view iteria | 'l
Fiter: |er || anengineers  + ||| | Assigned Available
All roles ~ | Al types ha Name Name
First name Last name Login Division Track
Konrad Holler Holler 0
T = N HD1_creste_contact readown_cre... | | ||
Friedrich Meier Meier [] HD1_create_contact_ro_wo_do_Role
sally Miller Miller ] HD1_ro_wo_do_Role
e Sallers Sellers ] HD_1st_Level_Role_w/o_change_...
Sommer ] HD_2nd_Level_Role_readonly wi
axcel Baer bauer [} HD_Sales_Role
Gottieb Daimler daimler ] HD_Sales_Role_with_CustomerGroup
Oscar Fischer fischer (=] IHD_Supervisor
porter — Porter
porter2 Read_write_own_tickets_HD1_Role
Bernd Stromberg stromberg ] Template_Role
Karl Becker wil_user1 ] WA_Deploy_Role
Lukas Schneider  wil_user2 [&] WA_Read_Role
lAchim Misller wil_user3 [&] WA_Write_Role
lAnton Koch wil_user_nr [} Workfiow_Admin
Write_HD1_Read_HD2
Write_own_create_tickets_HD2_Role
krane
T X % rLa I \ I
2 | [cM_Admitystration]
Ilr v \\ / ; ! \ ] |
Create ... \ delete... / disable... Set the selected role  Move the selected role to the
edit... enable... as main role of the opposite list

an engineer account

marked engineer

Fig. 1: ConSol*CM Admin-Tool - Engineer Administration
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4.2.1 Create or Edit an Engineer Account
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To create an engineer account click on the icon o below the account list. Or click on iE T you want to edit

the settings of an existing account. The same pop-up window appears:

£ CM6 Admin-Tool @ cmb-demo.int.consol.de == e
File Views Help
ﬁ & Edit engineer == ~ B ‘r ]
\w Edit engineer -/ L
Enai Administration i Please edit the engineer's data.
Engineer
Filter: |er Login: Huber Available
All roles First name: Harald Name
- CM_Administration
First name Last name Login Last name: Huber Chfﬁﬂge Que:e HD1 HD2 Role
Konrad Holler Holler E-mail: hhuber @devnul.consol. de Change:Queue:Sale;_Rolg
Huber Position: Service chicf HD1_create_contact_readown_cre...
Meier Meier ashan: SrvIcE S HD1_create_contact_ro_wo_do_Role
Miller h']iller Company: HD1_ro_wo_do_Role
Fele SENErs e R HD_1ist_Level_Role_w/o_change_...
Som ’ HD_2nd_Level_Role_readonly
Axel | Bayer Description: Poweruser Huber HD_Sales_Role
Gottligb Daimler ler HD_Sales_Role_with_CustomerGroup
Oscar Fischer Phone: 08344488333 HD_Supervisor
bl Mobile: Parter
porter2 Read_write_own_tickets_HD1_Role
Bernd Stromberg stromberg Fane: Template_Role
Karl Becker wil_user1 il Deplc;y Role
Lukas Schneider, wil_user2 Lot Wi Read Role
Achim Mulller wil_user3 Kerberos Principal Name: Wl_Write_Role
Anton Koch wil_user s 8 4 Workflow_Admin
assword: =
\rite_HD1_Read_HD2
Password (again): Write_own_create_tickets_HD2_Role
krone
Track user: ]
DLi0 ==
= [CM_administration]

Fig. 2: ConSol*CM Admin-Tool - Edit an Engineer Account

The window shows the parameters describing an engineer account:

® Login:

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.

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.

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.
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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, periods, 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 function at
the moment.

Fax:

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

~ Attention:

Several fields which contain engineer data (like Company, Division, or Phone) are optional
fields. However, when you work with e-mail templates which contain engineer data fields (
see section The ConSol*CM Template Designer) the e-mails will not be formed correctly
when the data is missing. For example, the field ticket-engineer, phone cannot be filled-in in
the template when 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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* LDAPID
The LDAP user ID if LDAP is used for authentication. No password has to be set here.

@ Information:

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. The entry of a password is mandatory. Please use only
international alphabetic and numeric characters, and punctuation marks, do not use any special
characters as e.g. umlauts. The password entered will be shown as a string of asterisks.

@ Information:

This field will only appear if the engineer authenticates against the Web Client via the CM6
database, i.e. when LDAP or Kerberos authentication is used, the field is not visible.

®* 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. The
repetition of the password is mandatory.

@ Information:

This field will only appear if the engineer authenticates against the Web Client via the CM6
database, i.e. when LDAP or Kerberos authentication is used, the field is not visible.

® Track user
This check box has to be ticked if you want to create a technical engineer (or CM/Track user profile)
used to define access permissions for CM/Track users. The available CM/Track users (user profiles)
will be shown in the Web Client when creating or modifying a customer. So, by ticking this check box,
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: System Access for CM/Track Users (Customers).

Click on Save afterwards to store your entries and to close the window.
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4.2.2 Delete an Engineer Account

To delete an engineer account, select the account in the list and click on ﬂ . Since an engineer 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. For all history entries in tickets and in customer pages which were performed by the
deleted engineer, his or her name will still be displayed.

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

4.2.3 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 login anymore and other engineers cannot assign any tickets to their accounts.

To disable an engineer account, select the account and click on ﬂ . 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. Just click
on il at the bottom of the page, if you want to enable the account again.

4.2.4 File Card Roles - Assign Roles to an Engineer Account

On this file card 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 on * 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).

@ Information:

When engineers log in to the system, they will have access permissions from all roles that have
been assigned to them. So all permissions are added! There is no way of explicitly denying access
to objects in ConSol*CM, you always grant access! The sum of all granted permissions defines the
final access permissions for the engineer.

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 on il below the list. Afterwards the main role is marked with a red dot.
Now the views of the main role will always appear at the top of the view list in the Web Client for this
engineer account.
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4.2.5 File Card 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).

@ Information:

This file card will show view criteria only 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 criteria on
the right. Click on ® to move it to the list of assigned view criteria. You will see the possible values below
the criterion in the list. Tick the check boxes 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 will
be immediately visible in the engineer's profile page.

Assigned Available
[priority] Name
----- Mot set
oL se product
i [] lowe
: sales_chance
b [ normal
i [F] high

Fig. 3: 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 priority after
logging into 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.

. Attention:

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, the engineer's view will be empty!
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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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4.3 Related Topics

® Roles
®* Views

39
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5 Role Administration

® Role Administration
® |ntroduction to Role Administration
® Role Administration Using the Admin-Tool
® Create a Role
®* File Card Queue Permissions
® File Card Global Permissions
® File Card Customer Group Permissions
* File Card Views
File Card Engineer Functions
® Delete a Role
®* Copy a Role
®* Edit a Role
®* Related Topics
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5.1 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) the engineer obtains 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.

@ Information:

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 preventing access to objects
in ConSol*CM, but you always grant access!

The sum of all granted permissions defines the final permissions for the engineer.

Roles define:

® Access rights to one or more queue(s)
E.g. read, write, and append rights are granted. The rights are valid for all tickets in the queue(s).
® Global permissions
Several system-wide permissions are managed here, e.g. the rights concerning template design,
workflow design, and system administration.
® Access rights to customer data
Read, write, modify, and delete rights for each distinct customer group.
®* Views
To do lists of tickets which will be displayed in the ticket list in the Web Client.
®* Engineer functions
Additional engineer function which can be taken by members of this role, e.g. approver.
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5.2 Role Administration Using the Admin-Tool

In the Role Administration GUI, 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 with 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 file cards are available. During role management you switch between these file

cards.

Icon for role administration

File cards for setting permissions or
for assigning views and functions

£ CM6 Admin-Tdgl @ cm6-demo.int.consol.de [=ll= =
File Views Help
A s = L] @ (%] N &
A %] 2 & % ® < ol IR
Filters to narrow down = Role Administration
the displayed roles b -
napmey and queu:\ Roles 23 roles | | Queue Permissions | Global Permissions | Customer Group Permissions | Yiews | Engineer Functions)
" Filter: All queues - ] Queues Queue Permissions
List vailable rol M I
st of available oes\ 3 Filter: Mine Ref. None Other
ame
Read v v ¥
Roles with _Administration Name =
administrator permissions | | |Change_Queue_HD1_HD2 Role HelpDesk, ist,Level = .
are displayed in red (Change_Queue _Sales_Role HelpDesk_znd_Level Append Permissions of
HD1_create_contact_readown_create_Role sales the selected role
. HD1_create_contact_ro_wo_do_Role Act TTT
A selected role is || |hio1 ro wo co ke for the selected
highlighted | 0_lst_Level Role Aissign uous
elAole_w/o_change_engineer Refer B B
Ared d ks th )2 _Level_Role Change queue " |
re ot mar s i e/ HD_2nd_Level_Role_readonly |
main roles of HD_sales_Role -
engineers HD_Sales_Role_with_CustomerGroup
HD_Supervisor Get assigned
Porter = Remove all
Read_write_own_tickets_HD1_Role o D— TT7 permissions
(Template_Role
WH_Deploy_Role
WA_Read_Role . Select all
WH_irite_Role permissions
Workflow_Admin
Write_HD1_Read_HD2
\Write_own_create_tickets_HD2_Role
krone
[CM_administration
Create... Delete... Copy...
arole

Fig. 1: ConSol*CM Admin-Tool - Role Administration: Queue Permissions

Attention:

All changes on the Role Management file cards are immediately effective resp. after clicking the

OK button. You do not have to click on © in the icon bar. Engineers have to log in again to use
their new roles. Views become effective after clicking F5 (page refresh) in the Web Client.
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5.2.1 Create a Role

43

Click on o below the role list to create a new role. A pop-up window appears where you can enter the role
name. Afterwards you have to set the permissions of this role using the following file cards on the right side

of the page (see also the preceding picture):

® Queue Permissions

Global Permissions

® Customer Group Permissions
* Views

® Engineer Functions

Just click on the corresponding tab to switch between the file cards.

File Card Queue Permissions

The permissions set in this file card 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 or to act in

the system.

Tickets where the Tickets

engineer is set without Team
additional engineer engineer tickets

Own tickets
Queue issions ‘Z/ //
Edit data fields ine Ref. Mone Other
) Read
Add comments, e-mails, \w

attachments =
Append

Execute workflow activities ——gact
Change engineer —— A==

» . Refer
Set additional engineers /Chan .
with engineer functions o=t
Create
Change queue

Get assigned »———_—_——__1—_

/A

Select... Remove...
all permissions

EEEEEEE
OO0EEEEHE

OO0 EEE®E
OO0OEEEEHE

|

Create tickets

Get assigned to
a ticket by other
engineers

Fig. 2: ConSol*CM Admin-Tool - Role Administration: Setting Queue Permissions

The following permissions can be set:

®* Read
Read tickets.
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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.

Append

Add information to a ticket (comments, e-mails, attachments), i.e. add content in the ticket protocol.
Act

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

Assign

Assign tickets to another engineer.

Refer

Assign an additional engineer (with engineer function, see file card Engineer Functions) for a ticket.
Change queue

Move a ticket from this queue to another queue (appropriate permissions for the initial and the target
queue required).

“ Attention:

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 tickets are passed from one

process to another using process/workflow components, 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 well.

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

®* Mine

Own tickets.

Ref

Tickets for which the engineer is assigned as an additional engineer (with engineer function, see file
card Engineer Functions).

None

Tickets without assigned engineer.

Other

Tickets assigned to other engineers of the team, i.e. with the same access permissions.

Click on the corresponding check box to assign one or more permissions to the desired ticket range.

Two general permissions can also be set:

® Create

An engineer is allowed to create tickets in this queue.

® Get assigned

An engineer can receive a ticket from another engineer who has the permission to assign tickets in
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the respective queue(s).

In the Web Client, the engineer can then be selected in the list of engineers within the ticket data
section. Please refer to the ConSol* User Manual for a detailed description of this functionality.
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If you want to select all permissions simultaneously just click on ﬂ below the list. Clicking on J removes all

selections.

File Card Global Permissions

Global permissions are general and queue-independent rights for a role. Setting these permissions is

optional.

£ CM6 Admin-Tool @ cmb-deme.int.consol.de
File Views Help
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HD1_create_contact_ro_wo_do_Role
HD1_ro_wo_do_Role

HD_1st_Level Role @
HD_1st_Level_Role_w/o_change_engineer
HD_2nd_Level_Role
HD_2nd_Level_Role_readonly

HD_Sales_Role_with_CustomerGroup
HD_Supervisor

Porter

Read_write_own_tickets_HD1 Role
Template_Role

WA_Deploy_Role

WA_Read_Role

Wi_Write_Role

Workflow_Admin
\Write_HD1_Read_HD2
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krone
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& [CM_Administration]

Roles 23 roles
Filter: I queues -
Name

Global Permissions

[] Administrate

Workflow Permissions

[ Read workflow
[ write workflow

Deploy workflow

Template Permissions

[ write template

HD_Sales_Role

Representation Permissions

Configure representation

Fig. 3: ConSol*CM Admin-Tool - Role Administration: Global Permissions

You can specify the following:

® Global Permissions (Administrate)
Provides administrator access to the system, this applies to the Admin-Tool, the Process Designer,
and admin access to the Web Client.

®* Workflow Permissions

H,_

Administrator
permissions

Process
designer
permissions

Permissions
for template
administration

Permission

— to represent

other engineers

Track User Permissions _—
Permission for

Access tickets of the own company [~ CM/Track users
to access all

tickets of their
own company

Provides permissions concerning workflow design and management. These are Read, Write (modify
and store), and Deploy (install and put in operation).

®* Template Permissions

Provides the permission to use the ConSol*CM Template Designer which is used to create and edit
e-mail templates, see section The ConSol*CM Template Designer for details.
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® Representation Permissions
If this permission is set, engineers with this role can configure themselves as a representation for
other engineers, e.g. who are ill 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.

®* Track User Permissions
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.

File Card 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 user group(s) to one or more roles.

£ CM6 Admin-Tool @ cmbdoku-cmlint.consel.de = | [ )
File Views Help
Y & = L] @ ~ -
(3] v a: @ e ® < s B €
= Role Administration
Roles 17 roles ‘ Queue Permissions I Global Permissiun4| Customer Group Permissions ‘IV’IEWS I Engineer Functions The a_cc_ess
; permissions of the
Filter: |All queues Customer Groups Customer Group Permissions selected role to the
—— own Al data of the selected
Mame Mame
customer group
AccountManagementReseller Read /f "T
CM_Administration MyCustomerGroup Write
CM_TrackBasicCustomers Reseller
CustomerManagerMyCustomerGr Delete
CustomerManager_Reseller =
HD_1st_Level_Rale Deactivate, @]
— TS v
HD_2nd_Level_Role Activate ¥ M
HD_Sales_Rale
HD_Supervisor EEDRcied
MarketingTeamleitung Details write
ServiceDesk
TemplateManager Details delete
[Trackal
TrackMyCustomerGroup Create | Remove all
[TrackReseller O
Workflow_Admin E g T 1 permissions
“P\
Select all
permissions
©
= [CM_administration, Workflow_Admin]

Fig. 4: ConSol* Admin-Tool - Assigning Permissions for Customer Groups to a Role

The access rights which can be granted have been modified compared to previous ConSol*CM versions.
New rights have been added which concern a new section of the customer page. The contact page as well
as the company page in the Web Client have a new section, the Details section.
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[ Contact Display = )
Skywalker Luke + Reseller
luke@localhost.de 123
ConSol* «
Tickets (0) Hide
All tickets w
r This customer does not have any tickets
F Additional details Hide )
Comments Attachments
New
General sections |~ Details section
vl
List of comments
This contact does not have any comments.
& Relations Hide
History Hide
2/28M4 08:56 changed by Harald Huber
luke@localhost.de
Skywalker
123
Luke
Fig. 5: ConSol*CM/Web Client - Details Section of a Contact Page
The following access permissions can be granted:
® Customer type
Refers to the tickets of the customer.
® Own
All customers which are contacts at tickets which are currently owned by the engineer.
° All
All customers.
®* General sections
®* Read
Read the customer data.
* Write
Write/modify the customer data.
® Delete
Delete a customer data set.
®* Act
Execute actions for this customer (see section Action Framework for details about customer
actions).
® Deactivate/activate

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

® Details section

Details read
Read customer data in the Details section.

47
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® Details write
Write/modify customer data in the Details section.

® Details delete
Delete customer data in the Details section.

®* General

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

»  Attention:

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

File Card Views

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

@ Information:

We recommend to assign at least one view to a role. Otherwise an engineer with this role will see
no tickets in the ticket list of the Web Client.
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These views are assigned to
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Fig. 6: 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
on * 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 on ﬂ .

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. Only in case 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 arrow buttons ll and Ll .

5.2.2 File Card Engineer Functions

On this file card 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 assigning an
additional engineer (see section Additional User Attributes for creation of engineer functions).
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File card for assigning
engineer functions
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Fig. 7: 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 available
functions. Click on ® 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 on ll .

After you have defined the new role by setting permissions, views, and engineer functions in the file cards
you can assign the role to the desired engineer accounts. Engineers will obtain the rights of a role
immediately after assignment (without an additional update of the system).

5.2.3 Delete a Role

Select the role you want to delete and click on o below the role list. If you choose Yes in the following
confirmation dialog, the role will be removed from the list and the system.

., Attention:

If you delete a role, please consider that engineers with only this role will immediately loose all
permissions in the system.
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5.2.4 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 existing
role and click on J 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.

5.2.5 Edit a Role

Select the role you want to edit in the list and modify the permissions in the respective file cards as desired.
The changes are immediately effective for engineers with this role. The engineer just has to login again.
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® Engineer administration
® Customer groups

® Queues

® Views

® Additional user attributes
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6 View Administration
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® View Administration
® |ntroduction to View Administration
® View Administration Using the Admin-Tool
® Create a View
® Queue Filter
® Scope Filter
® Static Criterion
¢ Dynamic Criterion
® Edita View
® Delete a View
®* Copy a View
® Related Topics
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6.1 Introduction to View Administration

Views are used to filter tickets according to certain criteria (e.g. all active tickets in the Queue Helpdesk) 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.
One and the same view can result in varying subsets 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 tickets by
using the search function.
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6.2 View Administration Using the Admin-Tool
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Fig. 1: ConSol*CM Admin-Tool - View Administration

6.2.1 Create a View

After clicking on El 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 on ﬂ you can localize view name and description. The pop-up window Localize shows the
available locales on the left side. Enter the corresponding view name or description in the Value field for
each additional language on the right. After clicking Save the name or description will be displayed in the
respective language of the engineer's locale.

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

® queue filter

® scope filter

® static criterion

® dynamic criterion
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Queue Filter

At first 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 on *® . To remove an assigned queue, select it and click on ll .
Continue with the Next > button, in order to define scope filters, too.

£ View Wizard =
Create view
1 Mew queue filter.

Assigned Unassigned

Mame Mame
Sales(Sales) HelpDesk_1st_Level(helpdesk1)

HelpDesk_2nd_Level(helpdeskz)

A

[ «:E-ack ] [ Mext = ] [ Finish [ Cancel_ ]
L
L ! \ \ ™~
Move queue to the Back to Goto Create view Leave View Wizard
opposite list previous step next step without storing

Fig. 2: 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 workflow
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 on ® . To
remove assigned scopes, select them and click on ﬂ . Continue with the Next > button, if you want to define
further criteria. Otherwise click on Finish to create the view.

@ Information:

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

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, when
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!

£ View Wizard (=
Create view
1 MNew scope filter,

Assigned Unassigned
; - ; -
Mame Mame
Appointment{Sales) Bid(Sales)
FollowlUp(Sales) Depot{Sales)
Phone(Sales) Lost(Sales)
Sales(Sales)

Snooze(Sales)

0

defaultScope(Sales)

[ < Back H Mext = ][ Firish ][ Cancel

Fig. 3: 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 value in a defined
data field, e.qg. tickets concerning a special product or only tickets with high priority. The criterion 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.

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, too. Otherwise click on
Finish to create the view.
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£ View Wizard ==
Create view
i Add new static criterion

Criteria definition

Field: iproduct -

Value:

[ < Back ][ Next > ][ Finish ][ Cancel

Fig. 4: 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
parameter themselves. This can be done in the Web Client by editing the User Profile. Additionally, the
administrator can adjust the value individually for each engineer on the View criteria file card of the engineer

administration (see section Engineer Administration). Please see the ConSol*CM User Manual for a detailed
description of working with views.

2 View Wizard =
Create view
i Add new dynamic criterion

Criteria definition

Figld: isales_dﬂance -

Next = [ Finish ] [ Cancel

Fig. 5: ConSol*CM Admin-Tool - View Wizard: Dynamic Criterion
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Click on 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.

. Attention:

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 criteria 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.

Details

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

- [m=] product

“ arm

G Dynamic criterion

i« m=| sales_chance

Fig. 6: ConSol*CM Admin-Tool - View Administration: View Details

You can expand or collapse all details by clicking on _| or J below the list.

. Attention:
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 tickets allowed for a view (
which can be defined using a system property). This can have negative influence on the GUI
performance and in most cases the desired tickets will not even be among the first 50 or 100
tickets.
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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.

6.2.2 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 on a filter criterion with the right mouse button. The following drop-down

menu appears:

Details

Queues

Sales(Sales)

Add or remove queues

Add or remove scopes

Add or remove static criterion

0 0

- Add or remove dynamic criterion

-~ [m=]) product

“ arm

f- § Dynamic criterion

i m=|| sales_chance

Fig. 7: ConSol*CM Admin-Tool - View Administration: Edit a View

The menu contains these options:

® Add or remove queues

® Add or remove scopes

® Add or remove static criterion

® Add or remove dynamic criterion

Just click on 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.

@ Information:

You cannot edit view criteria by clicking on [ Here you can only modify name and description of

a view.
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6.2.3 Delete a View

Click on El below the view list to delete the selected view. A pop-up window appears where you are asked
whether you really want to delete the view. If you choose Yes, the view will not be available for any engineer.
Engineer permissions are not affected by this operation.

6.2.4 Copy a View

The icon _| allows you to save time when creating a view. The selected view will be copied completely 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 on the IE] icon.
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6.3 Related Topics

® Queues

* Workflow scope (see separate document ConSol*CM Process Designer Manual)
® Roles

® Engineer administration
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7 Queue Administration
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® Queue Administration
® |ntroduction to Queue Administration
® Queue Administration Using the Admin-Tool

Filter the Queue List
Create a Queue

Edit a Queue

Delete a Queue

Copy a Queue

Enable or Disable a Queue

®* Related Topics
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7.1 Introduction to Queue Administration

Queues are a central element of ConSol*CM. Tickets are grouped in queues, e.g. for certain tasks or work
groups. To each queue a single workflow is assigned which controls the working steps of the queue's tickets
. For example, there might be one queue Helpdesk, one queue Marketing, and one queue Sales.

In a queue you define:

The workflow of the queue (mandatory), i.e. the process which should be used for all tickets in the
queue (e.g. all tickets of a department). A queue can only have one workflow but a workflow can be
used by multiple queues.

The template for the e-mails which are sent to engineers when a ticket is assigned or removed (
optional).

Several scripts that define the behavior of tickets in this queue (optional).

One or more customer group(s) which are associated with the queue. Only for customers of those
customer groups tickets can be created in the queue (one customer group is mandatory, more are
optional).

The business calendar (i.e. the working hours) which should be applied for tickets in this queue (
optional).

The data fields which should be available in tickets of the queue. They are defined by assigning
custom field groups to the queue (some mandatory, some optional).

The classes of text which should be available for tickets in this queue (optional).

The project(s) which should be available for time booking in tickets of the queue (optional).

Information:

As a central element the queue uses various objects and elements that have been defined at
another place, i.e. on another page of the Admin-Tool, so usually the elements which are later
required for the queue definition are defined first. However, except for the workflow, all parameters
can be modified even after a queue definition has been saved. So you can configure the queue
using an iterative approach if you like.

Furthermore, a queue is the basis for the assignment of access permissions, please see section Role
Administration for details.
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7.2 Queue Administration Using the Admin-Tool

Icon for queue administration

1 a - — Iy —] r
A MOEEEEEY RS c @ <
Filter queue by —
customer group Administration
Filter queue Queues & gueues ||| Details
—_
by name T '—_FAH customer groups v | ||| Queue: ServiceDesk .
Prefix: Details of
I;
=me Workfiow: WFL_ServiceDesk2 ,/ the selected
| AccountManagement lendar: skCalend / queue
FelpDesk_1st_Level Calendar: ServiceDeskCalendar
Double-click HelpDesk_2nd _Level Enabled:
to edit queue Tl [Saks
= FAQ:
SpeciaTasks Templates
Assigning ticket: engineer -assigned-default-mai
[ Unassigning ticket:  engineer removed-default-mail
| Scripts
E-Mail script: MailoutServiceDesk.groovy
Default values script: DefaultValuesServiceDesk. groovy
' Clone script: CloneServiceTickets.groovy
| Other
Description:
i Groups
EmETFEE serviceDesk fields
CustomerTicketListFields
queue_fields
helpdesk standard
Customer Groups: MyCustomerGroup
Reseller
DirectCustomers
[eleieQY 8
- — — - -
\ ,l [CM_fdminisha‘mn,Wurk _Admin] ] \
Create ... Edit... Delete ... Copy ... Enable ... Disable ...

a queue a queue

Fig. 1: ConSol*CM Admin-Tool - Queue Administration

7.2.1 Filter the Queue List

Queues you want to edit or copy can be found faster, if you enter filter information in the fields above the
queue list.

You can filter for queues which

® contain a certain text string (blanks are interpreted, too) and/or
® are specific for customer groups.



66

7.2.2 Create a Queue

ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

You create a new queue by clicking on [o] below the queue list. The following pop-up window appears:

Queue name (can be localized) __|

Queue prefix (optional) —{ |

Marker for FAQ queues ~—

Templates for e-mails to engineers
when ticket is assigned to or 7
removed from engineer

Description for admin purposes
(optional) ™

Assignment of custom field groups,
customer groups, classes of text, —
and projects to a queue

N

£ Edit queus

ot

Edit queue

i Please edit the queue's data.

Workflow for the queue

Default values script: | DefaultvaluesServiceDesk.groovy

|

— // (cannot be changed!)
Queer @ ServiceDesk Workflow: |WFL_ServiceDesk2 L ]’—__ Galendar for the queue
Prefic: —® [ ) [calendar: [serviceDeskcalendar =

= Check if queue is enabled

FAGH B ] | Enablec: (719} !

_‘{mm templates | (active)
Rssian: engineer-assigned-defauit-mal v Unassian: |engineer-removed-default-mai .J
Seripts ) . .
E-Mail script: MailOutServiceDesk.groowy Scripts for outgoing e-mails,

- for setting default values, and
for cloning tickets (all optional)

Clone script: CloneServiceTickets.groovy =
Other |
~
e
Description: < (@
| | custom fields | Customer groups | Classes of text | Projects|
Assigned Available
CustomerTicketlstFields LocationFieldsTable
LocationFieids am_felds
RequestType Feedback
DeskD qualfication
SolutionFields sales_standard
conversation_data workaround
helpdesk_standard
order_data
queue_fields (%)
serviceDesk_fields

Fig. 2: ConSol*CM Admin-Tool - Queue Administration: Create a Queue

Here, you can define the queue details:

® Queue:

Enter the technical queue name in this field. Click on [ to enter the localized queue name for all
languages that are available in the system. The localized queue name will be displayed in the Web
Client in the ticket header. If no localized values are provided, the name will be displayed in the

default language.
* Workflow:

Choose the workflow for the queue from this list.

@ Best Practice:

When you have developed and deployed a new workflow, it will only be available in the
Admin-Tool after a reload 7 of Admin-Tool data!

Warning:

Once you have assigned a workflow to a queue it cannot be changed anymore!
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® Prefix:
You can enter a prefix for the ticket IDs of a queue, e.qg. if the ticket ID shall indicate to which queue
or organizational structure it belongs.

»  Attention:

The prefix will remain with the ticket name if the ticket is moved to another queue.

® Calendar:
Choose the business calendar for the queue from the list. Calendars define working hours, holidays
and the valid timezone (see Configuration - File Card Business Calendars). They are used e.g. for
time triggers in the workflow and have to be activated explicitly for each trigger, i.e. in order to work
with time calculations based on a business calendar, it has to be configured in two places:
* In the queue configuration page a calendar is assigned to the queue.
® For each time trigger in the workflow the use of the queue-specific calendar can be activated or
not. Refer to the ConSol*CM Process Designer Manual for a detailed explanation of the work
with time triggers.
®* Enable:
If this check box is ticked, the queue is immediately available in the system after saving. If the check
box is not ticked, the queue is disabled. In enabled queues, you can create tickets, in disabled
queues, this is not possible.
* FAQ:
Ticking this check box marks the queue as a knowledge base for CM/Track users. They can search
for tickets of this queue in CM/Track, the ConSol*CM Web Portal. Please see also section CM/Track:
FAQs in CM/Track on this topic.
® Ticket assignment templates:
Here you can choose e-mail templates that shall be used for an automatic e-mail which is sent to the (
new) engineer when a ticket is assigned to an engineer (Assign) or to the (old) engineer when a ticket
is retrieved from an engineer (Unassign). When you have defined the templates in the Script and
Template Administration of the Admin-Tool (see section Admin-Tool Templates) they will be available
in the drop-down menu. When you do not want the CM system to send an automatic e-mail in case of
the engineer operation, just leave the field empty. Please keep in mind that the system properties
cmas-core-server, mail.notification.engineerChange (=true) and cmas-core-server,
mail.notification.sender have to be set, see Appendix C (System Properties) for details.
® Scripts:
Scripts are used to automate recurring tasks and activities. They are managed and stored in the
Script and Template Administration (see section Scripts). You can assign:
® E-mail script
Choose a script from the list if outgoing e-mails for this queue should be modified by the script,
e.g. to contain default values like the sender or address fields. The e-mail script indicated here
is the last script that processes an outgoing e-mail so all former settings will be overwritten (
except for REPLY-TO, see warning below!) in case a variable has been set before. All scripts
of type E-mail that are stored in the script section are available, please make sure to pick the
correct one.
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& Warning:

When you set the REPLY-TO address in the outgoing e-mail script, the mail.reply.to
system property must not be set (because it would overwrite the configured value)!
That means when you use one outgoing e-mail script for a queue you have to define
outgoing e-mail scripts for all queues because the mail.reply.to property can no
longer be used.

® Default values script
Here you can select a script to preset values of list boxes when creating a ticket for this queue
in the Web Client. The script has to be present in the Script and Template Administration of the
Admin-Tool and has to be of type Default values.
® Clone script
Here you can select a script which is executed when a ticket in this queue is cloned (duplicated
) using the Web Client (Clone option in the ticket menu). The script has to be present in the
Script and Template Administration of the Admin-Tool and has to be of type Clone. The clone
script sets default values for a ticket which is created using the Clone operation.
Description:
You can enter a free-form description in this field, e.g. to document the purpose of the queue. This
information is shown in the Admin-Tool only.
File card Custom fields:
In order to show data fields (custom fields) in tickets of the queue, you have to assign the respective
custom field groups here.
File card Customer groups:
Tickets in the queue can only be created for customers from the selected customer groups. Please
make sure that the engineers who are supposed to work with tickets of the queue also have the
respective access permissions to the customer (group) data.
File card Classes of text
Here you can assign the classes of text which should be available in tickets of this queue. Please see
section Classes of Text for an explanation of the text class definition.
File card Projects
Here you can assign projects to the queue. Engineers who work on a ticket in the queue can book
times on the projects that have been assigned to the queue. Projects are defined on the User
attributes page.

On each file card you can assign a selected entry by clicking on ® and remove it by clicking on Ll .

Click on Save afterwards to create the queue. The details of the new queue are displayed on the right side
of the page.

7.2.3 Edit a Queue

If you want to edit a queue, select it in the list and click on 2] or just double-click the name of the queue.
Modify the queue details and click Save to store your modifications.
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% Attention:

You cannot change the workflow of a queue.

7.2.4 Delete a Queue

Select the queue you want to delete in the list and click on ﬂl . If you confirm the following dialog with Yes,
the queue will be deleted and is no longer available in the system.

% Attention:

If there are still tickets for a queue it cannot be deleted. You have to move the tickets to another
queue before you can delete it.

7.2.5 Copy a Queue

The icon J allows you to save time when creating a queue. The selected queue will be copied. The new
gueue has the same name as the copied queue. Double-click on the name or click on _| to open the edit
window where you can modify the name and details of the queue. Click Save to store your modifications.

. Attention:

You cannot change the workflow of the queue.

7.2.6 Enable or Disable a Queue

You can disable a queue to prevent that new tickets can be opened in this queue. That way you can
re-activate the queue later and do not have to delete it. To disable a queue, select the queue in the queue
list and click on ﬂ . The entry in the list is now shown in italics. Just click on il at the bottom of the page, if
you want to enable the queue again.

You can still read tickets in a disabled queue (provided you have the read access rights for this queue), but
you cannot process tickets, i.e. they cannot be moved to the next step in the process using workflow
activities.
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7.3 Related Topics

* Workflow (see ConSol*CM Process Designer Manual)
® Views

® Scripts and templates

® Customer groups

® Custom fields

® Classes of text

®* Projects
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8 Customer Data Model Section
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9 CM6 Administrator Manual 6.9 - The CM
Customer Data Model: FlexCDM
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9.1 The CM Customer Data Model: FlexCDM

Starting with version 6.9, ConSol*CM offers a very flexible and powerful customer administration based on
the FlexCDM, the Flexible Customer Data Model.

In the following sections, all aspects of the new data model are explained.

73
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9.2 Introduction to FlexCDM

® |ntroduction to FlexCDM
®* FlexCDM at a Glance
®* Flexible Customer Data Model
® Introduction to FlexCDM Objects
® |mportant Terms
®* Management of FlexCDM Objects Using the Admin-Tool

Because the customer data model FlexCDM, which has been introduced to ConSol*CM with version 6.9, is
rather complex and very powerful, a separate introduction chapter will help you to understand all the details.

9.2.1 FlexCDM at a Glance

Flexible Customer Data Model
As the name FlexCDM suggests, the ConSol*CM customer data model offers a very high degree of flexibility
. Various customer groups can be defined, each with its particular data model.

Within a customer group, there might be ...

® a contactand a company level:

two-level customer model (where a company can contain several contacts)
® only a contact or only a company level:

one-level customer model

Generic term ,customer”

&=

One-level One-level Two-level
customer model customer model customer model
(contacts only) (companys only)

Fig. 1: Types of Customer Data Models in ConSol*CM
For example, you could classify your customers in two customer groups:

1. Resellers

With contact and company level.
2. End customers

With contact level only.
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You can configure as many customer data models as required. Every customer data model can be used for

one or more customer groups.

A customer data model comprises the general model, i.e. the levels (contact and company or contact/

company only) and all data fields for all components (e.g. name, address, and phone for a company or name
, e-mail, and room number for a contact).

Customer Model 1

Company

CompanyDataFieldGroupl
CompanyDataFieldGroup2
Contact
ContactDataFieldGroup1

ContactDataFieldGroup2

Customer Model 2

Company

CompanyDataFieldGroupl
CompanyDataFieldGroup2
CompanyDataFieldGroup3

Contact

ContactDataFieldGroupl

Customer Model 3

Contact
ContactDataFieldGroupl

ContactDataFieldGroup2

ContactDataFieldGroup3

ContactDataFieldGroupd

Customer Groupl Customer Group2

Customer Group3

'K R - __
‘o o Ty s o T

Fig. 2: ConSol*CM FlexCDM - General Principle

@ Information:

For atwo-level customer model:
The terms company and contact are used to indicate the hierarchical level of an object within

FlexCDM. An object of type company does not necessarily have to be a real company, it can also

be a town with several machines (contacts) located in this town, an organization with several
subsidiaries (contacts), or even a technical unit (e.g. a ship) with several contacts in the unit.
Similarly, an object of type contact does not necessarily have to be a person, it can also be a
location, a machine, or anything else which should represent the contact level.

For a one-level customer model:

The customer objects in a one-level customer model are either of type contact or of type company.

The customers which are managed by your ConSol*CM system, the levels and names of all
components entirely depend on the configuration of FlexCDM.
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Using FlexCDM you can build different realms where each includes a specific customer group and the
respective data and processes.

= r~ N\ N
CUStomer cusItEM s Business Internal cusIlEm s
Germam“E customers customers U Sm A"E
ny g < \, \, -
R - > ~N ™
Customer IT .
sernvice Orders Help Desk i
g\ A\ e

Customer Consumer B2B LDAP Consumer
1-level 2 level 1-level 1-level

Fig. 3: ConSol*CM FlexCDM - Customer Data Model

Please see section Setting Up the Customer Data Model for a detailed description of the customer
management.
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9.2.2 Introduction to FlexCDM Objects

In this section, we will give you an overview of all objects which are relevant for the FlexCDM.

/ Reseller Customer Model \
l Field ,,company name®

Field _company address”

Customer group1
(Resellers)

Field Group
Basic Company Data“

Field ,company fax nr.*

[ o
A Assignment I Field Group

Additional Company Data”

'(‘, 'F' "

Field ,,comp. cooperation level®

Contact Field Group

,CustomerData® ‘ Field ,customer name®
————————

Field customer email*

Customer group2
(Consumers)

|-'t"1‘ @]

'

Simple Consumers Model \

Field ,,consumer name®

Consumer Field Group

[——
~ConsumerData“ Field ,consumer email®

Field ,consumer number*

Direct Customers Model \

Field ,,company name®
Field Group ‘ Field company 2ip code®
»DirCust Company

Data"

\f

Customer group3
(Direct Customers)

XA

DirCust
Company

LEompany city

~Customer name®™

DirCust
Contact

Field Group
»DirCustCustomerData“

Field _customer email™

customer phone®

N

Fig. 4: ConSol*CM FlexCDM - Example Configuration

Important Terms

Here are some important terms for the FlexCDM:

® Customer
General term for customer objects, can be of type contact or of type company.
® Company
Data object of type company, company level.
® Contact
Data object of type contact, contact level.
® Customer group
A group of customers with a specific customer data model. The (contact management) permissions of
roles are assigned to a customer group.
® Data object
An object within the customer data model. The object type can be a customer (person) or a company.
The technical (Java) equivalent is an object of class Unit.
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Data object definition
All definitions pertaining to the unit. For a company these are e.g. all data object groups, all group
annotations, and the assignment of all templates (for the display of customer data in the Web Client,
not to be confused with other templates in ConSol*CM!)
Data object group
A group comprising one or more data field(s) (data object group fields), analog to a custom field group
when defining ticket data. A data object group can be shown or hidden or it can be displayed as a tab
in the (new) customer data group section.
Data object group field
A single data field (types like custom field types) that can contain customer data, analog to custom
fields when defining data fields for ticket data.
Customer data model
The whole data model that can be applied to a customer group.
The data model can have:

® one level (only contact or only company)

® two levels (company and contact)
The customer data model also contains the definitions of data object groups and data object group
fields.
Customer relations
Relations between a company and contacts or between companies or between contacts. All relations
in their entirety represent the customer relations network.
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9.2.3 Management of FlexCDM Objects Using the Admin-Tool

In the Admin-Tool, most of the new FlexCDM configuration options are to be found in the User attributes file

cards.
User attributes:
management of all Access to Relations between
FlexCDM objects Action Framework customer objects
k" A&
£ CM6 Admin-Tool @ crmbdoku-cml int.consol.de [ ][]
File Views Help
Definition of -
data models f -7 ‘@ @ <& o B €]

{with company and ™ —
contact objects) M

Lgusbomer groups Customer data model | pata object actions I Customer roles | Data object relations I Engineer functions I Projeds|

Management of /f Customer data models Customer data model details
customer groups
(= & BasicModel Name:

E‘ company Enabled:
i e iS company
customer Company optional:
L5 customer
- &+ DirectCustomersModel

Company as customer:

[=-DirCustCompany Others
L DirCustCompanyData i
[=)-DirCustCustomer Description: il
i 45 DirCustCustomerData
[#- & ResellerModel Data objects

Name

I HEEEN =S

Assigned annotations

. Customer groups
MName Value Annotation group

MName

& [CM_Administration, Workflow_Admin]

Fig. 5: ConSol*CM Admin-Tool - User Attributes File Cards Relevant in FlexCDM
Three file cards are relevant for the definition and management of the customer data model:

® Customer data model
Definition of the data model, i.e. definition of the data fields for customers (i.e. contacts and
companies) and the GUI design (i.e. placing the data fields on the Web Client GUI). Please see
sections Setting Up the Customer Data Model and GUI Design for details.

® Data object actions
Definition of company and contact actions, please see section Action Framework for details.

® Data object relations
Definition of relation types for references between customer (i.e. contact and company) objects,
please see section Customer (Data Object) Relations for details.

The assignment of the data model to customer groups is done in the file card:

® Customer groups
See section Managing Customer Groups.
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9.3 A Short Introduction to FlexCDM-Specific Web

Client Functionalities

81

® A Short Introduction to FlexCDM-Specific Web Client Functionalities
® [ntroduction
® Working with the ConSol*CM Web Client with FlexCDM

Example 1: Selecting the Customer Group
Example 2: Creating a New Company and Contact
Example 3: Using Company and Contact Page
¢ Company Page
® Contact Page
Example 4: Setting a Company as Main Customer of a Ticket
Example 5: Using Company and Contact Actions
Example 6: Setting Relations between Contacts and Companies
Example 7: Deactivate a Customer (i.e. a Company or a Contact)
Example 8: Using the Ticket Filters on Company or Contact Pages
® Ticket Filter on Company Page
® Ticket Filter on Contact Page
Example 9: Customer Group Displayed in Quick Search

9.3.1 Introduction

You as an administrator might wonder why a GUI introduction is provided in an administrator's manual.
However, when you want to work with the new customer data model, the FlexCDM, you have to know the
effects of all administration actions. And of course, those actions are visible in the Web Client. So in this

section, we will take the role of an engineer and show several examples for the work with the new customer

data model.

All configuration details which are required to understand the system's behavior will be explained in the

corresponding sections of the manual.
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9.3.2 Working with the ConSol*CM Web Client with FlexCDM

Example 1: Selecting the Customer Group

Provided that the engineers have access permissions for more than one customer group, they can select
the customer group which should be used for certain operations using the drop-down list in the main menu.
The name which is displayed is the localized name of the customer group.

All customer groups
DirectCustomers
My CustomerGroup
Reseller

Fig. 1: ConSol*CM Web Client - Selecting a Customer Group
The selection influences the following actions:

® The quick search is performed only within the selected customer group.

® |In the detail search, the criterion customer group is only offered when All customer groups has been
selected in the drop-down menu. Otherwise the search uses implicitly only data from the selected
customer group.

® |n the detail search, only the search fields from the selected customer group are offered.

®* When a ticket is created, only the selected customer group is offered (implicitly) when a company and
/or contact should be created in-line.

® Aticket can be created only in queues for which the selected customer group has been assigned.

® In the ticket list, only views are available which contain tickets from queues for which the selected
customer group has been assigned.

Example 2: Creating a New Company and Contact

In case engineers have access to several customer groups (and have selected All customer groups in the
main menu, see example 1), they can select the customer group when a new ticket is created and a
contact/company should be created in-line. This also depends on the selected queue. Only the customer
groups which are assigned to the selected queue are available. In case the option All customer groups has
been selected in the drop-down menu, one tab is visible for the customer data of each customer group and
the engineer can select the desired group.
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I MyCustomerGroup | Reseller

Company

|ChooseOne lz‘
".e"e‘.|
=':'e|
:_;|
ersion | Choose One |Z| [C] Support
:e;:‘.:“."e|ChooseOne IZ|
“%":e‘|ChDoseOne E
e".|

Create Cancel

Fig. 2: ConSol*CM/Web Client - Creating a New Company within a Customer Group

Example 3: Using Company and Contact Page

Provided there is a two-level customer data model (company and contact) there is a separate company
and a contact page. On both pages, you can add comments and attach files. Those operations are then
also visible in the history of the company (resp. contact) page.

For the company and for the contact object, icons can be defined for each customer data model which
improves the usability.
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Display +*
MyNewSpaceCompany 998 = FReseller
Groups Edit | Hide
ReszellerCompanyData Service Contract D... Internal responsibilities
MyNewSpaceCompany 999
Milkyway 77 Alderaan TIIT7
Unknown
123
Tickets (1) Hide
All tickets
Add/Remove column  ‘Engineer’, 'Main Customer’, ... v 0K Mumber per page 10 =
Engineer Main Customer Hame Subject
MyMNewSpaceCompany 598 100120 AM Tideet MyMNewSpaceCompany
Contacts (1) Hide | Add
Add/Remove column  ‘emall, forename’, ... d OK Number per page 10«
Contact email forename customer_name phone
Siywalker, Luke lukei@localhost. de Luke | MyMewSpaceCompany 9599 Skywalker 123
Additional details Hide
Comments Attachments
New
1< [ Durchsuchen | Keine Detei susgen
List of attachments
Number per page 10
File type  Name Description Date Added by Actions
= Apply filters
| El | s EI Clear filters
= ServiceContract.docx 311714 15:01 Hubes, Harald x
Relations Add | Hide
Reseller SELLS TO END CU STOMER'S relation {DirectCustomers) [{Contact)
Add/Remove column  'Customer name’ v 0K Number per page 10
Date Customer name Note Actions
T4 1541 Mr. Sample Edit Remove
History Hide
31114  15:01 changed by Harald Huber
= Attachment ServiceContract.docx added
3714 1541 changed by Harald Huber
= Relation added: Reseller SELLS TO EMD CUST ERS relation Mr. Sample

3/5/14 15:51 changed by Harald Huber
esRep to Mrs. Schwartz

Fig. 3: ConSol*CM/Web Client - Company Page
The Company page contains the following sections:

®* Tickets

All tickets for the company are listed in this section. Starting with version 6.9, it is possible to assign a
ticket to a company directly. In the customer data model the option Company as customer has to be

set to activate this functionality.
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¢ Contacts
This section shows a list of all contacts belonging to this company. Click on a contact name to open
the contact page.
* Additional details
There are two tabs:
* Comments
Here, all comments concerning this company are listed.
® Attachments
All attachments of the company are listed here. The list of attachments can be filtered or sorted
based on file type, name, description, date, or engineer.
®* Relations
Here, all relations to and from this company are listed.
® History
In this section, all actions which have been performed with this company object are listed, e.g. the
change of a name or any other value of one of the data object group fields.

Please refer to the ConSol*CM User Manual for a detailed introduction of how to work with companies.
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3/7M4  13:03 - 13:05 changed by Harald Huber
Service_Contract_2014.docx

2/28M4 10:10 changed by Harald Huber
yes
Lea

* Tickets

Fig. 4: ConSol*CM/Web Client - Contact Page

These are the sections on the Contact page:

All tickets for the contact are listed in this section.

* Additional details
There are two tabs:
®* Comments

Contact Display
Mrs Lea Skywalker + WMyCustomerGroup
Starship Operator Dr.
lea@localhost
123
Special Forces
My SpaceCompany
MySpaceCompany
Milkyway 77
7777  Alderaan
Tickets (1) Hide
All tickets
Add/iRemove column  'Engineer’, 'Main Customer', .. OK Mumber per page 10
Engineer Main Customer Name Subject
Huber, Harald Lea Skywalker o SUP-124 ¥-Cm: Exception during status change which moves a ticket into a new queue
Additional details Hide
Comments Attachments
New
List of comments
Mumber per page 10 -
Date Added by Comment Actions
— Apply filters
2 E | Clear filters
374 13:03 Huber, Harald Please always call Mrs. Skywalker for questions of budget and x
organization.
Relations Hide
History Hide

Here, all comments concerning this contact are listed.

®* Attachments

All attachments of the contact are listed here. The list of attachments can be filtered or sorted
based on file type, name, description, date, or engineer.
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®* Relations

Here, all relations to and from this contact are listed, e.qg. if the contact is the CEO of a company.

® History

In this section, all actions which have been performed with this contact object are listed, e.g. the
change of a name or any other value of one of the data object group fields, or adding/removing
relations, comments or attachments.

Please refer to the ConSol*CM User Manual for a detailed introduction of how to work with contacts.

~ Attention:

Please keep in mind that only engineers who have at least one role with the following access

permissions for the respective customer group are allowed to access the Additional details section

of tickets:

® Details read
® Details write
® Details delete

Example 4: Setting a Company as Main Customer of a Ticket

87

If the configuration option Company as customer has been set for a customer data model, a company can

be used as main customer for a ticket.

Ticket "AM Ticket MyNewSpaceCompany" created successfully.
Ticket

AM Ticket MyNewSpaceCompany
AccountManagement | Account Management
100241 Unassigned | Open since 3/10/14 10:37 AM
324

Customers
Main
MyNewSpaceCompany 999 + Reseler

Engineers
No relations
History

Display communication + Sorting latest first «

*

Accept | Edit | Clone | Print | Display «

Add

Add

Comment | E-Mail | Attachment | Time booking

|Ac|d comment, e-mail or attachment

1 minute ago #1 created by Harald Huber | Action «

default class

Please report activities concerning company in this ticket

Hide

Hide
Hide
Hide

Fig. 5: ConSol*CM/Web Client - Using the Company as Main Customer for a Ticket

Workflow activities

Account active

Workspace

Favorites
Marylin Monroe
Andreas Hansen

Max Mustermann
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Example 5: Using Company and Contact Actions

For companies and contacts, manual and automatic actions can be defined.

Manual actions are triggered using links in the Web Client, very similar to workflow actions (activities) for
tickets. In this way, actions concerning the company or the contact data can be performed which are
independent of ticket data. For example, an engineer can load the KPIs of the last month for the company,
create a hew contact within the company (see following figure), or can update the contact data from another
database, or create a ticket for the contact (see figure after next).

Automatic actions can be performed when a system action takes place (create/update/delete of a
customer). The company and contact actions are based on the Action Framework.

Company Display » Activities
Lzl MySpaceCompany w lyCustomerGroup Create New Customer
Milkyway 77
7777 Alderaan
Workspace
Tickets (0) Hide
Alltickets
Mo search results
4
Contacts (1) Hide | Add Favorites
Add/iRemove column  'Phone T, ‘phonetype’, ... oK Number per page 10 ~ Andreas Hansen

Max Mustermann

Contact Phone 1 phonetype1 Acad. title Division Function E-mail
Marylin Monroe
Lea Skywalker 123 Office Dr. Special Forces | Starship Operator | lea@localhost .
Additinnal dataile Hida

Fig. 6: ConSol*CM/Web Client - Manual Company Action

Contact Display Activities

(Re-)Check service status of the
Skywalker Luke ¥ Reseller

luke@localhostde 123 I Create new Help Desk ticket ]
MyNewSpaceCompany

. : Workspace
Tickets (1) Hide P
All tickets w
Add/iRemaove column  'Engineer’, 'Main Customer’, .. Mumber per page 10
4
0K

m

Enninaar Mzin Cuctamar Mama Cuhiart

Fig. 7: ConSol*CM/Web Client - Manual Contact Action

~  Attention:

Please keep in mind that only engineers who have at least one role with the following access
permissions for the respective customer group are allowed to use the customer actions, i.e. only
then the Activities will be displayed in the Web Client:

* Act
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Example 6: Setting Relations between Contacts and Companies

When you work with several customer groups it can be important to establish relations between contacts
and/or companies. For example, your ConSol*CM system can then represent a reference sells products to
... between a company and a contact. Or a relation is supervisor of ... between two contacts. In this way, you
can create a network of your companies and contacts which improves Customer Relationship Management (
CRM) functionalities.

In the Web Client, relations between companies and/or contacts are established and displayed similar to
ticket relations. In the example, MyNewSpaceCompany sells products to the end customer Mr. Sample.

Relations
Add relation
MyNewSpaceCompany 999

Reseller SELLS TO EN[ =] |Mr. Sample x]*
Reseller SELLS TO END CUSTOMERS relation

OK Cancel

Reseller SELLS TO END CUSTOMERS relation (DirectCustomers) (Contact)
Mo relations available.

Fig. 8: ConSol*CM/Web Client - Establishing a Company-Contact Relation

Relations Add | Hide

Reseller SELLS TO END CUSTOMERS relation (DirectCustomers) (Contact)
Mumber per page 10 -

AddiRemove column  'Customer name’ QK
Date Customer name Note Actions
3TH4 1541 Mr. Sample Edit Remove

imtmes 1 licin

Fig. 9: ConSol*CM/Web Client - Display of Company-Contact Relation

Example 7: Deactivate a Customer (i.e. a Company or a Contact)

A customer, i.e. a company or a contact, can be deactivated. This feature might be useful when a
contract with a company is no longer valid or when an employee (= contact) has left the company. In this
way, the tickets can be kept and retrieved under the old contact/company name, but it is not possible to
create new tickets for this customer. In case the customer has to be deleted, all of its tickets (open and
closed) have to be moved. In that case, the former contact-ticket or company-ticket relation is not as easy to
find.

The contact or company can only be deactivated if no open tickets are assigned to this contact or company.

. Please keep in mind that only engineers who have at least one role with the following access
permissions for the respective customer group are allowed to to deactivate (and reactivate)
companies and/or customers (contacts), i.e. only then the Deactivate/Activate menu items will be
displayed in the Web Client:

®* Deactivate/activate
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Contact

Mrs Lea Skywalker + MyCustomerGroup
Starship Operator D create ticket
lea@localhost )

q4 Edit
Special Forces Deactivate

My SpaceCompan Delste
MySpa
Milkyway 77
T777 Alderaan

Tinlerén N

Fig. 10: ConSol*CM/Web Client - Deactivating a Contact
The following actions can be performed for a deactivated customer:

® Edit the customer data (e.g. name, address, phone).
®* Delete the customer.
®* Transfer the closed ticket to another customer.

The following actions cannot be performed for a deactivated customer:

® Create a new ticket.

® Assign a ticket to this customer.

® Assign a deactivated contact to another company.

® Assign contacts to a deactivated company.

® Search for the customer (deactivated contacts and companies are not shown in search results).

»  Attention:

Deactivation in a two-level model

When a company (or more generally spoken: an object on company level) is deactivated, all
assigned contacts are deactivated automatically.

There are two use cases:

1. All contacts of the company can be deactivated (no open ticket assigned).
In this case the company and all assigned contacts will be deactivated. Afterwards the
company page will be reloaded, company and contact data are marked as deactivated.

2. The company has still contacts which cannot be deactivated because of open tickets.
Here, the deactivation of a company is not allowed. The deactivated option is not selectable

Reactivation in a two-level model
In case a company is reactivated, the assigned contacts will not be reactivated automatically.
They have to be reactivated manually.
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Example 8: Using the Ticket Filters on Company or Contact Pages

On the company and contact pages, ticket filters are available, i.e. filter options can be used to display

selected tickets for the company or contact.
Ticket Filter on Company Page

Company

MySpaceCompany + WyCustomerGroup

Milkyway 77
TT77 Alderaan

Tickets (0)

All tickets -
Closed tickets

Mo searc
Company tickets
Open tickets
Contacts P
Open tickets of contacts
AddiRem —onetypel’, .. OK
Contact Phone 1 phonetype1 Acad. title Division
Lea Skywalker 123 Office Dr. Special Forces

Fig. 11: ConSol*CM/Web Client - Ticket Filter on Company Page

Available options:

®* Closed tickets

Display «

Hide

Hide | Add
Mumber per page 10 w

Function E-mail
Starship Operator lea@localhost

Closed tickets where the company is the main customer or additional customer.

® Company tickets
Tickets where the company is the main customer.
® Open tickets

Open tickets where the company is the main customer or additional customer.

® Open tickets of contacts
Open tickets of contacts of this company.
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Ticket Filter on Contact Page

Contact Display +

Mrs Lea Skywalker + WyCustomerGroup
Starship Operator Dr.
lea@localhost
123
Special Forces
MySpaceCompany
MySpaceCompany
Milkyway 77
7777 Alderaan

Tickets (4) Hide
All tickets:
Add/Rem Closed tickets mer’, 'Name'. ... oK LINPETRETEEE W =
Company tickets
Main C Open tickets Name Subject Engineer
Max k Own tickets i SUP-118 Exception when no template is assigned to queue
Lea Skywalker [ <2] SUP-54 Admin-Tool: Error during creating queue (Oracle 10g) Huber, Harald
Lea Skywalker [ <2] SUP-126 Exception when sending mail while changing engineer
Lea Skywalker &) suP-89 Oracle issue concerning Long column type
Additional details Hide

Fig. 12: ConSol*CM/Web Client - Ticket Filter on Contact Page

Available options:

® Closed tickets
Closed tickets where the contact is the main customer or additional customer.
® Company tickets
Tickets where the company of the customer is the main customer or an additional customer.
®* Open tickets
Open tickets where the contact is the main customer or additional customer.
® Own tickets
Tickets where the contact is the main customer.
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Example 9: Customer Group Displayed in Quick Search

The customer group is displayed for all search results in the list. The following notation is used:

<Local i zed nane of data object group> (<localized name of custoner group>)

LY 3 — \ .
[am
HelpDesk 1st Level SUP-E9 Oracle issue concerning Long column type
SUP-91 AT: NPE when copying roles
SUP-54 Admin-Tool: Error during creating queue (Oracle ..
SUP-1286 Exception when sending mail while changing engi. ..
=R Ecaotion 0 template is assigned to queue
MyCustomer (MyCustomerGroup) Mia Skydiver
ResellerCustomer (Reseller) Skywalker,Lea

Skywalker,Lukea

3:0“’ EH

Creare ticket

Create customer

Mumher ner nans 40 -

Fig. 13: ConSol*CM/Web Client - Search Results for Quick Search
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9.4 Setting Up the Customer Data Model

® Setting Up the Customer Data Model
® Introduction to Setting Up the Customer Data Model Based on FlexCDM
® Managing Contacts and Companies Using the Admin-Tool
® Creating a New Two-Level Customer Data Model
® Step 1: Create the Customer Data Model with the First Data Object
® Step 2: Create Another Data Object
® Step 3: Configuring the Parameters for the Defined Objects
® Parameters for the Customer Data Model
® Parameters for the Data Object
® Parameters for the Data Object Group
® Creating a New Customer Group Using the New Customer Data Model
® Assigning Access Rights for Customer Groups with the New Model to Roles
® Assign the New Customer Groups to Queues

9.4.1 Introduction to Setting Up the Customer Data Model
Based on FlexCDM

Within FlexCDM various customer data models can be implemented. Please refer to section Introduction to
FlexCDM for a detailed introduction. To work with a new customer data model within a certain customer
group, the following steps have to be performed:

1. Create a customer data model.
(This implies you have already decided if this should be a one- or a two-level data model. In this
example, we will create a two-level model.)

2. Create a new customer group.

3. Assign the customer data model to the group.

A customer data model comprises objects on three model levels:

1. The customer data model definition
2. The data objects within this model
A data object can be of one of two types:
a. Company
E.g. an institution, but can also be a machine, a ship, or anything else which represents the
company level.
b. Contact
E.g. a person, but can also be a machine, a hardware device, a product, or anything else
which represents the contact level.
If a company level is present, the contact is a sub-level of the company. For a simple customer
data model, use only the contact object or only the company object.
3. The data object group fields
These are the data fields for the data objects, i.e. either the data object group fields for company data
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(e.g. ZIP, address, phone) or the data object group fields for contact data (e.g. name, forename,
e-mail address).

9.4.2 Managing Contacts and Companies Using the
Admin-Tool

In the Admin-Tool, most of the FlexCDM configuration is done within the User attributes section. For the
definition of customer data models use the file card Customer data model.

£ CM6 Admin-Tool @ localhost — — [E=RESE =)
File Views Help

— — ~
A v S @ W B e O o8 <

& User attributes

Customer groups | Customer data model | Data object actions I Customer roles | Data object relations I Engineer functions | Proja:tsl

Hierarchical list Customer data models Customer data model details |
(tree) of all P "
customer data\ - & Basichlodel Mame: ResellerModel Details of th
models with all [N | el company Enzbled: obej:..:,ts oe
iack N A5 company T .
objects : [E-customer Company optional: o selected in

.. @ cstomer . the list/tree

[+ &+ DirectCustomershodel fEompaty s customer:
H -DirCustCompany Others

Add new object. {0 i-@9 DirCustCompanyData P
Level depends on | E-DirCustCustomer Bescription:

the level of the i 5 DirCustCustomerData i
currently selected - - Essieoge] Data objects

8

ResellerCompany

ResellerCompanyData Name

ResellerCompany _ServiceContractData ResellerCompany
ResellerCompanyInternalResp ResellerCustomer

ResellerCustomer

i@ ResellerCustomerData

Edit object Q| L7 | | @T ¥ []
a) o]

(open detail —117 Customer groups

page) of .usognzér;ahons [ ]—_ Mame
 ate

object (model,
data object or
data object
group)

-

selected object

alue Annotation graup Reseller

Annotate L1
selected object

(available for
data object /
groups only) / +- 1
F; [CM_Admmisni&n] i t
Annotations of /| } t 4

selected data / |

object group Delete selected  Define order  Activate/deactivate

object of data object selected object
groups

Fig. 1: ConSol*CM Admin-Tool - Customer Data Model Definiton

To explain how to work with the customer data model, we will walk you through an example in the next
sections.

Creating a New Two-Level Customer Data Model

To create a new customer data model you have to create the objects on all levels of the data model. In the
following example, we will build a customer data model for reseller data. We will create a customer data
model with a company and a contact object, i.e. we will have to create the following objects:

® the customer data model itself

® the company data object (1st level)

® the data object group fields for the company
® the contact data object (2nd level)
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® the data object group fields for the contact
After having defined an object, the parameters for this object can be (or rather should be) configured.

Step 1: Create the Customer Data Model with the First Data Object

When you create a new customer data model, you have to add a data object and the respective data object
group fields in one step.

To create a new customer data model, mark another customer data model (that way you select the level on
which you want to work) and use the El button to open the pop-up window.

& CMb Admin-Tool @ localhost

= = 2
File Views Help
4 = _ — I
') W 2 I NES OO oM <
2 User attributes & ° Create customer data model | Y |
Customer groups | Customer data model | Data object act Create customer data model slProjects
i Please fillin the required fields.
Customer data models
-company Customer data model
T company Mame: |ResellerModel
L6 customer Peimr e
B.‘. DirectCustomersModel ala obje
(= DirCustCompany Name: |ResellerCompany
ol DirCustCompanyData Tvee: |G -
E!--Di_rCustCusbamer ype: |Lompany M
i i DirCustCustomerData i
Data object group
MName: ResellerCompanyDaia|
> ’ Save ] [ Cancel ]
i (o] ®
h 4
Assigned annotations |
Customer groups
Mame Value Annotation group
Mame
CustomerGroup

| 2 [cM_Administration]

Fig. 2: ConSol*CM Admin-Tool - Creating a New Customer Data Model

You have to fill-in the following fields:

® Customer data model
®* Name

The name of the new customer data model. As usual in ConSol*CM6, there is one (unique)

technical object name. By using the El button you can open a pop-up window where you can
enter the values for the name in various languages.
® Data object
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®* Name
The unique technical name of the company/contact object, can also be localized using the ﬁl
button.

®* Type
Select Contact or Customer. There can be only one company object and one contact object
within one customer data model.

® Data object group

®* Name
The unique technical name of the first data object group for company data within the defined
data object. More data object groups can be added later on.

Step 2: Create Another Data Object
In the next step, you have to add the contact object. Select the object ResellerCompany (to set the correct
level for the following Add operation) and use the 3' button to open the pop-up window.

(' M6 Admin-Too! @ localhost =@ = |
File Views Help

|a 2 % TEEEEE R c @ <
i User attributes

Customer groups | Customer data model | Data object actions I Customer roles I Data object relations I Engineer functions | Project5|

Customer data models | Data object detais
Ll
o) &1 i b, -
= - BasicMode! E Create data object u
E!--cqmpany o
- company Create data object
[=-customer i Please fillin the required fields.
e 5 customer
(- £+ DirectCustomersMaodel
[=-DirCustCompany £
i e DirCustCompanyData Data object
[=-DirCustCustomer
i DirCustCustomerData Name: |ResellerCustomer
=+ & ResellerModel Type: |Contact
=8
- ResellerCompanyData Data object group
MName: |ResellerCustomerDats|
Ho BN =
[ Save ] [ Cancel ]
Assigned annotations
Mame & Value Annotation group
Others
-
escription:
Descripti L
Icon:

| 2 [cM_Administration]

Fig. 3: ConSol*CM Admin-Tool - Adding a New Data Object
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You have to fill-in the following fields:

® Data object
®* Name

The unique technical name of the contact object, can also be localized using the El button.

®* Type

Here, Contact is pre-selected and cannot be modified, because a company object is already
present in the customer data model.

® Data object group
®* Name

The unique technical name of the first data object group for contact data within the defined
data object. More data object groups can be added later on.

Step 3: Configuring the Parameters for the Defined Objects

Parameters for the Customer Data Model
Double-click on the name of the customer data model (ResellerModel in our example) or mark the customer
data model in the list and click on ﬂ to open the pop-up window where you can define the parameters for

the model.

£ CM6 Admin-Tool @ localhost o @] = |
File Views Help

() ® G2 @ N =ESDSEOO o8 <

i User attributes

Customer groups | Customer data model | Data object actions | Customer roles | Data object relations I Engineer functions I Projects|

Customer data models

Customer data model details

=~ &¢ BasicModel
EI--company
L company
El-customer

L9 customer
=) & DirectCustomersMadel
él--DirCustCompany
: e 2 DirCustCompanyData
El--DirCustCustomer

\ 7 DirCustCustomerDa

o < e

MName:

Enabled:

ResellerModel

& Edit the customer data model

Edit the customer data model
i Please edit the customer data model's data.

MBIEN IR

Assigned annotations

Name Value

Ann

MName: ResellerMadel

Description:

@ @

Company optional:

Company as customer: |:|

Save

Cancel

Mame

| 2 [CM_Administration]

Fig. 4: ConSol*CM Admin-Tool - Parameters for a Customer Data Model
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You can fill-in the following fields:

®* Name

Check or modify the existing name of the model.

® Description

Optional description.

® Company optional

99

If this check box is marked it is possible to add a contact to a ticket without the contact being part of a
company. The company might be set later but it is not required. So here, you can enable the system

to work with single contacts, even within a two-level customer data model.
® Company as customer
Mark this check box if it should be allowed to create tickets not only for contacts but also for

companies within the model.

Parameters for the Data Object

Double-click on the name of a data object, e.g. the ResellerCompany, to open the pop-up menu where you
can configure the parameters for this object.

,
f * Edit data object &

= .

[SEX)

|| Edit data object
i Please edit the data object's data.

Mame:; ResellerCompany

Description:

® @

Type: Company

Type
| Default
I REST

MName
company-standard-template

Dragged

i E-mail

Quick Search

Data object search result

Ticket search result

Ticket page

Ticket list

company-ticketlist-template

Ticket relation

Workspace and Favarites

| History

Suggestion

[

Save ] [ Cancel

L

Fig. 5: ConSol*CM Admin-Tool - Parameters for a Data Object

You can fill-in the following fields:

®* Name

The unigue technical name of the data object with technical name and localized name(s).
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® Description
The description of the data object. Will be used in future ConSol*CM versions.

* Type
A read-only field which displays the type (contact or company) of the data object.

® Icon
The icon for all companies within this model. It will be displayed in the Web Client. You can either use
one of the standard CM icons using the button ( ...) or upload an icon from the file system using the
file explorer button _| .

®* Templates
The templates which are used to render the data of the data object, i.e. the templates which define
the data fields that are displayed in the Web Client for objects of this type. There are various positions
in the GUI for which the layout of the company or contact data can be defined. The templates are
stored in the Script and Template section of the Admin-Tool. Please see section Templates for
Customer Data for a detailed explanation.

Parameters for the Data Object Group

Double-click on the name of the data object group to change the technical and/or localized name(s) of the
group.

To define the data object group fields, use the GUI elements on the right-hand side. In the following figure,
an example for the definition of data object group fields for the ResellerCompany is shown. Here, only one
data object group (ResellerCompanyData) is used. You can use as many data object groups in one data
object as you consider suitable for your system.

iFiIe Views Help
A ¥ S: @ &N 8B o o c B <

& User attributes.

Customer groups | Customer data model | Data object actions | Customer roles | Data object relations | Engineer functions | Projectsl

Customer data models Data object group fields

=~ &+ BasicModel Filter:
[ company
i -7 company

| & customer Lo Type

-5 customer company_name lshort string

- &¢ DirectCustomersModel address string

| E-DirCustCompany dty lshort string

i DirCustCompanyData zip ishort string

| =-DirCustCustomer country lenum .

: * DirCustCustomerData phone_frontdesk jshort string Data ol;]ect

- &¢ ResellerModsl group fields
5 ResellerCompany o—T {in selected data
object group)
[ ResellerCustomer

-+ ResellerCustomerData

omE ®(e)le/]=e)t[¢ 8 (o]
Assigned annotations Assigned annotations
Name Value Annotation group Name Value Annotation group
show-in-group-section _ |true [layout position |uo [layout
. | — Field annotations
Group annotations —T17 | T (of selected data
object group field)

2 [CM_Administration]

Fig. 6: ConSol*CM Admin-Tool - Parameters for the Data Object Group
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The definition of data object group fields within customer data models is based on the same principles as the
definition of custom fields for ticket data. For a detailed introduction to the definition and management of
custom fields, please refer to sections Custom Field Administration and Data Object Group Field
Management and GUI Design.

The available data object group field annotations are listed in section Appendix A (Annotations). The
annotation unit is a contact is no longer in use, because the level of a unit (i.e. the company or contact) is
defined by its unit type (company or contact).

. Attention:

Please make sure that the annotation field indexed is set for all fields which should be searchable.
This concerns the quick search, the detail search, and all auto-complete operations! See also
section File Card Index (Search and Indexer Configuration).

Congratulations! When you have completed all the steps in the previous sections, you have created a new
ConSol*CM customer data model and can now go ahead to assign the model to one or more customer

group(s).

Creating a New Customer Group Using the New Customer Data Model

When the customer data model has been defined, it can now be assigned to one or more customer groups.
In the example, we will create the new customer group Resellers which will use the new ResellerModel.

Use the file card Customer groups in the User attributes section of the Admin-Tool to create a new customer
group and to assign the desired customer data model.
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H i
[ File Views Help 0
AZ®Y @@= 80 O c @ ¢

Iﬁm £ Create customer group |£|

Customer aroups | Customer data mode! | Data object actions | Customer rd | Create customer group
i Please filin the required fields.

Customer groups
Filter: | | [N.l customer data

MName - Customer datamode] | NEMe: |Reseller |
CustomerGroup |BasicModel Customer data model: |FyessmETm] . |

Actions

Contact actions | Company actions

Automatic
Create: ‘ - |

Update: ‘ - |

Delete: ‘ - |

Manual

Assigned Available

Name Name

| & [CM_Administration]

Fig. 7: ConSol*CM Admin-Tool - Definition of a New Customer Group
You can fill-in the following fields:

® Name
The unigue technical name (and localized name) of the new customer group.
® Customer data model
Select the desired data model from the drop-down menu.
® Actions
Here, the customer actions can be defined. This will be explained in detail in section Action
Framework.

For an engineer who has access permissions for two customer groups, the Web Client will look as shown in
the following figure.
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New customer

CustomerGroup |::) Reseller

ResellerCompany

Groups

ResellerCompanyData

| Choose One E|

OK Cancel
ResellerCustomer

| -

OK

Fig. 8: ConSol*CM/Web Client - Creating a New Company and Customer

Assigning Access Rights for Customer Groups with the New Model to
Roles

In order to let engineers work with customer data from the new customer group, i.e. to create new reseller
data sets or to modify them, you have to grant access permissions for the user groups to one or more roles.

See section Access Rights for Customer Groups.

Assign the New Customer Groups to Queues

Please keep in mind that you have to assign the new customer group to all queues where tickets should be
created for customers of this group. See section Queue Administration for details.
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9.5 Data Object Group Field Management and GUI
Design for Customer Data

® Data Object Group Field Management and GUI Design for Customer Data
® [ntroduction
® Defining Data Object Group Fields for Customer Data Using the Admin-Tool

Admin-Tool GUI
Data Object Groups
Data Object Group Field Definition

® Scripting Using Objects from the FlexCDM

New Scripting Features Since ConSol*CM Version 6.9
Extension of the Custom Field Expression Language (CFEL)

® Changes in Scripting from Consol*CM Version 6.8 to Version 6.9

AbstractField
ActivityFormFieldsSet
ContentFile
ContentResource
FieldLogEntry

Ticket

TimerTrigger

Unit

®* New (Convenience) Methods
® New Objects in ConSol*CM 6.9 and Up

9.5.1 Introduction

One feature of ConSol*CM version 6.9 is the great flexibility as far as customer data model (FlexCDM) and
GUI design are concerned. You as an administrator can define any data field which is required and place it
on the user interface wherever it is suitable. The basic principle is now the same as the one you know for
ticket custom fields: full flexibility.

The management of the ticket data model and GUI design is explained in section Custom Field
Administration. The management of objects within the customer model is explained in section Setting Up the
Customer Data Model. Please refer to those sections for a detailed explanation. In this chapter, we assume
that you have a good knowledge of those topics.
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9.5.2 Defining Data Object Group Fields for Customer Data
Using the Admin-Tool

Admin-Tool GUI

The data field definition for customer data is part of the definition of the entire customer data model, see
section Setting Up the Customer Data Model.

Data fields for data objects within the customer data model are called data object group fields. All data object
group fields are defined in the User attributes section of the Admin-Tool, file card Customer data model. The
work with data object group fields is based on the same principle as the work with ticket data fields (custom
fields): data fields are managed in groups and the groups as well as the single fields can be annotated.

e
& CM#& Admin-Tool @ localhost

ool

File Views Help

(1] ®

= & B O© O

i User attributes

Customer groups | Customer data model | Data object actions I Customer roles | Data object relations I Engineer functions | Projects|

E||___| ResellerCompany

i ik ResellerCompanyInternalResp
E)-ResellerCustomer
i o) ResellerCustomerData

ResellerCompany_ServiceContraciData

Customer data models Data object group fields
EI--.‘.:- BasicModel Filter:
58 ‘._Dl company
|5 company . -
[=)-customer SLE ype
I L. customer company_name shart string
|| =)+ &* DirectCustomersModel company_number short string
|%_|--Di_rCus1:Con'||:|r:|r'|1-I a.ddress string .
i i@ DirCustCompanyData C!tY short str!ng
[} DirCustCustomer zip chort string
i DirCustCustomerData country enum_
[=- &= ResellerModel url short string
phone_frontdesk short string

PN @@

[o)[o](el[e] M[+]

E [e]

Assigned annotations Assigned annotations
MName - Value Annotation group Mame & Value Annotation group
show-in-group-section |true [layout field indexed |transitive indexing

position ;0 layout

| 2 [cM_Administration]

Fig. 1: ConSol*CM Admin-Tool - Definition of Data Object Group Fields
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Data Object Groups

Like the custom fields in previous versions, data object group fields are placed in groups, the data object
groups. Each data object within a customer data model can have as many data object groups as required.
For example, for a reseller company, there can be a data object group for the general data, one for the
contract data, and one for the persons who are responsible for this reseller. For contacts within the reseller
data model, one data object group with general data is defined.

Data object 2 &¢ ResellerModel
groups for EL
Reseller i #7 ResellerCompanyData .
company = ResellerCompany_ServiceContractData Data Oblect
| -i2 ResellerCompanylInternalfesp - group for
[1-ResellerCustomer Reseller
[ i oo ResellerCustomerData customer

Fig. 2: ConSol*CM Admin-Tool - Customer Data Model with Several Data Object Groups

The organization of data fields in groups has several implications. Please keep them in mind to make sure
your data model design meets the users' needs.

A data object group ...

® can be faded in and out in the GUI during the process, but only the whole group, not single fields (=
data object group fields) of it.

® can be displayed as tab or in the customer data section. The title (and mouse-over) of the tab is the (
localized) name of the data object group.

® s configured by the group annotations.

® is placed on the GUI based on its position in the data object group list (defines e.g. the order of tabs).

Company Display «

MyHewSpaceCompany 999 » Reseller

s Semwvice Contract Data
Groups - Edit | Hide

ResellerCompanyData Service Contract D... Internal responsibilities
MyMewSpaceCompany 999
Milkyway 77 Alderaan 7777

i Unknown

123

Fig. 3: ConSol*CM/Web Client - Company Data Organized in Tabs (Based on Data Object Groups)

Data Object Group Field Definition

The definition of data object group fields (i.e. data fields like name, address, or phone number) is based on
the principle which has been used for custom fields in previous ConSol*CM versions.
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A data object group field ...

® is defined by a data type.
® s configured using custom field annotations (e.g. position or field-indexed), see Annotations.

9.5.3 Scripting Using Objects from the FlexCDM

In this book we use the terms data object and data object definition. However, the names of the
corresponding Java classes are Unit and UnitDefinition. All other Java classes which deal with
customer data objects also are still named Unit... Please keep that in mind when you work on the
administrator level as well as on the programmer's level. Please refer to the ConSol*CM Java API

Doc for details.

New Scripting Features Since ConSol*CM Version 6.9

Up to ConSol*CM version 6.8, a Unit could have only one custom field group. The expression unit.get("name
") was always valid because one custom field with a specified name could exist only once, for example "
groupl.name”.

Starting with ConSol*CM version 6.9, a data object (Unif) may have one or more data object group fields
with the same field name, e.g "name" can be represented as "groupl.name", "group2.name” . In such cases,
the expression Unit.get("name”) is not valid and throws an exception.

. Attention:

For backwards compatibility the code unit.get("name”) will work as long as the custom field "name”
is unique. When another custom field with the same name is added, the code unit.get("name") will
no longer work!

Now use the following notation to retrieve unit field (data object group field) data:

®* For one field:
unit.get("groupl :nane ")
®* For numerous fields:
unit.get (" groupl:fieldl.group2:field2 ")

Example to get contact company name

uni t. get("contactFi el ds: conpanyRef er ence. conpanyFi el ds: nane")
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Extension of the Custom Field Expression Language (CFEL)

Starting with ConSol*CM version 6.9, the Custom Field Expression Language (CFEL) has been improved to
provide simple access to many objects. This concerns scripting for ticket and other objects as well as objects
from the customer data model, i.e. Units (data objects: objects on contact or company level). Here, the
improvements concerning units (data objects) will be explained. For a detailed explanation on how to write
Java or Groovy code which uses customer data model objects, please refer to the ConSol*CM Process
Designer Manual.

You can access the customer data model objects from different scripts:

* Workflow:
® Scripts in workflow activities
® Scripts in workflow conditions
® Admin-Tool (AT) scripts of type:
® Dependent enum
®* E-malil
® Clone
® Default values
® Data object action
® Data object condition
* Workflow

9.5.4 Changes in Scripting from Consol*CM Version 6.8 to
Version 6.9

In ConSol*CM version 6.9, some methods were declared deprecated and have to be replaced by new
methods. This is only relevant if you have scripts from version 6.8 or older. In this case, the scripts have to
be redesigned using the new methods.

AbstractField

Removed custom value accessors for each custom field type.

Removed/changed method Replacement
StringField.getStringValue() StringField.getValue()
NumberField.getNumberValue() NumberField.getValue()

ActivityFormFieldsSet

Removed accessors with plain FieldDefinition, use ActivityFormElement instead.
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Removed/changed method Replacement
ActivityFormFieldsSet.addFieldDefinition(new ActivityFormFieldsSet.addElement(new
FieldDefinition) ActivityFormElement(new FieldDefinition()))
ActivityFormFieldsSet.getFields() returns List< ActivityFormFieldsSet.getElements() returns List<
FieldDefinition> ActivityFormElement>

ActivityFormFieldsSet.setFields(List<FieldDefinition = ActivityFormFieldsSet.setElements(List<

>) ActivityFormElement>)
ActivityFormFieldsSet.removeFieldDefinition( ActivityFormFieldsSet.removeElement(
FieldDefinition) ActivityFormElement)

ActivityFormFieldsSet.removeAllFieldDefinitions() ActivityFormFieldsSet.removeAllElements()

ActivityFormFieldsSet.getFieldDefinition(index) ActivityFormFieldsSet.getElement(index) returns
returns FieldDefinition ActivityFormElement
ActivityFormFieldsSet.addFieldDefinition(new ActivityFormFieldsSet.setElements(ordered list of
FieldDefinition, index) elements)

ContentFile

Added size parameter to input stream methods.

Removed/changed method Replacement

new ContentFile(filename, inputstream) new ContentFile(filename, inputstream, streamsize
)

ContentFile.setlnputStream(inputstream) ContentFile.setlinputStream(inputstream,
streamsize)

ContentResource

Same changes as in ContentFile.

Removed/changed method Replacement

new ContentResource(filename, inputstream) new ContentResource(filename, inputstream,
streamsize)

ContentResource.setlnputStream(inputstream) ContentResource.setlnputStream(inputstream,
streamsize)
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FieldLogEntry

Removed modification accessors.

Removed/changed method Replacement

FieldLogEntry.setModification(Modification) FieldLogEntry.setValue(value) +
FieldLogEntry.setPreviousValue(value)

FieldLogEntry.getModification() FieldLogEntry.getValue() +
FieldLogEntry.getPreviousValue()

Ticket

Removed renamed custom fields accessors and other changes.

Removed/changed method Replacement
Ticket.getField(), Ticket.setFieldValue(), Previously mixing groupName and fieldName
Ticket.removeField() parameters worked, now only the order groupNam

e, fieldName is accepted.
Ticket.setField(AbstractField) Ticket.addField(AbstractField)

Ticket.addOrUpdateField(AbstractField) Ticket.setFieldValue(pGroupName, pFieldName,
Object pValue)

Ticket.getEnumValue EnumValue enumValue = getFieldValue(String
pGroupName, String pFieldName)

String enumName = enumValue.getName();

Ticket.setEnumValue(fieldName, groupName, EnumValue enumValue =
enumName) enumsService.getEnumValue(enumGroupName,
enumValueName);

Ticket.setFieldValue(pGroupName, pFieldName,
enumValue);

For workflow usage:

Ticket.setFieldValue(pGroupName, pFieldName,
getEnumValueByName(enumGroupName,
enumValueName));
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TimerTrigger

Removed setDuedate method.

Removed/changed method

TimerTrigger.setDuedate

Replacement

TimerTrigger.setDueTime

Unit

Removed renamed custom fields accessors.

Removed/changed method
Unit.getFieldsSet()
Unit.setFieldsMap(Map)

Unit.setField(AbstractField)

Replacement
Unit.getFields()
Unit.addFields(Set)

Unit.addField(AbstractField)

New (Convenience) Methods

Examples for new methods:

Object.Method

def contacts = unit.get("contacts()")

List contacts = company.getContacts()

Unit company = mainContact.getCompany()

newContact.set("company()", newCompany)

List tickets = company.get("tickets()")
Ticket ticket = getTicket();
Unit mainContact = ticket.getMainContact()

List tickets = mainContact.get("tickets()")

].tickets()[count]");

Integer count = contact.get("company().contacts()[0

Explanation

Using CFEL ("contacts()") a list of all contacts is
retrieved for the company (unit).

For a contact, the company can be retrieved easily.

For a (new) contact, the company is assigned the
CFEL expression "company()", provides easy
access to the company object.

For a company, all tickets are retrieved.

For a contact, all tickets are retrieved.

A chain of expressions is used to get the number of
tickets for a specific contact.

Example 1: Search for the tickets of a contact or of a company
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TicketCriteria ticketCriteria = new TicketCriteria();
Unit patternContact = new Unit("contact", custonerG oup);
mdcnCriteriaBuil der. set Ref erencedContactCriteria(ticketCriteria, patternContact);

Example 2: Search for the tickets of the contact who is member of a certain company

TicketCriteria ticketCriteria = new TicketCriteria();

Unit contactPattern = new Unit("contact", custonerG oup);

mdcnCriteriaBuil der. set Ref erencedContactCriteria(ticketCriteria, contactPattern);
Unit conpanyPattern = new Unit("conmpany", custonerG oup);

conpanyPattern. set Fi el dval ue("nane", ,ConSol");

ndcnCriteriaBuil der. set Ref erencedConpanyCriteria(contactPattern, conpanyPattern);

Example 3: Search for contacts of a certain company
UnitCriteria unitCriteria = new UnitCriteria();Unit c

onpanyPattern = new Unit("conpany", custoner G oup);
nmdcnCriteriaBuil der. set Ref erencedConpanyCriteria(unitCriteria, conpanyPattern);

@ Information:

For detailed information about the methods, including input parameters (method signatures) and
output data type, please refer to the ConSol*CM Java API Doc.
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9.5.5 New Objects in ConSol*CM 6.9 and Up

The objects which are available in the script obviously depend on the script's context. The following
examples demonstrate some of the possible use cases:

Starting point Script Objects Example

Company page data object action script  unit def contacts = unit.get("

contacts()")
represents the company

Contact page data object action script  unit List tickets = unit.get("

tickets()")
represents the contact

Workflow activity workflow action or ticket def id = ticket.getld()
condition script

Workflow activity with workflow action or ticket not present import
scriptin AT condition script implicitly! com.consol.cmas.comm
on.model.ticket. Ticket

def id = ticket.getld()
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9.6 Templates for Customer Data

®* Templates for Customer Data
® Introduction to Using Templates for the Display of Customer Data
® Coding Templates

Examples for Templates

®* Template Types

Standard

REST

Dragged

E-Mail

Quick Search

Data Object Search Result
Ticket Search Result
Ticket Page

Ticket List

Ticket Relation
Workspace and Favorites
History

Suggestion

CM/Phone Customer Details

CM/Phone Customer List

9.6.1 Introduction to Using Templates for the Display of
Customer Data

In the ConSol*CM Web Client, contact data sets are displayed in short form at various locations, based on
templates. For example in the ticket list, the contact name and company name might be required whereas in
the contact data section of the ticket, the name, first name, and phone number of a contact might be needed
. This section will show you where short forms are used and how the respective templates are configured
using the Admin-Tool.

The configuration is based on the following principle (very similar to the principle used in previous ConSol*

CMB6 versions):

® An annotation is assigned to a data object, i.e. to a contact or company definition, in the file card
Customer data model of the User attributes section in the Admin-Tool. It defines for which section of
the Web Client the annotation is valid.

* The referenced template must be the name of a template which is stored in the Script and Template
section of the Admin-Tool. You as an administrator are free to assign names to the templates. All you
have to make sure is that the referenced name in the Edit data object window and the template name
in the Script andTemplate section are identical.
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-
£ Edit data object [
Edit data object
i Please edit the data object's data.
Mame: ResellerCompany
Description:
Type: Company
o g
Templates: e Name
Default company-standard-template
REST company_REST-template
Dragged company-dragged-template
E-mail company-email-template
Quick Search company-quicksearch-template
Data object search result company-searchresult-template
Ticket search result company-ticketsearchresultremplate
Ticket page company-ticketpage-template
Ticket list company-ticketlist-template
Ticket relation company-ticketrelation-template
Workspace and Favorites company-workspace-template
History company-history-template
company-suggestion-template
’ Save ] ’ Cancel ]

5

In the following paragraphs, the syntax and coding for templates and all possible template types are

explained.

9.6.2 Coding Templates

Fig. 1: ConSol*CM Admin-Tool - Template Annotations for Data Object (Here: Company)
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The templates are written in FreeMarker notation. For detailed information, please refer to the FreeMarker

web site.

Within the templates, you work with three object types:

1. Name of the data object

i.e. the name of a company or contact object.
2. Name of the data object group

within the data object (a data object group is similar to a custom field group for ticket data).

3. Name of the fields
within the data object group.


http://freemarker.org/
http://freemarker.org/
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See the following figure for an example:

Data object name Data object group name Custom field name
§ {Resel lerCompany .getFieldValue ("ResellerComparmylata” " company name™) !} §{ResellerCompany.getFieldValue ("ResellerCompanyllata”,” company mumber” ) !}

- User attributes
| Customer groups | Customes fata model | Data cbject actions | roles | Data abject relations | Engineer functions | Projects|
Filter:
laddress string
ity short string
= short string
oty ot
jphane_frontdesk shart string
eempany_number [shart sirng
ol(c][#] (o] W3] B
Assigned annotations
Name Vale Annatation group
fpositon jos0 Jayout
fieid indezced |wansitive Jndexing

Fig. 2: ConSol*CM Admin-Tool - Writing Customer Templates

L Attention:

The customer templates must be single-row! They must not contain line-breaks!

Examples for Templates

Here are some examples for templates:

Example for engineer description template name (has to be written in one line!)

<#i f Resel | er Cust oner. get Fi el dval ue(" Resel | er Cust oner Dat a", "cust oner _nane") ?has_content &&
Resel | er Cust oner . get Fi el dVal ue(" Resel | er Cust oner Data", "firstnane") ?has_content >

${ Resel | er Cust oner . get Fi el dVal ue(" Resel | er Cust oner Dat a", " cust oner _nane") !},

${Resel | er Cust oner. get Fi el dVal ue(" Resel | er Cust oner Data", "firstnanme")!}

<#el se> ${ Resel | er Cust orrer . get Fi el dVal ue(" Resel | er Cust omer Dat a", " cust oner _nane") !} </ #i f >

Example for company-contact-template (has to be written in one line!)

${ conpany. get Fi el dval ue("conpany", "nanel")!}${conpany. getFi el dVal ue("conpany", "nane2")!}

${ conpany. get Fi el dval ue("conpany", "mainaddr_city")!'}, ${custoner. get Fi el dval ue("custoner", "
firstnane")!}
${ custoner. get Fi el dval ue("custoner”, "nane")!}

Example for search-customer-template (has to be written in one line!)
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<#i f conpany??>${ conpany. get Fi el dVal ue(" conpany”, "nanel")!}${conpany. getFi el dval ue("conpany",
name2")!}

${ conpany. get Fi el dVal ue(" conpany", "nminaddr_city")!},

</ #i f >${cust oner. get Fi el dVal ue("custoner”, "firstnane")!}${custoner.getFi el dval ue("custoner",
nane")!}

Setting number format: removing "." in number display

<#setting nunber_fornmat="#"/>${cust oner Model Conpany. get Fi el dval ue("groupNanme", "numnber Val ueFi el d
")t}

9.6.3 Template Types

Standard

This template, respectively format, is used at all following locations if no special templates have been
defined, i.e. all other annotations could be omitted if a standard template is defined.

", Attention:

If no template is defined for a certain Web Client location and no standard template has been
defined either, there will be an error in the log file and -- unknown -- will be displayed in the Web
Client.

So make sure that at least a standard template is defined. In a two-level customer data model, this
has to be done for the company and for the contact level!

REST
The display of customer data using the REST API, e.g. in ConSol*CM/Track.

Dragged

This defines the format of the contact/company data of a customer data set while the data set is dragged,
e.g. from the Customers section to the Favorites section.

Customers Skywalker
Main customer QD

Luke Skywalker — luke@consol.de « CustomerGroup

Engineers

Fig. 3: ConSol*CM/Web Client - Customer Dragged Template
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E-Mall

In the Ticket E-Mail Editor an automatic search provides search results in-line in form of a drop-down list.
The format of those search results can be configured using this template.

Newr E-mail

show Cc| show Bec

Lo

engineer

Fig. 4: ConSol*CM/Web Client - Customer E-Mail Template

E-mail template (has to be written in one line!)

<#i f customner. getFi el dval ue("custoner"”, "nane") ?has_cont ent

&& cust omer. get Fi el dval ue("custoner”, "firstname") ?has_cont ent
&& cust orer. get Fi el dval ue("custoner", "di vi si on") ?has_cont ent >
${cust oner . get Fi el dval ue("custoner", "nane")!},

${cust oner. get Fi el dVal ue("custoner","firstname")!},

${cust oner. get Fi el dVal ue("custoner", "di vision")!}

<#el se> ${cust omer. get Fi el dval ue("custoner"”, "nane")!},

${cust oner. get Fi el dval ue("custoner", "division")!}</#if>

Quick Search

This template defines the format of the search result for contacts or companies in the quick search. The
template has to be short and single-line.

lamm
HelpDesk 1st Level SUP-22 Error handling in ticket-s___
100520 Printer error

SUP-32 Adding attachments is po...

Contact (CustomerGroup) Luke Skywalker (-4711)

Faunritac

Fig. 5: ConSol*CM/Web Client - Customer Quick Search Template
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Data Object Search Result

This template defines the search results for automatic searches in auto-complete fields.

New Ticket

Subject

Queue |HelpDesk 1stL{=] Assignedto: |Unassigned |
Friority | Choose One El Module | Choose One E
Reaction time [T Ask for feedback

Customers

Main

ResellerCompany
Find | Create

| MyN

Fig. 6: ConSol*CM/Web Client - Customer Data Object Search Result Template

This is the applied template:

ResellerCompany search result template (has to be written in one line!)

${ Resel | er Conpany. get Fi el dVal ue(" Resel | er ConpanyDat a", " conpany_nane") !}
${ Resel | er Conpany. get Fi el dVal ue(" Resel | er ConpanyDat a", " conpany_nunber") !}

Ticket Search Result

119

In the results page of the detail search the tickets found by the search are displayed as a list. One column of

this list contains the main contact of the ticket. The Ticket search result template defines the layout of the

customer data in this column.
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Search

Search criteria

QUele  'HelpDesk 1st Level - S
Choose One
Search
| Tickets CustomerGroup (customer) CustomerGroup (Company) Reseller (ResellerCustomer) =+
View as: List Grid

Search results (99)

Add/Remove column  'Engineer’, 'Main Customer’, ... - OK Number perpage 20 +
1to 20 0f 99 1223450M
Engineer Main Customer Name Subject

Huber, Harald Marylin Monroe <2 SUP-17 Take over as primary contact doesnt work

Minnie Mouse SUP-103 "Send mail” action: attachment selection is lost after clicking "Quote ticket”

Dieter Macher SUP-57 “Vanishing” locales

Max Mustermann SUP-32 Adding attachments is possible for worker which has got only "Read tickets” permission

Daisy Duck L) suP-gs Administrate permission
Meier, Friedrich Dietrich Habermann L suP-41 Admin-Tool: Broken layout

Peter Diermau L) SUP-15 Admin-Tool: Confirmation Dialog is missed during delete Customer Attributes

M 1T T e R Y Admin-Taal* Frrar durina craating anane (Oracla 10m

Fig. 7: ConSol*CM/Web Client - Customer Ticket Search Result Template

Ticket Page

This template defines the presentation of the contact/company data in the Customers section of a ticket.

Ticket

Printer error

e
h" HelpDesk 1st Level | Qualify

100520  Assigned to Chef, Charly | Open since 11/1%/13 1:25 PM

Priority  normal
R on time 112013 As no
Germany
[T[FI[Z customers
CustomerGroup

Coninaare

Fig. 8: ConSol*CM/Web Client - Customer Ticket Page Template



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3) 121

Ticket List

This template defines the presentation of the contact data in the ticket list.

~  Attention:

If you would like to work with this template type, please make sure that the page customization
parameter accordionTicketList.mainCustomerDescriptionVisible has been set to true. Otherwise
contact data cannot be displayed in the ticket list.

Fig. 9: ConSol*CM/Web Client - Customer Ticket List Template

Ticket Relation

This template defines the presentation of the contact data in ticket references in the Relations section of a
ticket. Please keep in mind that contact data of referenced tickets are only displayed in the extended display
level.

ENgimeen s
Relations

referenced by
100520 Printer error +
HelpDesk 1st Level | Qualify

Assigned to Chef Charly | Open since 11719013 1:25 PM
Luke Skywalker - 777
ter problem

[NEER FAL T

Fig. 10: ConSol*CM/Web Client - Customer Ticket Relation Template
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Workspace and Favorites

This template defines the presentation of contact data in the Favorites section.

Favorites

Andreas Hansen
Max Mustermann

Marylin Manroe

Fig. 11: ConSol*CM/Web Client - Customer Favorites Template

History
This template defines the presentation of contact data in the ticket protocol, i.e. in the History section of a

ticket.

Ticket Edit | Clone Print | Display w

© X-Cm: Exception during status change which moves a ticket into a new queue

=" HelpDesk 1st Level | Qualify
SUP-124 Assignedto Huber, Harald | Open since 5/5/08 11:39 AM
high inventory
218109 no
Customers Add | Hide
Main

Mrs Lea Skywalker + CustomerGroup
Starship Operator Dr.
lea@localhost
123
Special Forces

History Comment | E-Mail | Attachment | Time booking | Hide

Display all entries + Sorting latest first «

Add comment, e-mail or attachment

40 minutes ago  #39 changed by Harald Huber
Main customer changed from Dieter Macher §§ Lea Skywalker

Fig. 12: ConSol*CM/Web Client - Customer History Template
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Suggestion

This template defines the presentation of contact data for suggestions which are displayed when a ticket is

created.

New Ticket

Subject

Cueue’ | HelpDesk 1st LB Assignedto: |Unassigned |w
Priorty | Choose One |Z| Module | Choose One |Z|
Reaction time [ Ask for feedback
Category None w
IIFIE Customers
Main
Company
Find | Create
customer
Suggestions
Lea Skywalker Select
|Ch005&0ne |Z| |? =t name

Fig. 13: ConSol*CM/Web Client - Customer Suggestion Template

[ B

CM/Phone Customer Details

See section CTI with ConSol*CM: CM/Phone.

CM/Phone Customer List

See section CTI with ConSol*CM: CM/Phone.
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10 Managing Customer Groups

® Managing Customer Groups
® Basic Principle for Customer Data Models and Customer Groups
®* Managing Customer Groups Using the Admin-Tool
® Customer Groups List
® Customer Group Details
® Creating a New Customer Group
® Editing a Customer Group
® Deleting a Customer Group
® Disabling and (Re-)Enabling a Customer Group
® Assigning Access Rights for Customer Groups
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10.1 Basic Principle for Customer Data Models and
Customer Groups

In a ConSol*CM system several customer groups can be used.

% Principles:
There can be any number of customer groups and any number of customer data models.
Each customer group has exactly one customer data model.

Each customer data model can be assigned to any humber of customer groups.

In the following example, the system contains three customer groups, each with its specific customer data
model.
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10.2 Managing Customer Groups Using the Admin-Tool

In the Admin-Tool, customer groups are managed using the Customer groups tab in the User attributes
section.

E CM& Admin-Tool @ cmbdoku-cml.int.conscl.de L =l éj

File Views Help

A . E \ B e o o @l 9

- User attributes

Customer groups | ustomer data model I Data object actions I Customer roles I Data object relations | Engineer functions | Projectsl

Customer groups Details
Filter: :AJI customer data models - Mame:
Customer data model:
MName Customer data medel Contact actions
DirectCustomers DirectCustomersModel -
MyCustomerGroup BasicModel ' Manual
Reseller ResellerModel Update:
Delete:

Company actions
Create:

Update:

Delete:

Manual

Fallback Phone Mumber Configuration
Country prefix:
Area prefix:

Company prefix:

Subscriber pattern:
= Internal pattern:
Fd

| I 0 Q : Mobile pattern:

= [CM_Administration, Workflow_Admin]

A

Fig. 1: ConSol*CM Admin-Tool - Managing Customer Groups

10.2.1 Customer Groups List
On the left side, all customer groups are listed:

®* Name
The technical name of the customer group.
® Customer data model

The name of the customer data model which has been assigned to the customer group.
You can apply two sorts of filters:

®* Name filter

Enter a text or some characters in the field Filter. Only the customer groups where the name contains
the text/characters will be displayed in the list.
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® Customer data model filter
Select a customer data model from the drop-down list. Only customer groups with the selected data

model will be displayed in the list.

10.2.2 Customer Group Details

On the right side, the details of the customer group, which is selected in the list, will be displayed. An
explanation of all parameters is given in the following section.

10.2.3 Creating a New Customer Group

You create a new customer group by clicking on ﬂ below the group list. A pop-up window is opened where
you have to enter the customer group parameters.

£ Edit customer group - @

Edit customer group
i Please edit the customer group data.

Technical name of Localization of
the customer group """'l-___:\\_ /,the customer
- - group name
. Name: Reseller| I Il
Assigned customer y = —I
Customer data model: .
data model Reselertode Tab for CM/Phone
Contact actions | Company acﬁgnsl Cmphgna' parameters (-CJI'Il‘_',Ir
; available when
Parameters for ALIELS CM/Phone is
Action Framework ~ | Create: hd ;
‘1-' active)
Update: |UpdateResellerCustomerData -
Delete: -
Manual
Assigned Available
MName Name
CheckServiceStatus LoadRepart
OfferCreateTicketPageOnGLUL DoSomethingInteresting

DoSomethingInteresting2
GoToCompanyURL
GoToAM_TicketOnGUL
OfferCreateUnitPageOnGUI
LoadData

Save Cancel

[

Fig. 2: ConSol*CM Admin-Tool - Parameters for a Customer Group

®* Name
The technical and unique name of the customer group. Click on ﬂ to enter the localized name of the
customer group for all languages that are available in the system. The localized queue name will be
displayed in the Web Client in the ticket header. If no localized values are provided, the name will be
displayed in the default language.
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® Customer data model
Select the customer data model from the drop-down list. All customer data models which have been
defined (see section Setting up the Customer Data Model) are available.

® Contact actions
Part of the Action Framework.

® Company actions
Part of the Action Framework.

® CMPhone
Tab for all CM/Phone parameters. Only available if CM/Phone is active, see section CTI with ConSol*
CM: CM/Phone.

10.2.4 Editing a Customer Group

If you want to edit a customer group, select it in the list and click on _| or just double-click the name of the
customer group. Modify the customer group parameters and click Save to store your modifications.

10.2.5 Deleting a Customer Group

Select the customer group you want to delete in the list and click on El . If you confirm the following dialog
with Yes, the customer group will be deleted and is no longer available in the system. A customer group can
only be deleted if it is not assigned to a queue and if there are no tickets for customers of the group. In a
system which has been in operation for a while, it will usually not be possible to delete a customer group.

10.2.6 Disabling and (Re-)Enabling a Customer Group

To disable a customer group, select the customer group in the list and click on il . The entry in the list is
now shown in italics. Just click on il at the bottom of the page, if you want to enable the customer group
again. When a customer group is disabled, it is not possible to create new tickets for companies or contacts
of the group. Tickets of the group are still visible.
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10.3 Assigning Access Rights for Customer Groups

In order to let engineers work with customer data of a customer group, e.g. to create new reseller data sets
or to modify them, you have to grant access permissions for the user groups to one or more roles.

[

-

File Views Help
A% % 2 @A=%000cH -
"= Role Administration
Raoles Troles | | Oueue Permissions I Global Permissions
i ; Customer Group Permissions | Views I Engineer Functions
Filter: lAlI quELES - |
Customer Groups Customer Group Permissions
N N Own Al
©M_Administration ZLE
CustomerManager_Reseller CustomerGroup Read
HD_1st_Level Role @ Wirite
HD_2nd_Level_Role
HD_Sales_Role Delete
HD _Supervisor
— Act
Workflow_Admin
Deactivate/
Activate
Details read
Details write
Details delete
Create
o

| 2 [CM_Administration]

Fig. 3: ConSol* Admin-Tool - Assigning Permissions for Customer Groups to a Role

The access rights which can be granted have been modified compared to previous ConSol*CM versions.
New rights have been added which concern a new section of the customer page. The customer page in the
Web Client has a new section, the Details section.
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'8 =

Contact Display =

Skywalker Luke + Reseller
luke@localhost.de 123
ConSol* «

Tickets (0) Hide
All tickets

This customer does not have any tickets

Additional details Hide

Comments Attachments

New

General sections |~ Details section
List of comments

This contact does not have any comments.

& Relations Hide

History Hide
2/28M4 08:56 changed by Harald Huber
luke@localhost.de
Skywalker
123
Luke

.

Fig. 4: ConSol*CM/Web Client - Contact Page: Details Section

The following access permissions can be granted:

® Customer type
Refers to the tickets of the customer.
® Own
All customers which are contacts at tickets which are currently owned by the engineer.
° All
All customers.
® General sections
®* Read
Read the customer data.
* Write
Write/modify the customer data.
® Delete
Delete a customer data set.
®* Act
Execute actions for this customer (see section Action Framework for details about customer
actions).
* Deactivate/activate
Deactivate and (re-)activate the customer or company. It is not possible to create tickets for a
deactivated company.
® Details section
® Details read
Read customer data in the Details section.
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® Details write
Write/modify customer data in the Details section.

® Details delete
Delete customer data in the Details section.

®* General

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

»  Attention:

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



132 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

11 Customer (Data Object) Relations

® Customer (Data Object) Relations
® |ntroduction to Customer (Data Object) Relations
®* Management of Customer Relations Using the Admin-Tool
® Creating Customer Relations Using the Web Client
® Scripting Using Relations
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11.1 Introduction to Customer (Data Object) Relations

Customer relations represent relations between customers (data objects), i.e. companies and contacts. They
can be one of two types:

® directional (different levels in a hierarchy)
* reference (same level, no hierarchy)

A relation is of one of the following types:

® company - company
e.g. ... has a cooperation with ... (company X cooperates with company Y)
® The companies can belong to the same or to different customer groups.
® The involved customer groups can have the same or different customer data models.
® company - contact
e.g. ... is customer of ... (contact X is customer of company Y)
® The company and the contact can belong to the same or to different customer groups.
® The involved customer groups can have the same or different customer data models.
® contact - contact
e.g. ... is serviced by ... (contact X from company X is serviced by contact Y from company Y)
®* The companies and contacts can belong to the same or to different customer groups.
® The involved customer groups can have the same or different customer data models.

Reseller Model MyCustomersModel

L

Reseller 1 Reseller 2 MyNewCompany
4
W iy My Ty
Contacts in Reseller 1 Contacts in Reseller 2 Contacts in MyNewCompany

DirectCustomers Model

/

i
W

Contacts in DirectCustomers

4

Fig. 1: ConSol*CM FlexCDM - Examples of Customer Relations
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11.2 Management of Customer Relations Using the
Admin-Tool

To make customer relations available to the engineers the relations have to be defined in the Admin-Tool.
Open the file card Data object relations in the User Attributes section. All relations are listed, new relations
can be added, or old ones can be deleted.

r Al
£ CM6 Admin-Tool @ localhost h . - | — o o e |
File Views Help
= — [ =
(1] ¥ I . ® < o Bl <€)
|
£ User attrbutes
Existing ‘ Customer groups | Customer data model I Data object actions | Customer rales ‘ Data object relations ‘ Engineer functions I Proje:tsl
customer .
(data object) iy Data object relations Details
relations Filter: [ All customer groups - ||| Name: ResellerDirectCustomersRelation Detailed
MName Relation Type Tope: Drectors! information
-
ResellerDirectCustomersRelation _Directional Tmzte n"l"“ about the data
Activate/ Only configurable via workflow object re\;atlon
v selected in
deactivate N Source the list
relations \ Level: Company
™ Customer group: Reseller
Change 0 E==EE The reseller who sells products to end = d
order of
relations in
the list A <l I} v
N Target
Level: Contact
Delete relation Customer group: DirectCustomers
N, Desaiption: A perzon. A direct = end customer
Edit relation ~ N
™
™
Add new - o
i | = =
s Rt EE] (@]
2 [CM_Administration]

Fig. 2: ConSol*CM Admin-Tool - Managing Customer Relations
The following elements are available:

® List of relations
* Filter
® Filter for an expression which has to be entered into the field Filter. Use the asterisk as a
placeholder for any character.
® Filter for customer groups using the drop-down menu.
* Add button &
Add a new relation. The pop-up window Create data object relation with the details fields (see next
section) is opened.
* Edit button I
Modify the parameters of a relation. The pop-up window Edit data object relation with the details fields
(see next section) is opened.
® Delete button il
Delete an existing relation. This is only possible when no relations of this type have been set (using
the Web Client).
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® Change order (arrows up [+] and down Ll)
Place a relation at a specific position in the list. This defines the order of the manual relations as they
are displayed in the Web Client.

* Activate il / deactivate il relations
A deactivated relation is not available in the Web Client, i.e. a relation of this type can no longer be
created. Existing relations of this type are not modified and are displayed in the GUI.

- ol

& CM6 Admin-Toal @ localhost |l= B &R |

File Views Help

- 14&
/h\ v 4 n= > £ Edit data object relation 2l e ]

= User attributes Edit data object relation

4| 1 Please edit data object relation's data H
| Customer groups | Customer data model I Data object actions | Custon]

Data object relations

r B Name: ResellerDirectCustomersRelation 0
Filter: All customer groups |
Type: Directional -
Name Relation Type
Repartable:

ResellerDirectCustomersRelation  Directional
Only configurable via workflow [

Source =

Level: Company -
Customer group: Reseller -

N di
FEorrimE 1= products to end = direct customers

< I | »
Target |
Level: Contact -
Customer group: DirectCustomers -
Pearrime L person. A direct = end customer

m ﬂ ' " Q E Save -_Canoel |

= [CM_aAdministration]

Fig. 3: ConSol*CM Admin-Tool - Details of a Customer Relation

To create a new relation, use the El button, to edit a relation use the ﬁl button. In both cases, the detail
information pop-up window for a relation is opened where you can edit the following fields:

®* Name
Name of the relation. The technical name is used for internal use cases (scripts), the localized name
will be displayed in the Web Client as for most fields in ConSol*CM.
®* Type
Select one of two types:
® Directional
A directional relation has a defined source and a defined target. A data object can be source
and target for different relation types at the same time. An example for a directional relation is
a reseller (company) to end customer (contact) relation: sells products to. A company (reseller)
sells products to a contact (end customer). Or a relation between two contacts of a company:
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is boss of. The other direction works for can also be used. However, a consistent structure for
the entire system should be designed to avoid misunderstandings.
* Reference
A reference is an undirected relation with no hierarchical implications, e.g. has a cooperation
with.
® Reportable
Defines if the relations of this type should be transferred to the data warehouse.
® Only configurable via workflow
If this check box is marked the relation is not available in the Web Client but can only be created via
workflow scripts. Therefore such relations cannot be manipulated manually.
® For a directional relation select:
® Source
® Level
Level of the relation source, i.e. company or contact.
® Customer group
The customer group of the source data object.
® Description
Will be displayed in the Web Client as description of the relation on the source side.
® Target
® Level
Level of the relation target, i.e. company or contact.
¢ Customer group
The customer group of the target data object.

® Description
Will be displayed in the Web Client as description of the relation on the target side.
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11.3 Creating Customer Relations Using the Web Client

In spite of this book being an administrator's manual, we will show you how relations are set using the Web
Client, because as an administrator you should always know what the consequences of administration
modifications are.

As an engineer who has the access permissions to the source and to the target customer group, you can
add a relation of one data object to another in the Relations section of the source data object. You have to
have at least one role with the access permission Write for the source customer group and the target
customer group to perform this operation. You can set the relations on the data object-specific page, i.e.
open the company page or the contact page of the potential source object.

For example, you can create a relation Sells products to from a company in the Reseller customer group to a
contact in the Direct customers customer group. Of course, this relation has to be defined in the Admin-Tool
first. Use the Add link in the Relations section and then select the relation from the drop-down menu. Enter
the target name (e.g. contact name) in the auto-complete text field. You can also add a note. Then press OK
. The relation can be edited or deleted afterwards using the respective links ( Edit, Remove).

Relations
Add relation
ConSol*
Company [ Reselier SELLS TOEN[=] |sam
ConSol* + Reseller [ ﬂg
Groups OK Cancel
= — Resellar SELLS TO END CUSTOMERS relation (DirectCustomers) (Contact)
ResellerCompanyData Service Conti Mo relations avallabie
ConSol* v gL
Franziskanerstraie 38 MoOnchen B1669
Germany

«40 80 45841-0

Relations

Add retation Favorites
ConSol* Andreas Hansen

| Choose One - Max Mustermann

Choose One
Reseller SELLS TO END CUSTOMERS relation | Marylin Monroe

OK Cancal

Reseller SELLS TO END CUSTOMERS relation (DirectCustomers) (Contact)
Mo relabions avallable.

History Hide
272814 0856 chanaed by Harald Huber

Fig. 4: ConSol*CM/Web Client - Setting a Relation
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11.4 Scripting Using Relations

A new class, the UnitRelationService, is available. For details please refer to the ConSol*CM API Java Doc.

. In this book we will use the terms data object and data object definition. However, the names of the
corresponding Java classes are Unit and UnitDefinition. All other Java classes which deal with
customer data objects also are still named Unit... Please keep that in mind when you work on the
administrator level as well as on the programmer's level. Please refer to the the ConSol*CM Java
API Doc for details.

/'l Creates the unit relation

Uni tRel ation create(UnitRel ation pUnitRel ation)

/'l Deletes the unit relation

voi d del ete(UnitRel ation pUnitRel ation)

/'l Get a set of relations by criteria

PageResul t <Uni t Rel ati on> getByCriteria(UnitRelationCriteria pCritieria)
/'l Gets unit relations by source and target units

Set <Uni t Rel ati on> get BySour ceAndTar get (Unit pSourceUnit, Unit pTargetUnit)
/] Cets unit relations by source or target units

Set <Uni t Rel ati on> get ByUni ts(Col | ecti on<Unit> pUnits)

/'l Updates the unit relation

voi d update(UnitRel ati on pUnitRel ation)

Please refer to the ConSol*CM Process Designer Manual for a detailed explanation on how to write scripts
which use customer relations.
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12 Action Framework
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® Action Framework
® |ntroduction to Data Object Actions
® Managing Data Object Actions Using the Admin-Tool
® Step 1: Write the Data Object Action Script
® Step 2: Create Data Object Action(s) Which Use the Script
® Step 3: Assign Data Object Action(s) to Customer Group(s)
® Using Data Object Actions as an Engineer (User)
® Examples for Data Object Action Scripts
® Example 1: Simple Manual Action
® Example 2: New Ticket for Contact
® Scripts for the Action Framework: Programming Data Object Actions
® Data Object Action Scripts
® Automatic Data Object Action Scripts
®* Manual Data Object Action Scripts
® Create a Unit
® Create a Ticket
® Open a Unit Page
® Open a Ticket Page
® Open a Web Page
® Object UnitActionScriptResult
¢ Data Object Condition Scripts
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12.1 Introduction to Data Object Actions

Data object actions are actions which can be performed for a data object, i.e. a contact or a company. The
actions can be performed automatically by the system or manually, triggered by an engineer who has the
required permissions. You might want to apply data object actions for use cases like the following:

® Load additional data into a company's data set.

Build an automatic report about the company-specific KPlIs.
Transfer ConSol*CM data to another system (e.g. an ERP system).
® Create/update a Google Maps link from the address data.

You can use the following types of data object actions:

® Automatic actions which are performed by the system after one of the following data object
operations:
* CREATE
* UPDATE
* DELETE
®* Manual actions which are performed by the engineer using Activities links in the data object page (
Company or Contact page) of the Web Client (similar to Workflow activities for tickets). Manual
actions are executed for the data object which is displayed, i.e. when the company page is open,
company actions will be offered, when the contact page is open, contact actions will be offered.

. Please keep in mind that only engineers who have at least one role with the following access
permissions for the respective customer group are allowed to use the data object actions, i.e. only
then the Activities will be displayed in the Web Client:

® Act
Company Display « Activities
MyNewSpaceCompany + Reseller Load report
| ] Do something interesting
Groups Edit | Hide Load data 3

ResellerCompanyData

Workspace
MyrMewSpaceCompany
Milkyway 77 Alderaan 7777
Unknown
123 999
Tinlenta ML 1lidn~ —_

Fig. 1: ConSol*CM/Web Client - Example for Manual Data Object Activities

Data object actions are defined as Groovy scripts which are stored in the Script and Template section of the
Admin-Tool.
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The execution of data object actions can be controlled using condition scripts, i.e. you can implement a
condition script which is executed before the data object action itself. Only when this script returns true, the
following action script is executed.

So there are two types of scripts you have to deal with when you use the ConSol*CM Action Framework:

® Data object action scripts
Defines the action which should be performed.

¢ Data object condition scripts
Defines one or more conditions for the display of the action in the Web Client. Has to return true or
false. If false is returned the action is not displayed on the GUI and therefore cannot be performed.

When you want to use a data object action you have to proceed in three steps:

1. Create data object action script (either action script only or action script and condition script).
2. Create the data object action(s) which use(s) the script(s).
3. Assign the data object action(s) to the customer group(s) where they should be available.

In the following sections, all three steps are explained in detail.
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12.2 Managing Data Object Actions Using the

Admin-Tool

—

In this book we will use the terms data object and data object definition. However, the names of the

corresponding Java classes are Unit and UnitDefinition. All other Java classes which deal with
customer data objects are also still named Unit... Please keep that in mind when you work on the
administrator level as well as on the programmer's level. Please refer to the the ConSol*CM Java

API Doc for details.

12.2.1 Step 1. Write the Data Object Action Script

Create a new Admin-Tool script of type Data object action. If required, create another script of type Data

object condition.

For a detailed explanation of Admin-Tool scripts, please refer to section Admin-Tool Scripts. For an
introduction to Admin-Tool scripts used for data object actions, please read section Scripts for the Action

Framework in this chapter.

> Seript and Template Administration

Scripts | Template

Scripts

jAII script types -
Mame Type

AppendToTicket.groovy E-mail

ChangeCutgoingMail.groovy E-mail
CheckandUpdateCompanyServiceStatus Data object action
CloneTicket.groovy Workflow
ConditionUpdateContactData Data object condition

CreateTicket. groovy E-mail

DisplayCustomerData.groovy

Workflow

Do something interesting

Data object action

GoToAMTicketScript Data object action
GoToCompanyURL Data object action
IncomingMailRouting. groovy E-mail

Load data Data object action
MailToClosedTicket.groovy E-mail

OfferCreateTicketPage Data object action
OfferCreateUnitPage Data object action
Open report Data object action
UpdateContactData Data object action

DECE)

& [CM_Administration, Workflow_Admin]

Fig. 2: ConSol*CM Admin-Tool - Scripts for Data Object Actions

Example data object action script:

//do sonething with the unit (data object)
uni t. set Fi el dval ue(" personal Dat a",

uni t Servi cel npl . update(unit);

"hane"

" Kowal ski ")
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/lcreate and return action result that will tell the web to create new ticket with unit as
//a main contact

def queueld = queueServi ce. get ByNanme( " Hel pdesk").getld();

Map<String, bject> valuesMap = new HashMap<String, Object>

val uesMap. put (Post Acti onParaneter. UNIT_I D, unit.getld())

val uesMap. put (Post Acti onPar anet er. QUEUE_I D, queuel d)

return unitActionScriptResul t Factory. get Post Acti on(Post Acti onType. CREATE_TI CKET, val uesMap)

12.2.2 Step 2: Create Data Object Action(s) Which Use the
Script

Open the file card Data object actions under User attributes in the Admin-Tool and add a new action using
the Plus button .

-

£ CM6 Admin-Taol @ localhost BEIREE)
File Views Help
] - — ™
A X% 2 ENE=EDH OO c Bl o
% User attributes

| Customer groups | Customer data model | Data object actions | Customer roles I Data ohject relations. | Engineer functions I Projects|

Data object actions - | | natsite -
i " | £ Create data object action | = |
Il Filter: All action types I
— | Create data object action
Name Typ| | § Please fillin the required fields,
MName: UpdateReselerCustomerData
Type: Update -
Condition Script: | ConditionUpdateContactData -
Execution Script: |UpdateContactData -
Dz=iirise Retrieve orders for previous week Ernm ERFP
Save ] [ Cancel

| 2 [CM_Administration]

Fig. 3: ConSol*CM Admin-Tool - Creating Data Object Actions
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In the pop-up window, the parameters for the new action have to be defined:

®* Name
The unique technical name of the action. Can be localized using the Localize button ﬂ .The
localization is required for manual actions, because the localized name is displayed under Activities in
the Web Client.

* Type
The action type which defines when it should be executed. Select one of the following types:

® Create
This script will be executed automatically when the contact/company is created.

® Update
This script will be executed automatically when the contact/company is updated, i.e. when the
data has been modified (either manually or automatically) and is saved again.

® Delete
This script will be executed automatically when the contact/company is deleted.

®* Manual

This script will be offered on the contact/company page as manual activity.

® Condition Script
In case a condition script should be executed before the action script, the name of the condition script
has to be entered here. Only when the condition script has returned true, the action script will be
executed. If there is no condition, just leave this field empty.

® Execution Script
The name of the action script which should be executed. This has to be the exact name under which
the script is stored in the Script and Template section of the Admin-Tool.

® Description
Enter the description which should be displayed as mouse-over in the Web Client (for manual actions

only).

Save the action. Then you can assign it to customer groups. Please see following step.

12.2.3 Step 3: Assign Data Object Action(s) to Customer Group
(s)

Open the file card Customer groups in the User attributes section of the Admin-Tool. Select the customer
group you would like to edit and click on _| to open the pop-up window to assign the data object actions.
Only data object actions which have been stored as Admin-Tool scripts will be offered here.
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B e i
£ CM6 Admin-Toal @ localhost - -
2 Edit customer group
File Views Help
Edit customer group
/h\ Tw EE. @ ‘.h — 9 i Please edit the customer group data.
& User attributes
Customer groups | Customer data model | Data object actions I Customer roles I Data Name: Reseller
T En— Customer data model: |pezellerModel -
r Actions N

Filter: All customer data models

Contact actions | Company actions
Mame Customer data model h Automatic

CustomerGroup BasicModel e

Reseller ResellerModel I Eieales hd I
Vs =1l IpdateResellerCustomerData - i
Delete: -
Manual [

Assigned Available
MName MName

@ q [ Save ][ Cancel ]
1
|; [CM_ Administration] ﬂ

Fig. 4: ConSol*CM Admin-Tool - Assigning Data Object Actions to a Customer Group

You can define the following action types:

® Contact actions
The script will be executed for the contact. Manual actions are offered on the contact page only.
® Company actions
The script will be executed for the company. Manual actions are offered on the company page only.

For each type you can determine the system behavior for the following actions:

® Create
This script will be executed automatically when the contact/company is created.
®* Update
This script will be executed automatically when the contact/company is updated, i.e. when the data
has been modified (either manually or automatically) and is saved again.
® Delete
This script will be executed automatically when the contact/company is deleted.
® Manual
This script will be offered on the contact/company page as manual activity.
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12.3 Using Data Object Actions as an Engineer (User)

As an engineer (user), only the data object action type manual is relevant for you. The DELETE, UPDATE,
and CREATE scripts run in the background.

Manual actions are offered in the Web Client similar to workflow activities for a ticket. Please see Example 1
in the next section.
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12.4 Examples for Data Object Action Scripts

12.4.1 Example 1. Simple Manual Action

A manual action is coded and stored as an Admin-Tool script, then a company action is defined using the
script, and the action is assigned to a customer group.

<> Script and Template Administration

Scripts | Template

Saipts
_AJI script types

Mame Type
AppendToTicket.groovy E-mail
BuildLocationDependentEnum Dependent enum
BuildLocationDependentEnumFor Table Dependent enum
ChangeOutgoingMail. groovy E-mail
CheduandUpdateCompanyServiceStatus Data object action
ChedkiClosedChildTickets. groovy Workflow
CloneServiceTickets.groovy Clone
CloneTicket.groowy Workflow
ConditionUpdateContactData Data object condition
CreateTicket.groovy E-mail
DefaultValuesServiceDesk.groovy Default values
DisplayCustomerData.groowvy Workflow

Do something interesting Data object action
GoToAMTicketScript Data object action
GoToCompanyURL Data object action
IncomingMailRouting. groovy E-mail

Load data Data object action
MailOutServiceDesk. groovy E-mail
MailScriptServiceDesk E-mail
MaiToClosedTicket.groovy E-mail
MessageToEngineerRemove. groovy E-mail

QIE]L)E

|| = [CM_Administration, Workflow_Admin]

Fig. 5: ConSol*CM Admin-Tool - Data Object Action Script to Be Used as Company Script
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£ CM6 Admin-Tool @ localhost T — -

|[Fite views Help

A T Y @ 3:

? MEdit data object aciod

Edit data object action
i Flease edit data object action's data

| Customer groups I Customer data model | Data object actions

Data object actions

Filter: |

| [AI.I action types v] [AI.I customer groups ,] Name: |Ched<5eruice513tus |

Type: |Manual - |

CheckServiceStatus Manual Condition Seript: | - |

DoSomem?ngInheresﬁng Manusl Execution Script: |ChechndUpdateCompanyServicesmms - |
DoSomethingInteresting2 Manual

GoToAM_TicketOnGUL Manual EESS (Re-)Check Service Status: Platin|Gold|Silver
LoadData Manual

LoadRepaort Manual

OfferCreateTicketPageOnGUL [Manual
OfferCreatelUnitPageOnGUL  [Manual
UpdateResellerCustomerData [Update

MName Localizations

l Locale Value

English |[Re—)Check service status of the company

QE LD

= [CM_Administration]

Fig. 6: ConSol*CM Admin-Tool - Defining the Company Action
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£ CM6 Admin-Toal @ localhost
-
File Views Help
&= = NB=
| A Y @ 2 @ N % ® O <
£ Edit customer group
Customer groups | Customer data model | Data object actions | Customer r
i Edit c group
Customer groups i Please edit the customer group data.
Filter: | |[NI customer data models
hiame < St edatcde - Mame: |MyCustomerGroup |
MyCustomerGroup BasicModel
Reseller ResellerModel Customer data model: |535'd“'|°de| - |
Actions
[ Company actors |
i
Automatic
Create: | v|
Update: | - |
Delete: | v|
Manual
Assigned Available
Mame MName
|
CheckServiceStatus
N
i
Save | [ Cancel ]
i = — J
o T I
| 2 [cM_Administration] |
I, —
Fig. 7: ConSol*CM AdminTool - Assigning a Company Action
The engineer can use the action manually in the Web Client:
Company Display + Activities
‘,,']_ MySpaceCompany = LyCustomerGroup (Re-)Check service status ofthe
Address  Milkyway 77 company
7777 Alderaan
Workspace
Tickets (0) Hide e 1
orkspace is empty £
All tickets + Al your unsaved tasks are
automatically listed in this
Mo search results workspace.
Contacts (1) Hide | Add Eavorites
Add/Remove column  'Phone 1', 'phonetypel’, - | oK | MNumber per page 10
Andreas Hansen
Contact Phone 1 phonetype1 Acad. title Division Function E-mail Max Mustermann
Lea Skywalker 123 Office Dr Special Forces  Starship Operator lea@localhost

Fig. 8: ConSol*CM/Web Client - Using a Manual Company Action

Marylin Monroe
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12.4.2 Example 2: New Ticket for Contact

This script opens the Create ticket page for the contact from which the action has been performed. The
target queue is Reminders. That way a new reminder ticket can be created in no time for the open contact.
For an introduction to Admin-Tool scripts for the Action Framework, please read the following section.

Example contact script:

i nport com consol . cmas. common. nodel . scri pting. unit. PostActi onPar anmet eri nport

i mport com consol . cmas. core. server. service. Uni t ActionScri pt Resul t Fact oryi nport
i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onType

def queueld = queueService. get ByNane(" Reni nders").getld();

Map<String, Object> val uesMap = new HashMap<String, Object>()

val uesMap. put (Post Acti onParaneter. UNIT_I D, unit.getld())

val uesMap. put (Post Acti onPar anet er. QJEUE_|I D, queuel d)

return unitActionScriptResultFactory. getPostAction("createTicket", val uesMap)
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12.5 Scripts for the Action Framework: Programming
Data Object Actions

Data object actions are defined by Admin-Tool scripts, i.e. by Groovy scripts which are stored in the Script
and Template section of the Admin-Tool. The predefined object unit (i.e. an object of class Unit) is available
for those scripts. Objects of the class Unit can represent a company or a contact, depending on the context.

There are two types of scripts for the Action Framework:

® Data object action scripts
® Data object condition scripts

12.5.1 Data Object Action Scripts

The actions in this script are executed either triggered automatically by the system operations CREATE,
UPDATE, or DELETE or by a manual action (using Activities in the Web Client) of the engineer.

Automatic Data Object Action Scripts

Example script: Set a value in customer data and update the unit

uni t. set Fi el dval ue("personal Data", "nane", "Skywal ker")
uni t Servi ce. updat e(unit)

% Attention:

When you use unitService.update(unit) as in the example above, you can use a data object
condition script to avoid infinite loops. See note in section Data Object Condition Scripts.

Manual Data Object Action Scripts

For manual data object action scripts you can make use of some specific methods and objects:

* Methods (fields of the Interface PostActionType):
®* CREATE_UNIT
Create a unit.
®* CREATE_TICKET
Create a ticket.
® GOTO_UNIT
Open unit page.
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® GOTO_TICKET
Open ticket page.
* GOTO_PAGE
Open a web page (URL).
®* Objects:
® UnitActionScriptResult

Create a Unit

ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

(PostActionType.CREATE_UNIT) redirects the user to the create unit page. It uses the optional parameter
PostActionParameter. CUSTOMER_GROUP_ID to decide for which customer group a new unit has to be
created and optionally the map of data object group fields (PostActionParameter.FIELDS MAP) to fill the

unit's data object group fields with the passed values.

Example company action script which fills some unit data

i mport com consol . cmas. common. nodel . cust onfi el d. net a. Fi el dKey

i nport com consol . cmas. comon. nodel . custonfi el d. Abstract Fi el d

i nport com consol . crmas. common. nodel . custonfiel d. StringFiel d

i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onPar anet er

i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onType

Map<Fi el dKey, AbstractFiel d<?>> fieldsMap = new HashMap<Fi el dKey, AbstractFi el d<?>>()

Fi el dkey firstNanme = new Fi el dKey("custoner", "firstnanme")

Fi el dKey name = new Fi el dKey("custoner", "nane")

fieldsMap. put (firstName, new StringField(firstNane, "Han"))
fiel dsMap. put (nane, new StringFi el d(nanme, "Sol 0"))
Map<String, Object> valuesMap = new HashMap<String, Object>()

val uesMap. put (Post Acti onPar anet er . CUSTOVER_GROUP_I D,
val uesMap. put (Post Acti onPar anet er. Fl ELDS_MAP, fi el dsivap)

uni t. get Cust omrer G oup().getld())

return unitActionScriptResul t Factory. get Post Acti on(Post Acti onType. CREATE_UNI T, val uesMap)
Company Display + Activities
Lo, MySpaceCompany « WyCustomerGroup Create New Customer
Milkyway 77
7777 Alderaan
Workspace
Tickets (0) Hide
Alltickets
Mo search results
q
Contacts (1) Hide | Add Favorites
Add/iRemove column  'Phone T, ‘phonetype’, ... oK Number per page 10 ~ Andreas Hansen
Max Mustermann
Contact Phone 1 phonetype1 Acad. title Division Function E-mail
Lea Skywalker | 123 Office Dr. Special Forces | Starship Operator | lea@localnost TECees

Additinnal dataile Hira

Fig. 9: ConSol*CM/Web Client - Company Action Script
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Logged in- Harald Huber | #

. |E8o New customer
Company
" Find | Create
|Pl=a & enter keywords such as name or e-mail *
customer
. [ choose One |Z|I| Han B :
h d [ Funciion 1
| E-mail [] Robinson
Phaone | Choose One =] ‘Phcne 1
| Choose One E‘ ‘Ph:me 2
| Choose One E‘ ‘Ph:me 3
[ Choose One =] [Prones
Division
Domain 'm

Fig. 10: ConSol*CM/Web Client - Create Unit Page Opened and Pre-Filled by Company Action Script

[] Manager
[] Functional decider

[[] Budgetresponsible
[ Preparer

| Comment

Track user ]

[ ok |

Favorites

Andreas Hansen
Max Mustermann

Warylin Monroe

Of course, the names of the data object group fields which are used in the script have to be the ones from
the customer data model which has been assigned to the customer group for which a new contact should be

created.

ActionScript
assigned toa
customer group
with this model!

Fig. 11: ConSol*CM Admin-Tool -

FieldRey name = new E‘ieldKeyt"custamer"’, "name")

FieldRey firstName = new FieldEey("customer"

D

o]

"firstname")

mwuumlm?dmlmmlmnm%slﬁwﬁmlﬁm

=77
T ——

_shnrtswu

short string

|short string

short string

short string

boolean

shart string

n

short string

short string

short string

short string

short string

Hams = Wk i Annntation aroun

Script for Creating Unit Page as Company Action
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Create a Ticket

(PostActionType.CREATE_TICKET) redirects the user to a create ticket page. It uses the optional
PostActionParameter.UNIT_ID with the ID of the main contact, PostActionParameter. QUEUE _ID with the 1D
of the queue, and the custom fields map PostActionParameter.FIELDS MAP.

Script creates and returns action result that will tell the web to create a new ticket with unit as the main contact

i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onType

i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onPar anet er

def queueld = queueService. get ByName(" Hel pDesk_1st _Level "). get1d()

Map<String, Object> valuesMap = new HashMap<String, Object>()

val uesMap. put (Post Acti onParaneter. UNIT_ID, unit.getld())

val uesMap. put (Post Acti onPar anet er. QJEUE_I D, queuel d)

return unitActionScriptResultFactory. getPostActi on(Post Acti onType. CREATE_TI CKET, val uesMap)

. Attention:

Please remember that the customer group for which the script should be applied has to be
assigned to the queue where the ticket is to be created (HelpDesk 1st Level in the example).

Contact Display * Activities

(Re-)Check semvice status of the

Skywalker Luke « Reseller
luke@localnostde 123 I Create new Help Desk ticket ]
MyNewSpaceCompany

. Workspace
Tickets (1) Hide P
All tickets
AddiRemoave column  'Engineer’, 'Main Customer’, .. Mumber per page 10
4
OK
Enninaar Main Fustamar Mama Cuhiart
Fig. 12: ConSol*CM/Web Client - Example Contact Action Script
New Ticket Workspace
2ue | HelpDesk 1st L[=] Assigned to v
or |_Ehoose One [7] vdule | Choose One |Z|
SEr T G ,7 [C] Ask for feedback Favorites
~ateqory None w Andreas Hansen
Max Mustermann 2
Customers Add

Main Marylin Monroe

Fig. 13: ConSol*CM/Web Client - Create Ticket Page Opened and Pre-Filled by Contact Action Script

Open a Unit Page

(PostActionType.GOTO_UNIT) redirects to a unit page. It uses the obligatory parameter
PostActionParameter.UNIT_ID with the ID of the unit.
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Go to company page

i nport com consol . cmas. common. nodel . scri pting. unit. PostActi onType

i nport com consol . cmas. comnmon. nodel . scri pting. unit. PostActi onPar anet er

Map<String, Object> valuesMap = new HashMap<String, Object>()

val uesiap. put (Post Acti onParaneter. UNIT_ID, unit.get("conpany()").getld())

return unitActionScriptResul t Factory. get Post Acti on(Post Acti onType. GOTO UNI T, val uesMap)

Open a Ticket Page

(PostActionType.GOTO_TICKET) redirects to a ticket page. It uses the obligatory parameter
PostActionParameter. TICKET _ID with the ID of the ticket.

Go to ticket page

i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onType
i nport com consol . cmas. comnmon. nodel . scri pting. unit. PostActi onPar anet er
i mport com consol . cmas. comon. nodel . cust onfi el d. Uni t
i nport com consol . cmas. common. nodel . ticket. TicketCriteria
i nport com consol . cmas. common. nodel . custonfiel d. ListField
i nport com consol . cmas. common. nodel . cust onfi el d. Cont act Ref er enceFi el d
i nport com consol . cmas. common. nodel . cust onfi el d. Uni t Ref er enceSear chFi el d
i nport com consol . cmas. comon. nodel . cust onfi el d. Cont act Ref er enceSear chFi el d
i nport com consol . cmas. common. nodel . cust onfi el d. net a. Fi el dKey
i mport com consol . cmas. cormon. nodel . ti cket. Ti cket
i nport com consol . cmas. comon. nodel . Cont act Ti cket Rol e
i nport com consol . cmas. common. nodel . custonfiel d. StringFiel d
i mport com consol . cmas. comon. nodel . scri pting. unit. UnitActionScriptResult
/1 get AM queue for search
def g_id = (workfl owApi . get QueueByNane(" Account Managenent")).id
def g_ids = new HashSet ()
g_i ds. add(qg_id)
/1find AMticket for the conpany
def crit = new TicketCriteria()
crit.setQueuel ds(q_ids)
/'l Listenfeld-Key erzeugen
def contact SearchLi st Fi el dkey = new Fi el dkey("queue_fiel ds","contacts")
/1 Listenfeld vorbereiten
def contactsListField = new ListField(contact SearchLi stFi el dkey )
/1 Menberfel d-Key erzeugen
def contact SearchFi el dkey = new Fi el dKey(" queue_fi el ds", "contacts_nenber")
/1 Unit-Menmberfeld mt Unit und Ticket-Hauptrolle erzeugen
def contactsMenber = new
Cont act Ref er enceSear chFi el d( cont act Sear chFi el dKey, unit,
Cont act Ti cket Rol e. MAI N_ROLE)
/1 Menber-Feld in Unit-Listenfeld stopfen
cont act sLi st Fi el d. addChi | d( cont act sMenber)
/1 Feld(er) in die Kriterien stopfen
crit.setFields([contactsListField] as Set)
/1 Suchen und finden
def foundTickets = ticketService.getByCriteria(crit)
if ( foundTickets ) {
def AMtic = foundTickets.first()
def AMtic_id = AMtic.id
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/1l go to AMti cket

Map<String, Object> valuesMap = new HashMap<String, Object>()
val uesMap. put (Post Acti onParaneter. TICKET_ID, AMtic_id)

return unitActionScriptResultFactory. getPostActi on(Post Acti onType. GOTO Tl CKET, val uesMap)

}
/'l Default: found nothing
return null
. Attention:
When you use the script above, please keep in mind that the ticket search requires that the data
object group fields of the company be indexed (annotation field-indexed = true).
Company Display » Activities
MyNew SpaceCompany « Reseller (Re-)Check senvice status of the
company -
Groups Edit | Hide
Go to AM ticket -
ResellerCompanyData 1
MyNewSpaceCompany Workspace
Milkyway 77 Alderaan 7777
4 Unknown
123 999
Tirlknte (1)

(WIS

Fig. 14: ConSol*CM/Web Client - Company Action Available on Company Page (1)

Ticket Accept | Edit| Clone | Print | Display = Workflow activities

AM Ticket MyNewSpaceCompany Ena account

AccountManagement | Account Management
100120 Unassigned | Open since 3/4/14 3:21 PM Workspace
324
Customers Add | Hide
Main
MyNewSpaceCompany 9989 + Reseller
el Favorites
- - = Andreas Hansen

Fig. 15: ConSol*CM/Web Client - AM Page Opened after Company Action Go to Ticket

Open a Web Page

(PostActionType.GOTO_PAGE) redirects to URL. It uses the obligatory PostActionParameter.URL with the
URL.

The following code shows a simple example with a fixed URL for each company.

Go to URL page

i nport com consol . cmas. common. nodel . scri pting. unit. PostActi onType
i mport com consol . cmas. comon. nodel . scri pting. unit. Post Acti onPar anet er
Map<String, Object> valuesMap = new HashMap<String, Object>()
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val uesMap. put (Post Acti onPar anet er. URL, unit. get("conpany: ww'))
return unitActionScriptResultFactory. getPostActi on(PostActi onType. GOTO_PAGE, val uesiap)

Company Display + Activities
ConSol* GmbH  MyCustomerGroup .
CunSqI* GmbH Open Web Site of Company
Franziskanerstr. 38
81543 Winchen I

hitp:ihwww.consol.de

Workspace

Fig. 16: ConSol*CM/Web Client - Company Action Available on Company Page (2)

", Attention:

To open a fixed URL, you can use a data object group field of type string with the annotation
text-type url. This will automatically create a hyperlink. So the use of the GOTO_URL parameter in
data object action scripts is recommended when a URL is built dynamically within a script.

Object UnitActionScriptResult

The object UnitActionScriptResult is only taken into account for manual actions. For actions like CREATE,
UPDATE, or DELETE it is not available. The UnitActionScriptResult object is created by the
unitActionScriptResultFactory.getPostAction(String, Map<String, Object>) method. This class (resp. the
object) is used to store information that will influence the process flow of the Web Client after the manual
action has been executed. The UnitActionScriptResult object contains the manual action type, the IDs of the
ticket, the unit, the queue, and the customer group. After having executed the manual action the user can be
redirected to a different page.

12.5.2 Data Object Condition Scripts

A data object condition script defines whether the action should be shown in the Web Client or not. It is
executed before executing the data object action script. If it returns false, the data object action script will not
be executed.

Example data object condition script

if(unit.getFieldVal ue("custoner. personal Data") == null) {
return true

} else {
return fal se

}

. Attention:

The data object actions CREATE, UPDATE, and DELETE are executed in the core methods create
, update, and delete of the object unitService.
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So if the update action script updates the data object using the unitService.update(Unit) method
then a java.lang.StackOverflowError error can be thrown, because the update action will be
executed infinitely. In that case a data object condition script can be used to avoid such infinite
loops.
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13.1 Introduction

Most of the user attributes settings have been explained in sections Setting Up the Customer Data Model,
Action Framework, and Customer (Data Object) Relations, because they are related to FlexCDM, the
ConSol*CM Flexible Customer Data Model. In this section, the three non-FlexCDM user attributes will be
explained:

1. Customer roles
This attribute is used for additional customers and has to be assigned in the Web Client. See section
Customer Roles.

2. Engineer functions
This attribute is used for additional engineers and has to be assigned to a role. See section Engineer
Functions.

3. Projects
This attribute is used for time booking and has to be assigned to a queue. See section Projects.
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13.2 File Card Customer Roles

On this file card you can create customer roles.

£ CM6 Admin-Toal @ cmédoku-cml.int.consol.de [F=1 B 5y
File Views Help
') % B2 EN=EHEOO o B <

& User attributes

| Customer groupsl Customer data model | Data object acnonsl Customer roles l Data object relations | Engineer functions I Projecis|

Name

(=Tllend customer
[Team-MemberIT
[Team-MemberMarketing

AdministrationOffice
ProjectManagement

List of available -
customer roles

2 7

3} _Adminigtration, Workfloh,_Admin
(= annsh \\\\ 7 1
Create... Edit... Delete... Move role up or down Enable... Disable...
a customer role in the list a customer role

Fig. 1: ConSol*CM Admin-Tool - User Attributes: Customer Roles

In the Web Client these can be assigned to additional customers of a ticket to show the function of these
customers, e.g. project manager or end customer.

There are two implications of the assignment of a customer role to an additional customer:

1. Information in the Web Client is provided (e.g. you would not want to send a log file to a manager but

to the IT contact).
2. The customer role can be used in workflow programming to control the process flow (e.g. send an

e-mail to all IT contacts but not to contacts with other roles).
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Customers Add | Hide
Main
Skywalker Luke - FReseler

katjai@consol.de 123
no

uke EEEEEEER

MyNewSpaceCompany 999
Additional
Skywalker Lea + Heseler Norole -

katjai@consol.de 123 end customer
yes Team Member T
LIETr 57 Team Member Marketing
. Administration Office
Engineers ) Add | Hide
i Project Management
Relations Add | Hide

Fig. 2: ConSol*CM/Web Client - Setting a Customer Role for an Additional Contact

13.2.1 Create or Edit a Customer Role

A customer role is defined by its name. By clicking on ﬂ a pop-up window appears where you can enter the
name. Using the globe icon # next to the name field you can localize the name subsequently (see below).
The check box Enabled is already selected to set the customer role active in the system (see also Disable or

Enable a Customer Role). You will get the same window when you click on _’| in order to edit a customer
role.

- "

-
= Create a new customer role @

Create a new customer role
1 Please fill in the required fields.

Mame: |manager Y

Enabled: ¥

oK ] l Cancel

Fig. 3: ConSol*CM Admin-Tool - User Attributes: Create or Edit a Customer Role

13.2.2 Delete a Customer Role

A customer role can only be deleted if it is not assigned to any customers. Otherwise you get a warning and
you can only disable this customer role (see below).

In order to delete a customer role, select it in the list and click on | After choosing Yes in the confirmation
dialog the customer role will be removed from the list and the system.
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13.2.3 Disable or Enable a Customer Role

If a customer role is still assigned to a customer but is not needed anymore you can disable it. To do this
select the customer role and click on ﬂ . The entry in the list is shown in italics afterwards. The customer
role cannot be assigned anymore. Just click on il at the bottom of the page, if you want to enable the role
again.

You can also enable or disable a customer role in the window used for editing customer roles by selecting or
de-selecting the check box Enabled. When you create a customer role this check box is automatically
selected.

13.2.4 Localize a Customer Role

Click on the globe icon ﬂ in the create or edit window to enter the localized name of a customer role. In the
pop-up window Localize all languages that are available in the system are listed. Enter the customer role
name in the Value field for each additional language on the right and click Save. The localized customer role
name, according to the locale of the web browser, will be displayed in the Web Client. If no localized value is
found, the default value is displayed. This is the value of the default language. If this has not been defined
either, the technical name of the customer group is displayed.
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13.3 File Card Engineer Functions

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.

& CM6 Admin-Tool @ cmbdoku-cml.int.consol.de [=l[E =]
File Views Help
A % 22 AN =EDH OO oM <

& User atfributes

| Customer groupsl Customer data model | Data object actions | Customer roles | Data object relatlonsl Engineer functions IProJecis|

Type
checkable
regular

. . Mame
List of available __L

engineer functions

L1

supervisor
manager

PR L il )

J.I/; [C%dministrﬁtion,w‘orl‘iow_Adr}q] | I

/ T
Move the selected entry up or down

Create... Edit... Delete... Disable... Enable...
an engineer function in the list

Fig. 4: ConSol*CM Admin-Tool - User Attributes: Engineer Functions

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.
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Ticket
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Fig. 5: ConSol*CM/Web Client - Assigning an (Additional) Engineer with an Engineer Function

13.3.1 Create or Edit an Engineer Function

An engineer function is defined by its name. By clicking on il a pop-up window appears where you can
enter the name. You will get the same window when you click on J in order to edit an engineer function.
The check box 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.

©, Attention:

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

165
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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 ][ Cancel ]

Fig. 6: ConSol*CM Admin-Tool - User Attributes: Create or Edit an Engineer Function

You can also localize the name of an engineer function in this window. The available locales are shown on
the left side of the table. Enter the corresponding engineer function name in the Value field for each
additional language on the right. After clicking OK the engineer function is created and the name will be
displayed in the respective language of the engineer's locale.

13.3.2 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 on El . After choosing Yes in the
confirmation dialog the engineer function will be removed from the list and the system.

13.3.3 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 on el The entry in the list is shown in italics afterwards. The engineer

function cannot be assigned anymore. Just click on ﬂ at the bottom of the page, if you want to enable the
function again.
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13.4 File Card Projects

With ConSol*CM you can book amounts of time on projects, please see section Time Booking for a detailed
explanation. The projects are created on this file card and have to be assigned to queues. In the Web Client
you can book amounts of time on tickets that are in one of the queues where the project has been assigned.
An engineer can see his/her time bookings on the engineer profile page.

£ CM6 Admin-Tool @ crmbdoku-cml.int.consol.de [=]fE ]
File Views Help
A % G2 @ =ES RO O o H <

& User attributes

| Customer groups I Customer data model | Data object actions I Customer roles I Data object relations I Engineer ﬁ..lnch'onsl Projects ]

Llist of Name
avaﬂ_able — T MProject 1
projects

\Profect 3

L}

E @ 3
/

|| .'/ [CM_Ad'1|n|shah:\:,Workﬂow_Admln]

f""./

Create... Edit... Delete... Enable... Disable...
a project a project

Fig. 7: ConSol*CM Admin-Tool - User Attributes: Projects

13.4.1 Create or Edit a Project

A project is defined by its name. By clicking on 8la pop-up window appears where you can enter the name.
Using the globe icon l# next to the name field you can localize the name subsequently (see below). The
check box Enabled is already selected to set the project active in the system (see also Disable or Enable a

Project). You will get the same window when you click on ll in order to edit a project.
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i !

=" p roject create @

Project create
1 Create project for time booking

Mame: |Consulting Y

Enabled:

Ok ] | Cancel

Fig. 8: ConSol*CM Admin-Tool - User Attributes: Create or Edit a Project

13.4.2 Delete a Project

A project can only be deleted if it is not assigned to any queues and has not been used for any time
bookings. Otherwise you get a warning and you can only disable this project (see below).

In order to delete a project, select it in the list and click on ol After choosing Yes in the confirmation dialog
the project will be removed from the list and the system.

13.4.3 Disable or Enable a Project

If a project is still assigned to a queue or has been used for a time booking in a ticket but is not needed
anymore you can disable it. To do this select the project and click on ﬂ . The entry in the list is shown in
italics afterwards. The project is not available for time bookings anymore. Just click on il at the bottom of
the page, if you want to enable the project again.

You can also enable or disable a project in the window used for editing projects by selecting or de-selecting
the check box Enabled. When you create a project this check box is automatically selected.

13.4.4 Localize a Project

Click on the globe icon il in the create or edit window to enter the localized name of a project. In the pop-up
window Localize all languages that are available in the system are listed. Enter the project name in the
Value field for each additional language on the right and click Save. The localized project name, according to
the locale of the web browser, will be displayed in the Web Client in the time booking section of a ticket. If no
localized value is found, the default value is displayed. This is the value of the default language. If this has
not been defined either, the technical name of the project is displayed.
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13.5 Related Topics

® Queues
® Roles
® Engineer administration
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15.1 Introduction to Custom Field Administration

Custom fields are fields that contain ticket data (e.g. priority, software module, reaction time, or sales
potential) of the ConSol*CM system.

% Attention:

Custom fields (CFs) are defined as distinct fields, but the system configuration concerning custom
fields is always based on custom field groups (CF groups), never on single CFs.

A custom field group ...

® can be assigned to a queue, e.g. the CF group helpdesk data_fields is assigned to the queue
HelpDesk.

® can be faded in and out in the GUI during the process; only the whole group, not single fields (CFs).

® can be displayed as tab or in the group section. The title (and mouse-over) of the tab is the (localized)
name of the CF group.

® is configured by the group annotations. Annotations are used to define special parameters and
characteristics for a CF, e.g. the position in the user interface. Please see section Appendix A for a
list of all available annotations.

® is placed on the GUI based on its position in the CF group list (defines e.g. the order of tabs).
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15.2 Custom Field Administration Using the Admin-Tool

Icon for custom field administration Filter custom field groups by queue

£ CM6 Admin-Tool @ cmﬁdul:wcml.inl.cok
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Fig. 1: ConSol*CM Admin-Tool - Custom Field Administration

15.2.1 File Card Ticket Data

On this file card you can define groups and fields for ticket data. The file card Activity Form data will be
explained in one of the subsequent sections.

Create a Custom Field Group

To create a new custom field group just click on the il icon below the list on the left side of the page. The

following pop-up window appears.
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ConSol*CM Admin-Tool - Custom Field Administration: Create a Custom Field Group

Name

Enter a name for the custom field group. The name must be unique.

For all queues

If this check box is activated, this group's custom fields are visible in all queues. Usually custom field
groups for ticket data are only valid in specific queues (see Queue Administration ).

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 Enum Administration while the scripts that couple the lists to create the
dependent enum are created using 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 on * .

Localized values

Enter the corresponding group name in the Value field for each additional language. In the Web
Client's user interface the name will be displayed in the language of the engineer's web browser
locale. If you do not make an entry here the object name, i.e. the content of the Name field, will be
taken instead.
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Edit a Custom Field Group

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

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.qg. if a group is visible in the Web
Client (annotation group-visibility) or if it is shown in the Groups section of the Web Client (annotation
show-in-group-section). To assign annotations select a group and click on ﬂ . The following pop-up window
appears:

£ Group annotations ==
Group annotations
i Add annotations to ‘helpdesk_standard'.
Filter annotations e tations e ations Filter annotations
——— - r =
by type r_egg[l]mon P v || |layout - by type
. . Narme MNarme
List of asmg_ned ] open-at-reate List of a_vaﬂable
annotations show-contact-in-ticketist y— annotations
[ OK ] [ Cancel

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

Fig. 3: ConSol*CM Admin-Tool - Custom Field Administration: Assign Custom Field Group 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 (e.g. common or layout). Select the desired annotations
and move them to the Assigned annotations list on the left by clicking on * . This list can also be filtered

according to annotation type. Click on OK to assign the annotations to the custom field group and to close
the window. See Appendix A (Annotations), section Group Annotations for detailed information.

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 corresponding
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
icons [¢] and KL you want to change the position of this group in the list.
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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 on ﬂ . If you confirm the following dialog with Yes, the group with its corresponding fields
will be removed from the list and the system.

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 on il . The entry in the list is shown in italics
afterwards. Disabled custom field groups are not displayed in the Web Client. Just click on ﬂ below the
group list, if you want to enable the group again.

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 on the o] icon below the custom field area on the right. The following pop-up window
appears:

£ Create field (=)
Create field
i Create new field.

Field details

. MName: stlist_struct
Custom field name ——v—4£ : Data type of
Data type: |struct ®~T | the custom field

Belongsm:' Hist v;

Defines that the
custom field belongs |
to another custom field

Localized values

Locale Value
English(defa Localized values for

——

German | the custom field name
Polish

[ OK ][ Cancel ]

Fig. 4: ConSol*CM Admin-Tool - Custom Field Administration: Create a Custom Field for Ticket Data
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®* Name:
Enter a name for the custom field. The name must be unique.
¢ Datatype:
Choose one of the following data types for the new custom field:
®* boolean
Values: true/false. Depending on the annotation boolean-type, the value is displayed as check
box, radio buttons, or drop-down list.
* date
Format and accuracy can be set by annotations.
® enum
For sorted lists. The engineer can choose one of the enum values on the Web Client. Enums
and values have to be created previously within the Enum Administration. Select the desired
Enum type and group in the fields below.
® |ist
A custom field of this data type is the first step to create a list (one column) or a table (multiple
columns) of input fields in the Web Client.
® For atable the next step will be to create another custom field of type struct (see below)
to contain 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 custom field of the type
struct first (see below) before you can add the custom fields for the table columns.
®* For a simple list, the next step will be to create fields which belong to the list. No struct
is required.
For all custom 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 CF) always belongs to a
struct, a struct always belongs to a list.
® struct
A custom field of this type defines a data structure (line of a table) which groups one or multiple
custom field(s). It is the second step to build a table after you have created a custom field of
the type list. Add the custom fields for the columns of the table in the next step. The
dependencies have to be set for each custom 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 tline n)

Fig. 5: Scheme: List of Structs
® number
For integer values.
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® 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.
® string
For up to 4000 alphanumeric characters.
® |ong string
For large objects, unrestricted length.
® short string
For up to 255 alphanumeric characters.
® contact data reference
Special data type used internally for referencing the contacts associated with a ticket.
* MLA field
This data type is used for custom fields that contain hierarchical lists with a tree structure
called MLA (Multi Level Attributes). The name of the custom field will be the name of the new
MLA that has to be defined within the MLA Administration. The group of the custom field has to
be referenced when the MLA is created.
® Belongsto:
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).
® Localized values:
Enter the corresponding custom field name in the Value field for each additional language. In the Web
Client, the name will be displayed in the respective language of the user's web browser locale. If you
do not make an entry here the object name, i.e. the content of the Name field, will be taken instead.

. Attention:

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

Edit a Custom Field

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

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, where should it be displayed on the GUI (please see section Appendix A for
a list of all available annotations). Select a field and click on ﬂ below the list. The following pop-up window
appears:
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Fig. 6: 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 on ® . This list can also be filtered according to annotation
type. Click on 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 into
the corresponding Value field and typing the desired value. Press the Enter key afterwards.

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 icons ﬂ and ﬂ
below.

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 warning
stating you can only disable this field (see below). In order to delete a custom field select it in the list and
click on o] you confirm the following dialog with Yes, the custom field will be removed from the list and
the system.

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 on ﬂ . The entry in the list is shown in italics afterwards. A
disabled custom field is not displayed in the Web Client. Just click on il below the custom field list, if you
want to enable the field again.
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15.2.2 File Card Activity Form Data

On this file card you can create activity control forms (ACF) which can be assigned to activities in the
Process Designer. They are used to gather input in the Web Client when a manual workflow activity needs
more information for the next step, e.qg. 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 on the file card Ticket data.
An ACF can contain custom fields of more than one custom field group. However, all custom fields have to
be allowed in 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.

File card for activity form data
J

£ CM6 Admin-Tool @ cmébdoku-cril.int.consol.de (E=RECTH ©)|
File Views Help
= -
(1] (4 & B N 8o o o <
-~ Custom Field Administration

Filter custom fields

Fields by group
All queues Fiter: [ All groups /

Filter activity control forms
Groups

by name T~
%

Ticket data | Activity Form data

Name Display in new row

~ Listof avawlable\ i impact (qualification) [a] Custom fields
activity control forms Drea_:el_arn;::;z . severity (qualification) [ L—of the selected
ismissTi module (helpdesk_standard) &l i
LoesungDokumentieren categories (helpdesk_standard) activity control form

feedback

workaround

Create, edit, delete
an activity control form ™)

[elc][o]

Activity Form Description

e
pd

Description of the selected

ne Cualify the customer reguest
activity control form ™~

gy

2 [CM_Administration Workflow_Admin] E

Enable... Disable...
an activity control form

Fig. 7: ConSol*CM Admin-Tool - Custom Field Administration: Activity Form Data

Create an Activity Control Form

To create an ACF just click on the El icon below the list on the left side of the page. The following pop-up
window appears.
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Fig. 8: 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 on El (see below).
Description

Enter a description for the ACF in this field. The description will be shown as the title of the ACF in the
Web Client. You can localize the description by clicking on El (see below).

Show queue

Mark this check box if the queue of the ticket shall be displayed with the ACF in the Web Client.
Show Engineer

Mark this check box if the engineer of the ticket shall be displayed with the ACF in the Web Client.
Filter

You can enter a string of characters into this field to filter the assigned custom fields by name.
Group filter

Select a group of custom fields from this list if you want to display only custom fields belonging to this
group in the list of available custom fields below.

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
icons © or = 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 on ® .

For each assigned custom field you can define if it shall be displayed in a new row by marking the
corresponding check box. The assigned custom fields will appear in the Web Client as they are
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ordered in the list. You can rearrange the list by selecting an item and clicking on [+] or [+l To
remove assigned custom fields, select them and click on ﬂ .

Click on OK afterwards to store your entries and to close the window.

Edit an Activity Control Form

If you want to edit an ACF, select it in the list and click on [ 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.

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 stating
you can only disable this ACF (see below). In order to delete an ACF select it in the list and click on ﬁl f
you confirm the following dialog with Yes, the ACF will be removed from the list and the system.

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 on el 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
on o] below the ACF list, if you want to enable the form again.

Localize an Activity Control Form

By clicking on the respective globe icon #lin the create or edit window you can localize name and
description of an ACF. The pop-up window Localize shows the available locales on the left side. Enter the
corresponding name or description in the Value field for each additional language on the right. After clicking
Save the name or description will be displayed in the respective language of the engineer's locale.

15.2.3 Frequently Used Annotations

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

Annotation Annotation Type  Description Value Comment
groupable cmweb-common Enables grouping Used only with enu
of fields in the m custom fields.
ticket list. No value is needed
sortable cmweb-common Used to enable
sorting of the ticket
list.
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Annotation

readonly

visibility

text-type

Annotation Type

common

common

component-type

Description

Used to indicate
that the custom
field cannot be
modified.

Defines when the
field is visible.

Defines the
possible types of a
string field.

Value

true / false

edit

view

none

text (default)

textarea

password

label

url

Comment

Used with custom
fields of type enum
or of type Date. No
value is needed.

Field is read only if
value is set to true.
Lack of value or
any value except f
alseis also treated
as true.

Field will be
displayed in edit
mode.

Field will be
displayed in view
mode.

Field is not visible.

Single-line input
field.

Multi-line input field

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

Input will be
displayed as a
label, i.e. the field
is displayed only,
no input is possible

Input will be
displayed as a
hyperlink in view
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Annotation Annotation Type  Description Value Comment
mode. String has
to match a specific
URL pattern.
reportable dwh Indicates that the true / false Field is reportable
field is reportable if value is set to tru
and that it should e.
be transferred to
the DWH.
field indexed indexing Used to indicate transitive (default) ~ All data is
that a database displayed (ticket
index will be and customer).
created for this
field.
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.
local Used for customer
data. Only the unit
is given as a
search result, no
company and no
tickets are
displayed.
not indexed Field is not
indexed.
position layout Defines the <number>;< Values define row
position of a field number> and column (row;
within a grid layout. column),
numbering starts at
0;0. If no values
are set, the custom
field will take the
next free grid cell.
Defines the 0;<number>

position of a field
within a list (struct).




ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3) 185

Annotation Annotation Type  Description Value Comment
Only the column
value is used, the r
ow value is ignored
colspan layout Defines how many  <number> Number of
columns are columns.
reserved for the
field in the layout.
rowspan layout Indicates how <number> Number of rows.
many rows within
the layout are
occupied by this
field.
field-group layout Allows grouping of  <string> To group fields the
fields in view mode same string value
. Annotation is has to be set in the
ignored in edit annotation of each
mode. field.
fieldsize layout Displayed field size <rows>;<cols> For string custom
within ticket layout. fields with
annotation text-typ
e and value textare
a. <rows> defines
the number of
displayed rows and
<cols> defines the
number of
characters
displayed per row.
Used only for
layout purposes.
<number> For enum custom
fields. Defines how
many values are
directly visible in
the list box. Used
only for layout
purposes.
enum field with ticket display Defines the true / false The field has to
ticket color background color exist within enum
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Annotation Annotation Type  Description Value Comment
of the ticket icon administration
for ticket list and where lists, values,
ticket. and colors are
defined.
accuracy validation Used for date date (default) Show date without
fields, to define the time.
level of detalil
displayed.
date-time Show date with
time.
only-time Show only time, no
date.
format validation Used to check the  <date format> The pattern for the
correct format of d date is based on Sj
ate fields. mpleDateFormat,
e.g. dd.mm.yyyy.
maxLength validation Defines the <number> May be used with s
maximum length of tring custom fields.
input for string
custom fields.
minLength validation Defines the <number> May be used with s
minimum length of tring custom fields.
input for string
custom fields.
required validation Indicates that this  true / false Field is required if

is a required field.

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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15.3 Related Topics

® Annotations

® Enums

* MLA

® Queues

Workflow (see ConSol*CM Process Designer Manual)
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16 Managing Sorted Lists: Enum Administration

® Managing Sorted Lists: Enum Administration
® |ntroduction to Enum Administration
® Enum Administration Using the Admin-Tool
® Enum Types
® Create an Enum Type
® Edit an Enum Type
® Delete an Enum Type
® Enable or Disable an Enum Type
® Enum Groups
® Create an Enum Group
® Edit an Enum Group
® Delete an Enum Group
® Enable or Disable an Enum Group
®* Enum Values
® Create an Enum Value
® Edit an Enum Value
® Set a Background Color
® Delete an Enum Value
® Change the Order of the Value List
® Enable or Disable an Enum Value
® Placing an Enum in the Data Model
® Enums for Ticket Data
® Enums for Customer Data
® Related Topics
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16.1 Introduction to Enum Administration

In the Enum Administration you can configure enums = sorted lists. They are part of the ConSol*CM6 data
concept. You define an enum once and can use it multiple times:

® as a selection list (in drop-down menus) for custom fields or data object group fields of type enum

® as hierarchical lists for custom fields or data object group fields of type MLA field (Multi Level
Attributes, see section MLA Administration)

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

% Attention:

You only define the lists, i.e. the structures with various list values, in the enum administration. To
display the enum in the Web Client (as custom field values or data object group field values), you
have to complete one of the following steps:

® create a custom field of type enum and assign the respective enum there

® create a data object group field of type enum and assign the respective enum there

® create an MLA which is linked automatically as custom field to the custom field group or as
data object group field to the data object group that has been indicated during MLA set-up

® create a dependent enum script and assign this to a custom field group

Examples:

A list 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 of queue A or in further custom fields. Priority lists (high, normal, low, etc.) are other typical
examples.

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

®* enum-type not set or enum-type = select.

drop-down menu (default, see example in the picture below)
® enum-type = radio:

radio buttons
® enum-type = autocomplete:

self-completing (autocomplete) list
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o ‘AT: Unexpected behaviour in 'Deployment Administration’
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Fig. 1: ConSol*CM/Web Client - Enum for Priority (Localized Enum Values Displayed as List ltems)
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16.2 Enum Administration Using the Admin-Tool

Enums are organized in three levels:

®* 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.
® Group
The group represents a group of enum values, i.e. the list.
® Value
The value represents one value within a list.

Icon for enum administration Groups of the selected enum type
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Fig. 2: ConSol*CM Admin-Tool - Enum Administration

16.2.1 Enum Types

Create an Enum Type

To create a new enum type just click on ﬂ below the list in the Type area on the left of the window. The
following pop-up window appears.
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E Create enum type @

Create enum type
i Please fil in the required fields.

Details

Mame: |sales

Localized values

Locale Value
English{default) |Sa|es
German Vertrieh

Polish

[ OK ][ Cancel ]

Fig. 3: ConSol*CM Admin-Tool - Enum Administration: Create an Enum Type

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

® Localized values:
Enter the corresponding type name in the Value field for each additional language. If you do not make
an entry here the object name, i.e. the content of the Name field, will be taken instead.

Click on 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 on J . 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.

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 on LI you confirm the following dialog with Yes, the type will be removed
from the list and the system.
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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 on il . The entry in the list is shown in italics afterwards. Just click on il below the
type list, if you want to enable the type again.

16.2.2 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 on ﬁl
below the Group area. The following pop-up window appears:

E Create enum group @

Create enum group
i Please fil in the required fields.

Enum Group Details

MName: support
Type: :|:|ric:rit5-I -
Order by: juser-deﬁned -

Localized values

Locale Value
English(default) |5upport
German Hilfe
Palish

[ OK ][ Cancel ]

Fig. 4: ConSol*CM Admin-Tool - Enum Administration: Create an Enum Group

®* Name:
Enter a name for the enum group. The name must be unique.

* 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.
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® Order by:
Here you can define the way the values of a group shall be ordered. If you select user-defined you
can determine the sort order by means of arrow icons below the value list. If you choose name the
values will be ordered alphabetically when you create them.

® Localized values:
Enter the corresponding group name in the Value field for each additional language. If you do not
make an entry here the object name, i.e. the content of the Name field, will be taken instead.

Click on 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 on _| . 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 on ﬂ . 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

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 on ﬂ . The entry in the list is shown in italics afterwards.
Just click on 3' below the group list, if you want to enable the group again.

@ Information:

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

16.2.3 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 window.
Select the desired group and click on [o] below the Value area. The following pop-up window appears.
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]
= Create enum value @

Create enum value
i Please fil in the required fields.

Enum Value Details

MName: |printer

Localized values

Locale Value
English{default) |printer
German Drucker
Palish
[ Save and next ] [ OK ] [ Cancel ]

Fig. 5: ConSol*CM Admin-Tool - Enum Administration: Create an Enum Value

®* Name:
Enter a value which shall be displayed in the sorted list on the Web Client.

® Localized values:
Enter the corresponding value name in the Value field for each available language. In the Web
Client's user interface the name will be displayed in the language of the user's web browser locale. If
you do not make an entry here, the technical object name, i.e. the content of the Name field, will be
displayed.

Click on Save and next, if you want to continue to create values for this enum group. To finish the creation of
the list click OK.

Edit an Enum Value

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

Set a Background Color

You can assign a color to a selected enum value, if you click on ﬁl . This can be used for example for
priorities. The priority of a ticket in the Web Client can be recognized immediately by its background color.
This will be effective when the respective annotation is set, see the following info box.
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@ Information:

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. 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 deal in
the sales queue.

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

Choose background color @

N I O O O O |
[ O I
SN EEEEEEEN
ENEEEENNNEEEEEEEEN

Preview
=

Sample Text Sample Text
O

[ oK |[ Cancel H Reset ]

Fig. 6: 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
on El . If you confirm the following dialog with Yes, the value will be removed from the list and the system.

. Attention:

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!

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 values by
using the arrow icons below the list. Click on ﬂ to move the selected value one line up resp. click on ﬂ 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.
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Enable or Disable an Enum Value

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 on il . The entry in the list is shown in italics afterwards and the value is not
available in the Web Client any longer. Just click on ﬂ below the value list, if you want to enable the value
again.

@ Information:

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

16.2.4 Placing an Enum in the Data Model

Enums can be used in custom fields (i.e. for ticket data) and for data object group fields (i.e. for customer
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 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 contact data
in the Web Client, a data object group field of type enum has to be defined. Please see section Data Object
Group Field Management and GUI Design for Customer Data for a detailed explanation of the work with
data object group fields.
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Fig. 7: ConSol* Admin-Tool - Definition of a Custom Field of Type Enum
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16.3 Related Topics

® Custom fields
* MLA
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17 MLA Administration

® MLA Administration
® |ntroduction to MLA Administration
® MLA Administration Using the Admin-Tool
¢ Create an MLA
® Create an MLA Level
® Edit a Level Value
® Delete a Level
®* Enable or Disable a Level
® Editan MLA
® Delete an MLA
®* Enable or Disable an MLA
® Related Topics
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17.1 Introduction to MLA Administration

MLA means Multi Level Attributes. 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 or for customer data.

MLAs are composed of several sorted lists (enums)

list 3
tem 1
+ ltem 2
/ +ltem 3
list 2 list 2
+ ltem 1 . /em
« Item 2 list 5 - ltem 2]
list 1 + ltem 3 « ltem 1 «ltem 3 \#St 4
+ ltem 2 .
* Item 1 . ltem 3 list 1 + ltem 1
+ltem 2 « ltem 1 v ltem 2
+ltem 3 « ltem ? +ltem 3
list 4 cltem 3 )
« [tem 1
* ltem 2
. . list 5
list 3 Item 3 « ltem 1
* ltem 1 list 6 + ltem 2 5 list 6
» ltem 2 * ltem 1 sltem 33— | . Item 1
»ltem 3 + [tem 2 « ltem 2
+ltem 3 +ltem 3
Sorted lists MLA

Fig. 1: ConSol*CM Admin-Tool - MLA Construction Principle

Example:

For quality management you need to specify hardware or software products in a ticket. For this purpose 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.qg. Graphics Card, Monitor,
and Mainboard for item Hardware and so on. The picture below shows such an MLA in the Web Client.

Ticket Accept | Clone | Print | Display w

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

SUP-32 HelpDesk st Ld | =
low El AdminTool EI
71711 [] Ask for feedback

Software | Operating systems «

Mia

Hardware b~ Office b« Windows XP -
Software ] Operating systems 3 Windows Vista
Windows 7 =
Windows & -]
Suse Linux 10
oK Canc Suse Linux 11
i ~ Fedora 12 i
Customers 0K Cancel Add | Hide |,

Rlrim meen o

Fig. 2: ConSol*CM/Web Client - MLA for Hardware and Software Selection
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The sorted lists (enums) for each level of an MLA ...

® can be created within the Enum Administration and are just referenced when a new MLA level is
defined.
® can be completely created within the MLA Administration during set-up of a new MLA.
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17.2 MLA Administration Using the Admin-Tool

Icon for MLA administration Values of level 1 (localized names) Further levels of this MLA

EF’CVWMn:n'»TouI@cn\Bvd:nm.inl.coml.d: \ / / \\

le Views Help

AT TR =L X [\ ome
/ %

. ~ MLA Administration /
Select display language .
Selectlanguage: |Engish | / / \
MLA Definitions Level 1 -Category 4 Level 2 - Hardware F/ Level 3-Mainboard \
P. = -
Localized Name Localized Name Localized Name Localized Name:

List of available MLAs

A A d tandard [5) ardwa B3 |Graphics Card (Chipset Cooler

(localized names) S [Fategory(Helpdesk standard) » || [sofiware » || [Monitor ICPU Codler
QA _Test_Mla_For_Struct{Helpdesk standard) » Mainboard [®}| {T0E Fort
|Languages & diclects(Eales standard) >

AEIR D) 7@ gl I=m 1A 1 Ix 18

A, |_Admipistration] ’7
Create... Edit... Delete... Enable/disable Create a Delete this level Enable/disable this level
an MLA an MLA new level (and dependent levels) (and dependent levels)

Edit selected
value

Fig. 3: 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.

17.2.1 Create an MLA

To create an MLA click on il below the MLA list in the bottom left corner of the page. The following pop-up
window appears.
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-

i MLA Definition Form Iﬁ

MLA Definition Form
i Please fill in the required fields.

MLA definition details
Name: |QA_MLA
Type: |Ticket -

Group: |serviceDesk_fields -

Localized values

Locale Value
Deutsch
Englisch{default) QAa_MLA
I Palnisch
[ QK ] [ Cancel ]
Fig. 4: ConSol*CM Admin-Tool - MLA Administration: Create an MLA

Name:
Enter a name for the new MLA. The name must be unique.
Type:
® Ticket
MLA will be used in ticket data, i.e. in a custom field.
® Data object
MLA will be used in customer data, i.e. in a data object group field.
Group:
Choose the required custom field group (ticket data) or data object group (customer data) in the list
box. For the new MLA a custom field or data object group field of type MLA field will be created
automatically in this group. This is necessary to display the MLA on the Web Client. The custom field
or data object group field can be annotated as described in sections Custom Field Administration and
Data Object Group Field Management and GUI Design for Customer Data.
Localized values:
Enter the corresponding MLA name in the Value field for each additional language. On the Web Client
the name will be displayed in the respective language of the user's browser locale. If you do not make
an entry here the object name, i.e. the content of the Name field, will be taken instead.

Click on OK to save the details of the new MLA.

@

Information:

You can also create the custom field or data object group field for the MLA first. In this case you
will find the localized name of the custom field or data object group field already in the list of
available MLAs.
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Create an MLA Level

Having created a name and a custom field or data object group field for the MLA you can go on with the

definition of levels. Select the MLA in the list and click on ﬂ below Level 1. You will get the Enum level form

where

you can specify an enum for this level:

£ Enum level form @

Enum level form
i Choose enum group to assign.

___TF_EEEE_H“_’————‘&“—MLA /Create. edit, delete

Tree path of this level — = an enum type

eep = = Select enum type | category «| & [ Q}
Select enum group | support_categories - ____ Create, E}dit, delete

an enum group
Enum values: X
Type, group, and Enums
values of the enum — ardware \Create. edit, delete
for this level LIS enum values

Fig. 5:

[ Ok H Cancel I

ConSol*CM Admin-Tool - MLA Administration: Create an MLA Level

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.

Select enum type:

Choose an enum type from the list to use the corresponding enum groups (which have been created
in the enum administration first) or create a new enum type directly here in the MLA administration.
The new type will also be visible in the enum administration afterwards.

Select enum group:

Choose the desired enum group for this level from the lists in the 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 the enum
administration afterwards.

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 the
respective enum values in the enum administration. If you have created a new enum group you also
have to create one or more enum values for the new group.

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

You can either create all enum types, groups, and values 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 on ﬂ next to the

respective fields in the window. By clicking on _’| or El you can also edit or delete enum types, groups, and
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values here but please consider that changes will affect other MLAs using the same enum. You cannot
delete an enum if it is already used in another MLA.

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

@ Information:

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 the Enum Administration.

Edit a Level Value

If you want to edit a value of the level, select it in the list and click on _| . 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

A level can only be deleted if it is not used in a ticket. In order to delete it click on ﬂl 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 on il below the respective level. The level values (including the values of dependent
levels) are shown in italics afterwards. Click on il if you want to enable the level again.

17.2.2 Edit an MLA

If you want to edit an MLA, select it in the list and click on J . The same window as described above for
creating an MLA will appear. You can modify all fields except the custom field group. Click OK to save your
changes.

17.2.3 Delete an MLA

You can only delete an MLA if it is not in use. Otherwise 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 on El . If you confirm the following
dialog with Yes, the MLA (and the custom field within Custom Field Administration or the data object group
field within User attributes) will be removed from the list and the system.
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17.2.4 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 on ﬂ . The entry in the list is shown in italics afterwards. A
disabled MLA will not be displayed in the Web Client. Just click on o] below the MLA list, if you want to
enable the MLA again.
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17.3 Related Topics

® Enums
® Custom fields
® Data object group fields
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18 Ticket Administration

® Ticket Administration
® [ntroduction to Ticket Administration
® Ticket Administration Using the Admin-Tool
® Search Tickets
® Delete or Reopen Tickets
® Related Topics
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18.1 Introduction to Ticket Administration

In the ticket administration you can:

® Delete tickets
e.g. if a ticket was created by mistake.
®* Reopen tickets
e.g. if a ticket has been closed too early.

. Attention:

Please keep in mind that a ticket, which is reopened, starts in the process at the start node of the
respective workflow. So when a ticket has passed nodes where events are triggered that should be
performed only once (e.g. the ticket is passed to an approver) it might be better to open a new
ticket. An alternative way is to modify the workflow to contain a shortcut.
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18.2 Ticket Administration Using the Admin-Tool

211

Filter tickets

by name ~ ]

List of tickets

(according to ~]

search criteria)

lcon for ticket administration

Filter tickets by queue

£ CM6 Admin-Tool @ cmé6-demo.int.consol.de

File Views Help

N

[E=S8 BB (E>cs)

o} & = w
A % 2 @ N = @ < o «]
- Ticket Administration /
7
Tickets 8 tifets | | Search details
Id Mame Scope Creation Queue Subject
. o~ Basic
100005|100115 _,‘1'0 2012/07/11 HelpDesk_1st_L... Testmail for 617...[ | Id range: 100000 - 100200
A Date range: not specified
L]
M ttern: t ified
100011/SUP-11 2007/07/30 HelpDesk_1st_L... |mvn test: notw... recpetiome I Spects rr
Subject pattern: test
it -1"0 IpDesk chet fo =
100022|2400-001 2012{10/23 Hi 1ist_L... [test ticket for 61...
. ‘_.‘ﬂ 1210/ epDesk_ist1... Jtes r Selected tickets: Al fckets

100034

1000882481

2008/02/26

2012/11/28

Selected queues
HelpDesk_1st_L...

HelpDesk_1st_Level
HelpDesk_2nd_Level

HelpDesk_1st L... test for 612947

100112|100117

2012/06/12

HelpDesk_1st_L... [Testmail for 617...

100180|100180

2013/09/02

HelpDesk_1st_L... |test ticket somm...

RIFI

—
||r; [CMfAc'mnlstrauoN

\

Search...

Reopen...
tickets

Delete...

Fig. 1: ConSol*CM Admin-Tool - Ticket Administration after Ticket Search

18.2.1 Search Tickets

History of

" recent searches

Details of

1" current search

To search for tickets you want to delete or reopen click on El in the bottom left corner of the page. A pop-up
window appears where you can enter the search criteria.
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£ Select tickets
Select tickets

Search parameters

i Please enter criteria for the ticket search:

==

Ticket id:
Creation date:

Mame pattern:

Subject pattern:

from: | 100100

from: |1/1/13

test

to | 100300
[x] to 1111413

Ticket State

Max number of tickets: |50

Select a ticket state ——© open saen

(") Closed tickets

©) Al tickets |

Queues

Searchin queues

Queues to search in —

Awvailable queues
Frequently_Asked_Questions
elpDesk_2nd_Level

Sales

Search criteria
| — (ticket ID, creation date,
name or subject pattern)

| Maximum number of
tickets displayed

List of
I available queues

/

Remove queue from...
search list

Add queue to...

Fig. 2: ConSol*CM Admin-Tool - Ticket Administration: Ticket Search

The following parameters can be used for searching:

®* Ticket id:

You can enter an ID range for the tickets here.

® Creation date:

Via calendars you can define a time period within which the tickets have been opened.

®* Name pattern:

Here you can enter keywords or search patterns for the ticket name.

® Subject pattern:

In this field you can enter keywords or search patterns for the ticket subject.

* Max number of tickets:

Here you can specify the maximum number of tickets displayed in the list.

®* Ticket State:

Using the radio buttons you can determine if you want to search for open, closed, or all tickets.

® Queues:

The list on the right shows the available queues. Select the queues to search in here and click on *
to move them to the search list on the left. If you do not choose any queues the search will be
extended to all available queues.

Click on OK to start the search. The result will be displayed on the Ticket Administration page. If the list is
too long, you can limit the display using the name and queue filters above the list.
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In the area next to the ticket list on the right you can find an overview of the search criteria you have chosen.
The list box History above this area contains your last searches. If you click on an entry in this list a pop-up
window with the criteria of the selected search will open. You can modify the search here or just start it again

18.2.2 Delete or Reopen Tickets

Select the desired tickets in the list and click on El to delete tickets resp. click on ﬁ to reopen tickets. If you
confirm the following dialog with Yes, the corresponding action will be executed.
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18.3 Related Topics

®* Queue
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19 Expert Section

[i_fcmna in-Tool @ emb-d .
| [File Views Help |

Al $Y @ 2: @0 =80 0 c @ o

Expert Section

@ General Configuration

Chy global There is also an advanced view for creating new contiguration variables which then can be used in
workflows and scripts.

Script and Template Administration
In this section you can manage and edit scripts (e.g. for customizing the e-mai handling) and templates (e.g. e-mal templates).

@ Only experienced system administrators and ConSol*CM consultants are allowed to
perform the operations explained in the following sections!!!

When wrong configuration parameters are applied, the system will not work properly or will
not work at all!!!
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20 CM6 Administrator Manual 6.9 - Configuration
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20.1 Configuration

® Configuration
® Introduction to the Configuration Page
¢ Perform Configuration Operations Using the Admin-Tool
® Related Topics

20.1.1 Introduction to the Configuration Page

On the Configuration page the general settings of the ConSol*CM server can be configured. Because
changes done here affect the central functionality of the server significantly or even deactivate it, there is a
security lock (see enable/disable lock in the following figure) on the bottom left corner of the page which has
to be disabled to change the settings.

. Attention:

If you are not sure about the effects of your changes please contact the ConSol*CM6 support team
first and ask for help.
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20.1.2 Perform Configuration Operations Using the Admin-Tool

File cards for configuration areas

Icon for configuration page

£ CM6 Admin-Tool @ cmb-dema.int.cohsol.de
File Views Help

/L

1] % \Ei = w%

= %@ e o

@ Configuration \

v
General | cM Sewioesl E-mail | E-mail Badcups] Licence | ESB Servioesl Business Calendars | Classes of text I Ticket history | I.nde)(l

Administration

Admin e-mail: | strohmei @consal. de

Vs
Configured Lo#:
A

Locale

German

Polish

A

If functions or fields
are shown in gray, /
the security lock is

still enabled \

Click the lock to make changes

[,
?

|| 4 [CM_Administration]

—

Enable/disable lock

Fig. 1: ConSol*CM Admin-Tool - Configuration Page

Show properties
(for experienced users only)

Using the tabs on top of the page you can switch to the file cards of the different configuration areas:

® File card General

® File card CM Services

® File card E-mall

® File card E-mail Backups

® File card Licence

® File card ESB Services

® File card Business Calendars
® File card Classes of text

® File card Ticket history

® File card Index

The Advanced button on the bottom right corner leads to a special page that contains all settings which are
stored as system properties. This page should only be used by trained staff or upon request by ConSol*CM
support or consultants. See section Appendix C (System Properties) for a detailed list with explanations of

all system properties.
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20.1.3 Related Topics

* Workflow (see ConSol*CM Process Designer Manual)
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On this file card you can set the administrator e-mail address and the locales for the administration interface,

i.e. for the Admin-Tool and the Process Designer.

£ CM6 Admin-Tool @ cm6-demo.int.consol.de =2=hE=S)
File Views Help
Y - = iy @ ~ ~
()] 4 ac N @ < 2 IR
i Configuration
" General | CM Services | E-mail | E-mail Backups | Licence | ESB Services | Business Calendars | Classes of text | Ticket history | Index
E-mail address that ) I I | I I I I I |
receives information Administration
and warnings from | — T omapoonsold
ihe System min e-mail: |strohmer onsol.ag
Configured Locales
List of Locale
configured locales ~ {4 Endlish(default)
Polish
- !-ﬂ'.
Clicl{ the lock to frevent further changes
= [CM_Administration]
Add... Delste... Set default locale

a locale

Fig. 1: ConSol*CM Admin-Tool - Configuration: General

® Admin e-mail:

Enter the e-mail address which shall receive general messages or warnings from the system. Multiple
addresses separated by commas are possible, the total number of characters should not exceed 72.
If there are many recipients we recommend using a mailing list on the mail server system.

® Configured Locales:

In this list, the locales which will be available in the entire system are configured. This influences the
lists for localized values in the Process Designer (e.g. for activities) and in the Admin-Tool (e.g. for
custom field values). The displayed values for those activities or fields then depend on the locale of

the web browser which is used to display the ConSol*CM Web Client.
® Click on El to add more locales.
® Click on El to remove the selected locale from the list.

® Clickon El to set the selected locale as default locale. The default locale will be used if the
browser locale is not present in CM, e.g. when the engineer has set the browser locale to FR
and in the CM administration only English (default), German, and Polish are available, the

English values will be displayed.
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* Attention:

Make sure that the configured languages are installed on each machine where ConSol*CM is
running or is used. This will not be checked automatically.

20.2.1 The Use of Locales

For an engineer who works with the ConSol*CM Web Client, the GUI is displayed in the language that is
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configured in the web browser if it is a locale that is configured in ConSol*CM. If no matching locale can be
found, the default locale which has been set in the Admin-Tool is used.

When an administrator configures custom fields or data object group fields he/she can always indicate a

translation for each configured language/locale, see following figure.

Fig. 2: ConSol*CM Admin-Tool - Custom Field Administration: Localized Values for a Custom Field

£ Editfield
£ CM6 Admin-Tool @ embdoku-crml.int.consol.de Edit field
File Views Help i Edit field.
A Kr Sz @) W
(3] L4 a: & Ny % @
Field details
+- Custom Field Administration
ar Mame: priority
r Data :
Filter: _AJI queues Filter: AEEe .enum .
Belongs to: | - |
Ticket data | Activity Form data
Mame Flease select type and group of enum values.
Name categories
Eni : iori
helpdesk_standard feedback e ety
sales_standard module Enum group: | helpdesk_priorities
corversaton_dat
qualification quick_response
workaround reaction_time Localized values
feedback
queue_fields Locale Value
am_fields dlish(defa -
orde.r_data German Prioritat
serviceDesk_fields Polish
ServiceDeskDismissFields
||Cushomer‘|’|d<eﬂ_ish‘=ields
||So|uﬁonFieIds
||LoaﬁonFieIds
B jo B (o
OK Cancel
Assigned annotations Assigned annotations
Mame Value Annotation group Mame Value Annotation group
groupable true cmweb-common -
sortable true cmweb-common E
reportable true dwh L=
|field indexed transitive indexing
sition 0;0 layout k%
= [CM_Administration, Workflow_Admin]

In the Process Designer, the locales which have been configured in the Admin-Tool are offered. However,
you can also delete locales in the Process Designer. Please refer to the ConSol*CM Process Designer

Manual for details.
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20.3 File Card CM Services

On this file card you can start O or stop ] the individual sub-services of the CM system, e.g. data indexing
or mail connectivity.

£ CM6 Admin-Tool @ cmbdoku-cml.int.consol.de [=lf= s
File Views Help

4 == - —] " Iy
Az % 2 EN=EH OO cHl <
48 Configuration

| Genera]l CM Services l E-mail | E-mail Backups | Licence I ESB Services I Business Calendars I Classes of text | Ticket history I I.nde)c|

Services

List of

available «_ | flome
services ™y ! CMRF log message listener

DWH transfer service
Job Executor
LW=rheros v5 aub
ESE service
Remote dient pooling
Rest API service

Stopped services __{]
are shown in italics

Server Session Service
index changes notifier
index changes receiver
unused content remover

H

t

é Click m\ lock to prevent further changes

" a ZM_Adminktaton,Workﬂow_Admin] |
;=

Start... Stop...
a service

Fig. 1: ConSol*CM Admin-Tool - Configuration: CM Services

‘4 Attention:

The status of a service should only be changed by an experienced ConSol*CM consultant or by a
member of the ConSol*CM support team! ConSol*CM core functionalities might not work when a
service is not running!

List of services:

® CMRF log message listener
Reads and processes CMRF log messages for Admin-Tool and stores them in CM DB. The entries
are used for the log protocol in the Admin-Tool. See section Data Warehouse (DWH) Management.
® DWH live service
Controls just-in-time DWH update in LIVE mode.
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®* DWH transfer service
Controls DWH transfer.
* Job Executor
Controls the escalations for processes resp. workflows.
® Kerberos v5 authentication provider
Required if Kerberos authentication is in operation.
®* ESB service
Retrieves incoming e-mails (ESB = Mule).
®* Remote client pooling
Controls that Web Clients get changes from Admin-Tool.
® Rest API service
Activates or deactivates REST (Representation State Transfer interface).
® Server Session Service
Checks sessions and stops session when end of client or Admin-Tool session end has been reached.
See for example system properties admin.tool.session.check.interval and server.session.timeout.
®* Index changes notifier
Creates JMS (Java Message Service) messages with notifications that there has been one or more
change(s) that concern(s) the index.
® Index changes receiver
Reads JMS queue and starts update in Indexer.
®* Unused content remover
Removes attachments and comments which have been marked as deleted in the Web Client (in the
protocol section of a ticket).
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20.4 File Card E-Mail

* File Card E-Malil
® Introduction to E-Mails in ConSol*CM
® Sending E-Mails from ConSol*CM
®* Manual E-Mails
® Automatic E-Mails
® Receiving E-Mails with ConSol*CM
® E-Mail Configuration Using the Admin-Tool
® General E-Mail Configuration (File Card E-mail configurations)
® Incoming E-Mail
® Qutgoing E-Mail
® E-Mail Encryption
® General Explanation about E-Mail Encryption in ConSol*CM
® Requirements
® (Certificate Import from LDAP
® Certificates Management in the Admin-Tool
® Server Certificates
® Client Certificates
® Use Cases
¢ Sending Encrypted E-Mails
® Choosing if E-Mails Should be Sent Encrypted from the Web Client
® Sending an Encrypted E-Mail from the Workflow
® Sending Encrypted E-Mails by Default
® E-Mail Duplication in the ConSol*CM Web Client
® Related Topics

In this section, the file card E-mail in the Admin-Tool will be explained, including e-mail encryption.
Furthermore, the e-mail-related system properties and the configuration for e-mail duplication will be shown.

20.4.1 Introduction to E-Mails in ConSol*CM

Before we explain the administration of e-mail accounts using the ConSol*CM Admin-Tool, we will give you
a short introduction on the subject e-mail with ConSol*CM, because this represents a core functionality of
the application. ConSol*CM can send and receive e-mails.

Sending E-Mails from ConSol*CM

Manual E-Mails

E-mails can be sent manually by an engineer or automatically by the system. Manual e-mails are sent using
the Ticket E-Mail Editor. As default, the ticket's main contact is the receiver of the e-mail, but the engineer
can select or type any other e-mail address. Furthermore, he can use e-mail templates and/or quote ticket
text. Please see the ConSol*CM User Manual for a detailed introduction about working with the Ticket E-Mail
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Editor. The default setting can also be modified by using page customization, see section Page

Customization.

History Eummentﬂﬂchment Time booking

Dizplay communication + Sorting latest first «

Comment E-Mail Aftachment Time booking

New E-miail
rY

show Cc| show Bce

| "Martin Huber" zmartin huber@devnull consol dex

| Ticket (SUP-58) Exception during import data
Signatur standard -

Select entries | Entries visible to the customer
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Fig. 1: ConSol*CM/Web Client - Ticket E-Mail Editor

Automatic E-Mails
Automatic e-mails might be sent by ConSol*CM in situations like the following:

1. Initiated by the workflow engine, e.qg.
a. when the engineer to whom the ticket is assigned should be reminded to take care of the ticket

b. when the customer should receive an automatic confirmation that a ticket has been opened for

him/her.
c. when the customer should receive an automatic confirmation that his/her ticket has been

closed.
d. when a supervisor or approver should receive a message that a new case has to be approved.
In any workflow activity, an e-mail can be sent to every valid e-mail address. Please see the ConSol*
CM Process Designer Manual for a detailed explanation of the methods to use.
2. Initiated by the system in case of an error or for a success message, e.g.
a. system error
b. e-mail error

c. DWH synchronization (error or success)
Usually, those e-mails are sent to the ConSol*CM administrator. However, for most special
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error cases a special receiver e-mail address can be configured using system properties.
Please see section Appendix C (System Properties) for details.
3. Initiated by the CM system to remind engineers
a. When an engineer receives a ticket or a ticket is retrieved from the engineer, an e-mail can be
sent to this engineer. This can be configured for every queue, see section Queue
Administration.

Receiving E-Mails with ConSol*CM

The ConSol*CM system can fetch e-mails from one or more mailboxes (= e-mail accounts) on one or more
e-mail server(s). The mailboxes are configured in the Admin-Tool (E-mail configuration). Please keep in
mind that ConSol*CM works with mailboxes here. Each of the mailboxes can be reached by at least one
e-mail address. In certain cases, one mailbox might be used for more than one e-mail address. This can be
of importance for writing e-mail scripts.

ConSol*CM acts towards the e-mail server like a regular e-mail client by fetching the e-mails using a
standard mail protocol: IMAP(s), POP3(s). Depending on the mail server configuration and on the ConSol*
CM system property cmas-esb-mail, mail.delete.read, the e-mails are deleted from the mailbox on the e-mail
server after ConSol*CM has picked them up. The default setting is mails are not deleted after pick-up.

~ In case you do not want ConSol*CM to delete e-mails from the e-mail server, please make sure to
control the mailbox(es) manually to avoid a data overflow and server or performance problems.

All incoming e-mails are first stored in an incoming mail pool in ConSol*CM and are then processed in a
chain of mail scripts. Please see section E-Mail Scripts for a detailed explanation of those scripts. When an
e-mail cannot be processed, the administrator will receive a notification e-mail. The unprocessed e-mail is
listed under E-mail Backups.

There are different possibilities concerning the default system behavior concerning an incoming e-mail:

® The subject of the e-mail does not contain any ticket number with a valid syntax (i.e. it does not
contain the pattern which is defined as regular expression (RegEx) for the ticket subject):
A new ticket is created.

® The subject of the e-mail does contain a ticket number with a valid syntax (RegEx) and the ticket is
still open:
The e-mail is attached to the existing ticket.

® The subject of the e-mail does contain a ticket number with a valid syntax (RegEXx), but the ticket is
closed:
A new ticket is created and a reference to the old ticket is established.

By modifying the e-mail scripts (see section E-Mall Scripts), the default system behavior can be changed.
However, this can corrupt core functionalities of the system and should not be done or only done by very
experienced ConSol* consultants!
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20.4.2 E-Mail Configuration Using the Admin-Tool

General E-Mail Configuration (File Card E-mail configurations)

On this file card you can set parameters for the e-mail connection.

£ CM6 Admin-Tool ® cmé-demo.int.consol.de [oE=s
File Views Help

= _ n =
A v & & N 86 o o8 <
{5 Configuration

General | €M Services | E-mall | E-mal Baduwps | Licence | ESB Services | Business Calendars | Classes of text | Ticket history | Index|

E-mail

E-mail configurations | Server certificates | Client certificates|

i ] .
ncoming e-mai Regular expression to

List of accounts for = Configured accounts extract the _ticket nur_nber
incoming e-mail ™| ] I Gl oY A from incoming e-mail
. Template for the ticket
Add, egllt‘ delete - number to be inserted
an e-mail account T 1fl ay - @ _(/ into the subject of
ol outgoing e-mail
Configuration
Incoming e-mail subject pattern: |, 7Ticketis +\((154)0.* Edit e-mail subject
Outgoing e-mail subject template: |?'_cket (£ {ticketName}) OT [ Edt e—TT][ pattern and template
Maximum number of restarts: 3
'———_____r_'_ Number of restarts after an
Error e-mail address: strohmei@consol.de W error during mail delivery
oo Defiplition of —ll Outgoing e-mail MU Mail address to be
outgoing mail server M~ i I
going mm:mﬂn.m:mzs informed in case of

mail system errors

Click the lock to prevent further changes

2 [CM_Administration]

Fig. 2: ConSol*CM Admin-Tool - Configuration: E-Mail

Incoming E-Mail
The configuration of incoming e-mail is divided into two areas:

® Configured accounts:
Here you can use a pop-up window to add or edit accounts from which e-mails are retrieved. The
connection to the mailbox is checked during set-up, so it is not possible to configure an account that
cannot be used when the system is in operation (provided the mail server has not changed etc.). The
value(s) are saved as system property cmas-esb-mail, mail.incoming.uri. Please see the e-mail
properties section in Appendix C for detailed information. Required values are:
* Protocol
The protocol used to retrieve e-mails from the server. Supported protocols are IMAP4, IMAP4s
, POP3, and POP3s. Please keep in mind that ConSol*CM acts towards the e-mail server like
a regular e-mail client. When the secure protocol version is used, the corresponding certificate
is required! This has to be stored in the security store of the application server.
® Server
The name or IP address of the e-mail server.
®* Port
The port on the e-mail server where the mail daemon/service is listening.
® User name
The user name of the e-mail account.
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®* Password

The password of the e-mail account.

“ Attention:

Please keep in mind that one e-mail account can have more than one e-mail address.
So here, you are dealing with the account name, i.e. with the mailbox. When you edit
the Admin-Tool script(s) that process the incoming e-mails, it might be required to use
the e-mail address. The e-mail address is also required when you configure the
Reply-to address, the From address, and queue-specific e-mail addresses! So be
sure to use the correct parameter: mailbox or e-mail address!

® Configuration:
®* Incoming e-mail subject pattern:

Describes the elements that the subject of an incoming e-mail has to contain in order to assign
this e-mail to a certain ticket. The pattern is defined in form of a regular expression (RegEx).
Example: .*?Ticketls+1((1S+)|).* would match every subject line that contains Ticket (<
Ticketnumber>).

Outgoing e-mail subject template:

Describes the pattern which is used to create the ticket ID in the subject of an outgoing e-mail.
The template should be matched by the incoming e-mail subject pattern. Via the Edit button on
the right you can modify the incoming e-mail subject pattern and outgoing e-mail subject
template and verify if they match.

Example: Ticket (${ticketName}) would match the example RegEx above.

. Attention:

You can check if the pattern for the incoming e-mail subject pattern and for the
outgoing e-mail subject template match by using the Edit button and the editor that is
opened. Please make sure that the e-mail subject has been set correctly at all
locations, e.g. also in all workflow scripts and Admin-Tool scripts!

Maximum number of restarts:

Shows the maximum number of restarts after an error when ConSol*CM fetches e-mails. Valid
for all e-mail pollers.

Error e-mail address:

E-mail address to which messages and warnings of the mail sub-system are sent. This is
usually the same as the general administrator address.

For the configuration of incoming e-mail you might also want to check the e-mail-related system properties,
see Appendix C (System Properties). Particularly, the polling interval (the time interval for fetching e-mails
from the mail server, system property cmas-esb-mail, mail.polling.interval) might be of interest.



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3) 229

Outgoing E-Mail
The connection data for outgoing e-mails are set here:

® Qutgoing e-mail connector
Use the following format:

smtp://<IP address of nmil server>:<port>

Example:

sntp://10.0.1.151: 25

E-Mail Encryption

Due to increasing security policies, it might be required to encrypt the e-mail traffic (including the e-mails
which are sent and received by the ConSol*CM installation) using standard S/MIME encryption.

In order to enable ConSol*CM to work with encrypted e-mails, you first have to enable the e-mail encryption
in the system:

1. Mandatory:
Set the system property cmas-esb-mail, mail.encryption to true. It is set to false as default value. This
is the basic configuration for the entire system to enable e-mail encryption.

2. Optional:
Set the page customization property mailEncryptionAvailable to true. This activates the possibility in
the Web Client to choose if the e-mail should be encrypted.

General Explanation about E-Mail Encryption in ConSol*CM

There are two types of certificates:

® Personal Information Exchange Certificates
For incoming e-mails (here, server certificates are relevant).
® The Personal Information Exchange certificate can be manually imported to the system from
the PKCS12 (.p12) files. This file contains the public and the private key for the corresponding
e-mail address. If the certificate file is protected with a password, the administrator must enter
it during the import process.
® Security Certificates
For outgoing e-mails (here, client certificates are relevant).
Security certificates can be imported into the system in two ways:
®* Manually
By selecting the X.509 (.cer or .crt) file.
® Automatically
From the LDAP repository which holds it in the same format as for the file import. This can be
done on demand during the e-mail sending.
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", Attention:

The certificates treated here, are used for e-mail encryption only and not for the access of ConSol*
CM (as e-mail client) to the e-mail server! This has to be managed by certificates which are stored
in the security store of the application server.

Requirements

® The client certificate must contain the e-mail address of the customer in the attribute SubjectDN (E=
or EMAILADDRESS-=) or the X509v3 Subject Alternative Name element from the Extensions section
of the certificate must contain the e-mail address.

® Java Cryptography Extension (JCE) Unlimited Strength Jurisdiction Policy Files has to be installed on
the server and on the machine where the Admin-Tool is started. This is required to enable the
Admin-Tool to import certificates.

® X.509 Base64 encoded certificates are supported.

Certificate Import from LDAP
If LDAP is configured, ConSol*CM will lookup the certificate for the requested contact in the LDAP repository
. This is done in the following way:

Someone tries to send an encrypted e-mail.

The cryptography service is looking for a client certificate for the recipient.

If a client certificate is found, the e-mail is encrypted and sent.

If a client certificate is not found in the Admin-Tool or it has expired, it is looked up in the LDAP
repository.

5. Ifitis found, it is imported to ConSol*CM and the e-mail is encrypted and sent.

6. Ifitis not found, the e-mail is sent unencrypted.

A owbdpE

The following configuration properties have to be set for the certificate lookup via LDAP:

® |dap.certificate.basedn
® |dap.certificate.searchattr
® |dap.certificate.content.attribute

Please see section LDAP certificate parameters in Appendix C (System Properties) for details.

Certificates Management in the Admin-Tool

Server Certificates

Server certificates are used to decipher incoming e-mail messages and also to encrypt outgoing e-mail
messages. They each contain the public and the private key for the given e-mail address. If you define an
incoming e-mail account (see section above), you have to upload a server certificate for that e-mail address
(or for all e-mail addresses covered by this mailbox) to be able to receive encrypted messages. If you have
several incoming accounts, you either have to upload a server certificate for each of them or you can upload
one certificate with all required e-mail addresses.
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When you open the file card Server certificates, a list of all existing server certificates is displayed. To add a
new server certificate, click on il and use the file browser to find the required certificate. The certificate is
checked before it is imported. If there are any incompatibilities, an error message is displayed and the
certificate is not imported.

Supported formats for server certificates are:

® PKCS #12 archive file containing certificate (public) and private key (password protected).
Supported filename extensions for PKCS #12 files are:
® pl2
* pfx

Client Certificates
A client certificate contains only the public key of a user. It allows encrypting messages going to that user.

When you open the file card Client certificates, a list of all existing client certificates is displayed. To add a
new client certificate, click on El and use the file browser to find the required certificate. The certificate is
checked before it is imported. If there are any incompatibilities, an error message is displayed and the
certificate is not imported.

Supported formats for client certificates are:

® X509 standard format.
Supported filename extensions for X.509 certificates are:
® _cer
* crt
* _der
® .pem
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Fig. 3: ConSol*CM Admin-Tool - Pop-up Window for Adding a Client Certificate

Use Cases
Here are some example use cases.

1. An engineer uses the ConSol*CM Web Client and writes an encrypted e-mail using the Ticket E-Mail
Editor. When he/she presses the Send button, the ConSol*CM system looks up the receiver address
in the list of mail addresses under Client certificates and uses the public key of the recipient to encrypt
the outgoing e-mail. If ConSol*CM cannot find a matching certificate (the e-mail address is not
mentioned in the list), the e-mail is loaded from LDAP. If this does not work either, the e-mail is sent
unencrypted. If one of the recipients is the same as one of the incoming e-mail accounts, then also
the server certificate will be used to encrypt that message.

2. ConSol*CM receives an e-mail and checks the TO address. If this is found in the list under Client
certificates, ConSol*CM uses the private key given in this certificate to decrypt the message and to
either create a new ticket or append the message to an existing ticket.

Sending Encrypted E-Mails

Choosing if E-Mails Should be Sent Encrypted from the Web Client

If the page customization property mailEncryptionAvailable has been set to true, a check box Send
encrypted is available in the Ticket E-Mail Editor in the Web Client. Thus, the user can choose if the e-mail
should be sent encrypted.



ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3) 233

Comment E-Mall Attachment Time booking

New E-mail
show Cc | show Bec

[ “Martin Huber" <martin.huber@devnull.consol.de>|

Dje |Ticket (SUP-91) AT: NPE when copying roles
nplate  Signatur standard
Sucts vl

B 7 U #s¢ |

\

\ DIV (default) ~ FontFamily ~ FontSize Al

Fig. 4: ConSol*CM/Web Client - Send Encrypted E-Malil

Sending an Encrypted E-Mail from the Workflow

An encrypted e-mail can be sent by using the method enableEncryption(). Please see the ConSol*CM
Process Designer Manual for a detailed explanation.

Sending Encrypted E-Mails by Default

If the system property cmas-esb-mail, mail.encryption is set to true, all outgoing e-mails from the workflow
and Web Client are encrypted by default.

If users would like to send selected e-mails unencrypted, they can uncheck the check box Send encrypted in
the Web Client. For e-mails sent by the workflow the method disableEncryption() has to be used.

20.4.3 E-Mail Duplication in the ConSol*CM Web Client

Please see explanations on the Page Customization page at showCloneOption and
appendOrReplaceOnClone.

20.4.4 Related Topics

® E-mail properties - see section Appendix C (System Properties)
® E-mail scripts - see section E-Mail Scripts
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20.5 File Card E-Mail Backups

Incoming e-mails which could not be processed are stored in a special store in the CM system. You as an
administrator can then try to re-send the e-mails to the system manually. The e-mails stored here can also
be deleted, e.g. spam e-mails.

In the file system, those e-mails are stored in the following directory (as .eml files):

<CMAS_DATADI R>/ mai | / unpar sabl e

% CM6 Admin-Tool @ cmb-demo.int.consol.de == =SS
File Views Help
A v S: @ N B O O o8B ¢
{8 Configuration

| General I CM Services I E-rrlalILE'mail Backups JLlcence I ESB Services I Business Calendars I Classes of text I Ticket history I Index|

Backup e-mails

Filean_i""
File c_ontaining L TTame Date Modified
e-mail backup

=

Delete --""-"tg; NS

or /“
resend —
e-mail Click the lock to prevent further changes

= [CM_Administration]

Fig. 1: ConSol* Admin-Tool - Configuration: E-mail Backups

The list panel for unparsable e-mails contains the following elements:

* File name
This field provides a filter. When you enter the name or part of the name of e-mail files, only the
matching file names will be displayed in the list.

®* Name
The name of the e-mail file (usually with an .eml extension).

® Date modified
The last date when the file was modified. Usually the date when the e-mail has been stored on the

CM server.
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In an error-free ConSol*CM6 system, the list panel for unparsable e-mails should be empty. In case there
are e-mails listed, an error has occurred concerning the processing of the incoming e-mail(s) in the system.
Please see section E-Mail Scripts for a detailed explanation of the processing pipeline.

To delete an e-mail from the list, select the list entry and press the Delete button El . Please keep in mind
that the information will be lost! It will not be saved or transferred to CM in any way!

You can also try to re-send the e-mail to the processing pipeline (e.g. when a script was not working
correctly and has been fixed now) by selecting it in the list and by pressing the Resend button ﬂ . In case
the processing in the system works correctly, the mail is also transferred from the unparsable directory to the
following directory (as .eml file):

<CMAS_DATADI R>/ n=i | / rei nported
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20.6 File Card Licence

® File Card Licence
® General Information about Licenses in ConSol*CM
® Managing the ConSol*CM License Using the Admin-Tool

20.6.1 General Information about Licenses in ConSol*CM

A ConSol*CM license file contains entries for several modules. For each module, the number of valid
licenses is indicated. For example, the following excerpt of a license file shows the Web Client, REST
section. Ten licenses have been purchased.

[ CONCURRENT _USERS]

contractParty = Deno-Li cence ConSol
products = WEB_CLI ENT, REST

version = 6.9

expirationDate = 31.12.2014
licenses = 10

signature = XXX

ConSol*CM works with concurrent users (sometimes also called floating licenses), i.e. the number of users
who are logged in simultaneously is registered, no user names are checked. That means, the number of
engineers who are managed in the Admin-Tool (see section Engineer Administration) does not have to be
identical to the number of Web Client licenses.

A license is consumed when the user logs in. The license is handed back to the server when the user
session is terminated, i.e. when the user logs out or when the user session is terminated automatically by
the server because the session timeout has been reached (see system property cmas-core-server,
server.session.timeout, Appendix C (System Properties)).

20.6.2 Managing the ConSol*CM License Using the Admin-Tool

Here you have to import a valid license for your ConSol*CM system. You will receive a license for a test and/
or a productive system when you have signed the software contracts with ConSol*.

Please ask your consultant for details. The license is a plain text file.

. Attention:

There is no Back button to undo changes with one click when you enter or delete text in the
Licence field. If you accidentally changed parts of the license, close the Admin-Tool without
clicking Save. This will discard all changes you made to the license text. When you restart the
Admin-Tool afterwards, the license will be in the same condition as it was before you made the
changes.
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Fig. 1: ConSol*CM Admin-Tool - Configuration: Licence

Choose one of the two ways to import your ConSol*CM license file. In either case you have to unlock the
editor panel first.

® |nsert the entire text of the license file by copy and paste. In case an old license is present, just
replace the entire text. Click on Save.
® | oad the license using the file browser next to the field Licence file. Click on Save.

You should receive a message that the license has been imported into the system successfully. It is in
operation at once, without further action.
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20.7 ConSol*CM ESB Services

® ConSol*CM ESB Services
® |ntroduction to ESB Services
® Starting and Stopping ESB Services Using the Admin-Tool

20.7.1 Introduction to ESB Services

The ESB services are in operation for incoming e-mails. Please see the following figure for the functions of
the ESB services and also section E-Mail Scripts for a detailed description of the general principle of ConSol
*CM mailing.

ESB stands for Enterprise Service Bus and ConSol*CM has integrated an ESB (Mule ESBTM) as one of the
application modules.

connect
esb_mail_preprocessorService

fetch messages

Mail Server g
"
esb_mail_SuccessService delete emi file 9%DATA_DIR%/mail/unparsable
a -
g g
(¥
o
3
[
]
1 execute script
CreateTicket.groovy (one of, based on esb_mail_scriptService
Ticket modify AppendToTicket.groovy GIEEMINES) OCETED
MailToClosedTicket.groovy

.
g
£
®©

determine the script
name to execute

& e _

Admin

IncomingMailRouting.groovy

-

Fig. 1: ConSol*CM ESB Services
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ESB services:

® esb_mail_preprocessorService
Responsible for fetching e-mail messages from the configured incoming mailboxes. Retrieved
messages are stored in the directory %DATA _DIR%/mail/unparsable as .eml files. Stopping this
service will cause the ConSol*CM server to disconnect from configured e-mail servers. This means
that e-mails will not be fetched and initially processed. After starting this service again, ConSol*CM
will connect to configured e-mail servers and process all queued messages.

® esb_mail_scriptService
This service calls the IncomingMailRouting.groovy script to determine the script name to execute. It
can be one of CreateTicket.groovy, AppendToTicket.groovy, or MailToClosedTicket.groovy. Then the
determined script is executed. On success, the esb_mail_SuccessService is called. On error, an
e-mail with detailed cause is sent to the administrator. When this service is stopped e-mail messages
will be retrieved from the mailboxes and stored in the directory %6DATA_DIR%/mail/unparsable. Then
the processing will stop. After the service is started again, the messages will be picked up from the
unparsable directory and processed.

® esb_mail_SuccessService
Responsible for deleting e-mail files that were processed correctly from the backup folder. Stopping
this service will cause e-mail copies to remain in the backup folder (%DATA _DIR%/mail/unparsable)
after processing.

&  Warning:

When this service (esb_mail_SuccessService) is started again, it will delete all messages
which were not removed when it was stopped.
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20.7.2 Starting and Stopping ESB Services Using the
Admin-Tool

In this file card you can start and stop the sub-services of the Enterprise Service Bus (ESB). You should only
change the service status upon request of CM Consulting or CM Support!

i CMB Admin-Tool @ cmB-demo.int.consol.de (===
File Views Help
) K S EANE=EH OO o Bl ¢
18 Configuration
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List of available services
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shown in italics)

Name

b [£sb_mail_SuccessService

Fi
i

esb_mail_scriptService

LI

¥ T
é Click th\ lock to prevent further changes
" 3] N?Admin%traton] |
i
Start... Stop...
a service

Fig. 2: ConSol*CM Admin-Tool - Configuration: ESB Services
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20.8 File Card Business Calendars

® File Card Business Calendars
® Configuration of Business Calendars in the Admin-Tool
® Creating a New Calendar
® Defining the Working Hours for a Calendar
® Defining the Holidays for a Calendar
® Defining the Holidays for a Calendar Manually
® Importing the Holidays for a Calendar from an Excel File

On this file card you can create and manage business calendars. These define times when automatic
workflow actions shall be active. In order to use a business calendar for a certain process the calendar has
to be assigned to the respective queue, see section Queue Administration for details. Furthermore, the
workflow element that should use the calendar has to be configured, this is explained in the ConSol*CM
Process Designer Manual.

(1) Example:

Tickets which have not been assigned to an engineer more than one hour after opening shall be
automatically moved to an escalation level. If a calendar defines working hours from 8 a.m. to 5
p.m. and a ticket arrives at 4:45 p.m., the ticket will not escalate at 5:45 p.m. but at 8:45 a.m. the
next day. This time is calculated as follows: 15 minutes between ticket arrival and end of the
working hours plus 45 minutes from next beginning of the working hours until the full hour given by
the escalation limit is reached.

SLA = Reaction time 4 hours within the regular business hours
Monday - Friday 9:00 - 17:00

Without Business Calendar:

Point of
escalation
Wed Thu Fri Sat Sun Mon Tue
4
A 4
SLA-Interval
With Business Calendar:
Point of
escalation
Wed Thu Fri Sat Sun Mon Tue

>
v

SLA-Interval




242 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

Fig. 1: ConSol*CM Principle - Business Calendar

Besides working hours you can define holidays, too. On these days the automatic escalation pauses entirely

. Holidays have to be defined per calendar. It is not possible to define a holiday that is valid for all existing
calendars simultaneously.
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20.8.1 Configuration of Business Calendars in the Admin-Tool

2 CM6 Admin-Tool @ cmbdoku-cml.int.consol.de [F=0|Iol ==
File Views Help

A Y S @ NN =D B O sl R
% Configuration

| General | cM Services | E-mail | E-mail Backups | Licence | ESB Services | Business Calendars | Classes of text | Tidket history | Index|

Calendar Days Holidays
Mame Time Zone Frida: Saturda Sunda Name From To
List of available standard Europe/Berlin Monday Tuesday Wiednesday Easter Apr3, 2015 |Apr 7, 2015 List of holidays
business calendars ™. ServiceDeskCalendar ~ Europe/Berlin a a i) . for the selected
[imeZone1_Calendar [Europe Berlin From To Christmas Dec 24, 2014 |Dec 27, 2014 calendar
[TimeZone2_Calendar |Japan 3:00 AM 6:00 PM b |
[TimeZone3_Calendar  |Pacific/Port_Moreshy

| Working hours
‘|‘-- for the selected
calendar

;f. B o] 0][e] |/.

é Click the lock to prevent further changes / \
= [CM_Administration, Workflow_Admin]
” mifistration, Workfiow_Admin 'l f/ [ \ |
Create, edit, delete Create, edit, delete Create, edit, delete Import holidays
a calendar a workday a holiday

Fig. 2: ConSol*CM Admin-Tool - Configuration: Business Calendars

Creating a New Calendar

Click on El in the left part of the page to create a new calendar. The following window appears:

i =

E Create new business calendar

Create new business calendar
1 Please fill in business calendar name.

Mame: Regular Workdays

Timezone: |Europe/Berlin -

[ Save ] [ Cancel

Fig. 3: ConSol*CM Admin-Tool - Configuration: New Calendar

® Name:
Enter a unique name for the calendar.
® Timezone:
Choose the time zone to be used for the calendar.



244

. Attention:
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This field only describes to which time zone the defined hours refer. The calendar itself is
valid worldwide for the respective workflow!

Example:

The ConSol*CM server is located in Detroit, Ml, USA. In the business calendar, Europe/
Berlin is set as timezone. A time trigger which uses the business trigger would fire according
to the Berlin time and not the Detroit time.

Click on Save afterwards to create the calendar.

Clicking on _’| you can modify a selected calendar in the same way. Click on El , if you want to delete the
selected calendar.

Defining the Working Hours for a Calendar

Select a calendar on the left and click on El in the middle part of the page to create the days and hours for
this calendar. The following window appears:

-

¢ Add Day Part
Add Day Part

1 Please fill in the required fields.

Time range

From: |8:00 AM

To: 5:30 PM

Days

| Monday

| Tuesday

| Wednesday
[¥] Thursday

Saturday

Sunday

EX3)

LD

All

Save ] |

Cancel

-,

Fig. 4: ConSol*CM Admin-Tool - Configuration: Working Hours of a Calendar

®* Timerange

Enter the time range for which the automatic workflow escalations shall be active.
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* Days
Mark the check boxes of the days for which the time range shall be valid. It is possible to choose
individual or all days (check box All).

@ Information:

In case, the system detects an inconsistency of the time you define here with an already
existing time, you will get a corresponding message.

Click on Save afterwards to create this time range for the marked days.

If you want to edit the time range later, you have to do it separately for each day. Select the respective day,
click on _| and change the time range in the window that appears. Or click on El if you want to delete the
time range for a selected day. It is not possible to edit or delete the time range for multiple days at once.

Defining the Holidays for a Calendar

You can define the dates and time periods for holidays using one of two approaches:

® Defining the holidays manually.
® Importing the holidays from an Excelfile.

Defining the Holidays for a Calendar Manually

Select a calendar and click on ﬂ in the right part of the page to create a new holiday entry. The following
window appears:

P )

& Create new holiday [z

Create new holiday
i Please fill in the required fields,

Mame: |Xmas

From: [12/25/14

=)
To:  [12/25/14

| Save | | Cancel |

Fig. 5: ConSol*CM Admin-Tool - Configuration: Holidays of a Calendar

®* Name:
Enter the name of the holiday here.
® From:
Enter the date of the holiday in this field.
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* To:
If it is a multi-day holiday (e.g. Christmas), you can enter the last date of the holiday here.

@ Information:

It is not possible to define holidays that last only half a day.

Click on Save afterwards to create the holiday.

If you want to edit a selected holiday entry just click on _’| . Clicking on El deletes an entry.

Importing the Holidays for a Calendar from an Excel File
Holiday data can be imported from an Microsoft Excel file which is based on the following format:

A B L
1 |Christmas 24/12/2014 26/12/2014
2 Mew Year 01/01/2015
3 |Easter 03/04/2015 06/04/2015
4

Fig. 6: Excel File for Holiday Import

In the Admin-Tool, file card Configuration - Business Calendars, select a calendar and click on A Import
holidays and enter the path for the Excel import file.

-
£ Import holidays @

Import holidays
i Please select a file to import. Selecting option 'Delete before import’ will remave all current haliday entries!

File: D:\CME\INFOS WewFeatures\images_6.9.2_6.9. 3\HolidayImportEx. csv D

Delete before impart: [

[ Import ” Cancel l l

Fig. 7: Consol*CM Admin-Tool - Configuration: Importing Holidays

The new holidays will be imported in the holiday list of the selected business calendar.
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«t | Ticket history | Index |

Holidays
Mame From To
Easter Apr 3, 2015 Apr 7, 2015
Mew Year Jan 1, 2015
Christmas Dec 24, 2014 Dec 27, 2014

Fig. 8: ConSol*CM Admin-Tool - Configuration: Newly Imported Holidays
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20.9 File Card Classes of Text

® File Card Classes of Text
® |nstalling a New Class of Text
® Defining a Class of Text
® Assigning the Class of Text to a Queue
® Edit a Class of Text
® Delete a Class of Text
® Setting the Default Class of Text

A class of text is a class that you assign to a ticket entry. This entry can be:

® acomment

® an e-mail that was sent from the ticket
® an e-mail that was received in the ticket
® an attachment

Assigning a class of text can have one or more of the following purposes:

® Highlighting the text in the ticket with a special color to make it easier to find it (e.g. an important note
as shown in the following figure). An icon can also be used for each class of text.

® Marking a ticket entry to make it visible in CM/Track, i.e. to make it available for customers who log
into the CM customer portal.

® Marking the entry to control the process flow, e.g. a ticket can only be finished when exactly one entry
has been marked as solution.

® Marking the entry for hand-over to another process, e.g. the entries marked question and answer are
automatically used for an FAQ ticket.

Thus, with classes of text you can organize ticket information within the ticket and can also control the
process flow and the availability of information.
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Ticket

® Error handling in ticket-search by id (in ticket relations)

Sup-22

EE

EE

24

HelpDesk 1st Lewvel | Qualify

Agsigned to Sommer | Open since 4/14/08 11:47 AM
Priority  low d Web Client

Reaction time TMM1 As no

Customers
Main customer

Mr Luke Skywalker - CustomerGroup
luke@consol.de

ConSol GmbH +

Company ConSol* GmbH
Franziskanerstr. 38
81543 Minchen
Mo comment

Engineers
Mo relations
History

Display communication + Sorting latest first «

Edit | Clone

29.01.14 15.49 #10 created by Charly Chef | Action

15:4% Internal Important Note
Thiz can cnly be fixed by installing the patch release 47.11 #

Internal important note

chment

Print | Display

Add | Hide
Add | Hide
Add | Hide

Time booking | Hide

10:18 default class

Lorem ipsum delor sit amet, consectetuer adipiscing elit. Aenean commode ligula eget delor. Aenean massa. Cum sociis natogue penatibus et magnis dis
parturient mentes, nascetur ridiculus mus. Donec gquam felis, ultricies nec, pellentesque eu, pretium guis, sem. Mulla conseguat massa guis enim. Donec
pede justo, fringilla vel, aliguet nec, vulputate eget, arcu. In enim juste, rhoncus ut, imperdiet a, venenatis vitae, justo. Mullam dictum felis eu pede molis
pretium. Integer tincidunt. Cras dapibus. Vivamus elementum semper nisi. Aenean vulputate eleifend tellus. Aenean leo ligula, porttitor eu, conseguat vitae,
eleifend ac, enim. Aliguam lorem ante, dapibuz in, viverra guis, feugiat a, telluz. Phasellus viverra nulla ut metus varius laoreet. Quisgue rutrum. Aenean
imperdiet. Etiam ultricies nisi vel augue. Curabitur ullamcorper uftricies nisi. Nam eget dui. Etiam rhoncus. Maecenas tempus, tellus eget condimentum
rhoncus, sem quam semper libero, sit amet adipiscing sem negue sed ipsum. Nam guam nunc, blandit vel, luctus pubvinar, hendrerit id, lorem. Maecenas
nec odio et ante tincidunt tempus. Donec vitae =apien ut libere venenatis faucibus. Nullam guis ante. Etiam =it amet orci eget eros faucibus tincidunt. Duis
leo. Sed fringilla mauris sit amet nikh. Donec sodales sagittis magna. Sed consequat, leo eget bibendum sodales, augue velt cursus nunc.

Fig. 1: ConSol*CM/Web Client - Using a Class of Text for an Internal Important Note

20.9.1 Installing a New Class of Text
Two steps are required to install a new class of text for tickets in a certain queue:

1. Defining the class of text in the Classes of text file card.

249

2. Assigning the class of text to the queue where it should be available for tickets (see section Queue
Administration for more information).
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Defining a Class of Text
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Classes of text are defined and managed in the corresponding file card in the Admin-Tool (see following

figure).

£ CM6 Admin-Tool @ cmB-demo.int.consol.de
File Views Help

- < = L} —
A WY @ 2 & N % ® o «]
| General | cM Services | E-mail | E-mail Backups | Licence | E5B Services | Business Calendars | Classes of text | Tidket history | Index|
Classes of text
MName Color Availability Visibility Customer readable Icon
. . Deleted example text Comment, Incoming mail. .. |hi Iﬁl
List of available Internal_Important_MNote Comment &7
classes of text = Unread_Email example text Incoming mail all levels full g
IProblem_description example text Comment, Incoming mail... [1stlevel short, 2nd level... [¥] ?
default_dass example text Comment all levels full [ =
Read_Email example text Incoming mail 1st level short, 2nd level... ] =
Unimportant example text Comment, Incoming mail... |2nd level short, 3rd leve... [ 0
Feedback text Comment, Incoming mail  |1stlevel short, 2nd level... [¥] =)
Solution example text Comment, Incoming mail... [1stlevel short, 2nd level... [} [
DE
r 0
4 Click tihe lodk m\revent further changes Advanced ...

" ;!_[U\"I_Adn' 'ishaﬁonj{_

Create... Edit... Delete...
a class of text

Fig. 2: ConSol*CM Admin-Tool - Configuration: Classes of Text
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You define a new class of text by clicking on El below the list. The following pop-up window appears:

( £ Class of text madificatic

Class of text modification
i Please edit the dass of text

Class of text details

MName: InternaI_ImporEnt_Note|
Color:
Availability: [ Attachment
Comment
[] Incoming mail
[ Outgaing mail
Visiility: alllevels ful -
Icon: @ [

Customer readable: [~]

Localized values

Locale Value
|| Deutsch Interne wichtige Motiz I
glisch(defa a artant Mo
Polnisch

b 4

Fig. 3: ConSol*CM Admin-Tool - New Class of Text

Here, you have to define the class details:

® Name
Enter a name for the new class of text. The name must be unique.

® Color
When you click into the Color field a pop-up window appears. It contains a range of colors from which
you can choose the desired color for the class by clicking on it. You can check the selected color in
the Preview area. Click on OK to save your choice. Click on Reset if you want to return to the last
saved color.

Choose background color (=]

] T T |
HE NN | | e
ONEN | 15

Preview
-

[ oK |[ Cancel H Reset ]

Sample Text Sample Text

Fig. 4: ConSol*CM Admin-Tool - Choose a Color for the Text Class
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* Availability

You can choose here for which ticket information the class of text shall be available. Mark one or
several of the following options:

® Attachment

® Comment

® Incoming mail

® Qutgoing mail
Visibility
There are three ticket history levels HIsion i the Web Client:

® Basic (1st level)

® Extended (2nd level)

® Detail (3rd level)
The terms short and full refer to the display mode the user has chosen:

® short - communication

® full - display all entries
Select in the drop-down menu on which history levels the marked ticket information shall be visible (
see picture below).
alllevels ful v
1st level short, 2nd level full, 3rd level full -
151: level short, Znd level full, 3rd level full
1st level short, 2nd level shart, 3rd level full
2nd lewvel full, Jrd level full
2nd level short, 3rd level full
3rd level full

3rd level short
hidden -

m

Fig. 5: ConSol*CM Admin-Tool - Choose a History Level
If you choose hidden, the marked ticket information will not be visible in the ticket history.

Icon
When you click into the box next to /con you will get a selection of standard CM icons. Select one of
these icons for the new class of text or load your own individual icon by clicking on the Browse...
button.
02 E @
2]

Fig. 6: ConSol*CM Admin-Tool - Choose an Icon for the Text Class

Customer readable

Select this check box if ticket information marked with this class of text shall be visible for customers
in CM/Track, the CM customer portal.

Localized values

You can localize the name of a class of text. Enter the corresponding class name in the Value field for
each additional language. In the Web Client the name will be displayed in the respective language of
the locale of the web browser. If you do not make an entry here the object name, i.e. the content of
the Name field, will be taken instead.

Click on OK to save the details of the new class of text and to close the window.
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Assigning the Class of Text to a Queue

After assigning the class of text to a queue within the Queue Administration it will be available for tickets of
this queue in the Web Client.

20.9.2 Edit a Class of Text

If you want to edit a class of text, select it in the list and click on _| . The same window as described above
for creating a class will appear. You can modify all details and save your changes by clicking OK.

20.9.3 Delete a Class of Text

You can only delete a class of text if it is not used within any tickets and if it is not assigned to a queue. In
order to delete a class select it in the list and click on LI you confirm the following dialog with Yes, the
class will be removed from the list and the system.

20.9.4 Setting the Default Class of Text

To define the default class of text, use the system property cmweb-server-adapter,
defaultContentEntryClassName (see Appendix C). The default class of text will be applied to any ticket entry
which is not explicitly marked with another class of text.
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20.10 File Card Ticket History

On this file card you can configure the visibility level for each major action or event that has taken place
concerning a ticket. The entries of the indicated type(s) will be visible in the ticket history when the user has
selected the respective visibility level. This is of importance when the display mode Display all entries is
used.

E CME Admin-Tool @ cmb-demo.int.consol.de El@
File Views Help
= ) = ny o -
()] L4 ac L N @ <O o8 <
£ Configuration
| General I CM Services I E-mail | E-mail Backups I Licence | ESB Services I Business Calendars I Classes oFbextL'ﬁCkEt history | index
Visibility of ticket history entries
Type Visibility
Queue changed on every level
Custom field changed 2nd level and 3rd level
Available Ticket created or dosed on every level Visibilily levels
: Subject changed only 3rd level o N
action types ™~ F 1T
P [Llcustomer changed 2nd level and 3rd level for action types
| Assigned engineer changed only 3rd level
Referenced engineer added fremoved 2nd level and 3rd level
Reference added removed 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 on every level
Click the lock to prevent further changes
= [CM_Administration]

Fig. 1: ConSol*CM Admin-Tool - Configuration: Ticket History

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

* Type
The type of action that has been performed.
* Visibility

The visibility level in the Web Client GUI. There are three levels Rsiny

® Basic (1st level)
® Extended (2nd level)
® Detail (3rd level)

The following figures show the action type time booking added configured for 2nd level and 3rd level.
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©12%3  MUNCHEN

Mo comment
Engineers Add | Hide |u
No relations Add | Hide 4
DE History Comment | E-Mail | Attachment | Time booking | Hide
Display all entries « Sorting latest first
|.'—"ﬂd comment, e-mail or attachment
29.01.14 15.49 #10 created by Charly Chef | Action
B This can only be fixed by installing the patch release 47.11 ¥
01.07.11 1018 #6 created by admin | Action «
Lorem ipsum dolor sit amet, consectetuer adipiscing elt. Aenean commodo ligula eget dolor. Aenean massa. Cum =socis natogue penatibuz et magnis dis parturient montes, nascetur ridiculus
Fig. 2: ConSol*CM/Web Client - Time Booking Entry Not Visible on 1st Level
No comment
Engineers Add | Hide |
No relations Add | Hide
E‘D History Comment | E-Mail | Attachment | Time booking | Hide

Display all entries ~ Sorting latest first =

| Add comment, e-mail or attachment

29.01.14 16.19 #10 created by Charly Chef | Action

\:‘ no class

= Time booking added: 1129114 3:48 PM Duration: 00:30 Project: Project! WindowsMigration (Server preparation)

26.11.13 12.26 #3 changed by Charly Chef
= Main customer changed from Silke Kaufmann to Luke Skywalker

07.07.11 10.18 #7 changed by cmas:jbpm:timer
= Reaction overdue has been triggered

01.07.11 10.18 #6 created by admin | Action «

default class

| aram ineum Anlnr 2it amat tat dinierinn slt Asnean

linila anat dnlnr Aenesan masea Cum enrie natnaie nenatihie at mannie die nartirient mantee nacratur

Fig. 3: 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 on
the visibility value you would like to modify and select the desired option from the drop-down menu.

Activity executed after escalation an every level
Automatic activity executed only 3rd level
booking added level and 3rd les

2nd level and 3rd level
only 3rd level

Fig. 4: ConSol*CM Admin-Tool - Selecting the Visibility Level for an Action Type

The next picture shows the visibility for the action type time booking added after the setting has been
modified in the file card Ticket history to be on every level.

No comment
Engineers Add | Hide |.
HNo relations Add | Hide |
History Comment | E-Mail | Attachment | Time booking | Hide
Display all entries + Sorting latest first «

|idd comment, e-mall or attachment

29.01.14 16.19 #10 created by Charly Chef | Action

L MW ddiall =
= Time booking added: 1/29/14 3:48 PM Duration: 00:30 Project: Project! WindowsMigration (Server preparation)

01.07.11 10.18 #6 created by admin | Action

Lorem ipsum dolor it 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, pe\lgntesque eu, preﬁum q_uis, sem. Nulla cnnse_quat massa quis enim. Donec pede justo, fringilla vel, aliquet nec, \_.rulputate eget, arcu. In enim justo,

Fig. 5: ConSol*CM/Web Client - Time Booking Entry Visible on 1st Level
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20.11 Search Configuration and Indexer Management (
File Card Index)

® Search Configuration and Indexer Management (File Card Index)
® Search Modes
® |ntroduction to the ConSol*CM Indexer
® |ndexer and Index Management Using the Admin-Tool
® Field Indexed Annotation
® |ndexer Management: File Card Index
® |ndexer and Index-Relevant System Properties

ConSol*CM provides a powerful search for all objects involved in the business processes, e.g. customers
and tickets. Technically, the search is based on the Indexer, a module of ConSol*CM.

The following paragraphs will explain the entire topic Search in ConSol*CM from an administrative point of
view. Please refer to the ConSol*CM User Manual for a detailed explanation about how to use the search as
an engineer.

20.11.1 Search Modes

A ConSol*CM engineer can use two search modes:

® Quick search
This is performed using the quick search field in the upper right-hand corner of the Web Client GUI.
The display of the results (i.e. the fields and the order of the fields in the result list) can be formatted
using templates, please see section Templates for Customer Data for details. Please keep in mind
that you can adapt the size of the result list using the system property cmweb-server-adapter,
globalSearchResultSizeLimit, see Appendix C (System Properties) for details.

y

Q, luke
HelpDesk 1st Level 100520 Printer error
Contact Luke Skywalker
Show all

Fig. 1: ConSol*CM/Web Client - Quick Search

® Detailed search
This is performed using the Detailed Search GUI. To open this GUI, click on the magnifier icon next to
the quick search entry field.
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Search

Search criteria

Choose One

Search

Tickets DirectCustomers (DirCustCustomer) DirectCustomers (DirCustCompany) MyCustomerGroup (MyCustomer) MyCustomerGroup (Company) Reseller (ResellerCustomer) =~

View as List G

Search results (2)

Add/Remove column ‘Enginesr’, ‘Main Customer’, 0K Number per page 20 v

Engineer Main Customer Name Subject Creation date Status Module riority (Helpdesk standard

ServiceDesk, Susan Minnie Mouse 100255 Switch on 1st Level out of order? 331114 242 PM Open misc normal

ServiceDesk, Susan Minnie Mouse 100259 Login not possible 5/2114 3:36 PM Open msc | norma |

Fig. 2: ConSol*CM/Web Client - Detailed Search

Please keep in mind that the size and paging of the result list for the detailed search can be
configured using the system properties cmweb-server-adapter, searchPageSize and
cmweb-server-adapter, searchPageSizeOptions. See Appendix C (System Properties) for an
explanation.

@ Information:

Please refer to the ConSol*CM User Manual, section Search to learn how to use the search
functionality.

For the administrator it is important to know how to configure ConSol*CM in a way that ...

¢ all required fields can be searched.
® no overhead is produced (i.e. not too many fields are configured for searching).
® the results are displayed in the desired way.

Those tasks will be described in the following sections.

First, some background knowledge about the Indexer, the system which manages the search in ConSol*CM,
is provided. This will help you as an administrator to look behind the scenes and understand the
configuration in a better way.

20.11.2 Introduction to the ConSol*CM Indexer

The Indexer is a module of ConSol*CM which creates indexes. For each data field (custom field or data
object group field) that should serve as search criterion (see next section), an index is created.

The indexes are stored on the hard disc in a sub-directory of the data directory that you have indicated
during system set-up (the data directory is stored as a system property: cmas-core-shared, data.directory).
The following picture shows an example for index files of a ConSol*CM installation (here used for a demo
environment). The demo_Datadir is the data directory you have provided during set-up, all other directories
are created automatically by ConSol*CM.
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W0 CMB_Installation3ydemo_Datadir\indexdindex.0

Mame

. asset

, asset.uuid

| engineer

/ engineer.uuid
J ticket

J ticket.uuid

J unit

. unit.uuid
Fig. 3: ConSol*CM Indexer - Directory demo_Datadir
Please make sure that ...

® the data directory is always available for the ConSol*CM server system if it has been created on
another server and is linked to the application server.
* that the ConSol*CM datadir is part of the daily backup (and can be restored if required).

If the index directory should be corrupt or the index should not be available, the index can be rebuilt or
repaired. Please see the following sections for details.

20.11.3 Indexer and Index Management Using the Admin-Tool

Field Indexed Annotation

By default, the entire ticket text and all attachments are indexed. For all custom fields and data object group
fields, the field(s) which should be indexed has/have to have the annotation field indexed. Please refer to the
sections Custom Field Administration and Data Object Group Field Management and GUI Design for
Customer Data for details about setting annotations to custom fields (ticket data) and data object group
fields (customer data). There are three possible values for this annotation:

® |ocal
Used for customer data. Only the unit (= data object) is given as a search result (e.g. when a field for
a customer name is indexed = local, no company and no tickets are displayed when you search for
the name of a contact, only the contact is listed).

® unit
Used for customer data. Only the unit (= data object) and the parent unit (i.e. company) are given as
a search result, no tickets are provided (e.g. when a field for a contact name is indexed = unit, the
company is listed in the search result but no tickets of this contact are displayed when you search for
the name of a user).
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® transitive
All data is displayed, this is the standard value for this annotation. If you are not sure what to choose,
set transitive.

®* notindexed
The field is not indexed.

Indexer Management: File Card Index

Usually, you do not have to do anything concerning the Indexer. ConSol*CM will handle everything
regarding the indexing automatically. There are only two cases when you have to perform manual
administrative operations:

1. You would like to change the configuration concerning the commitment of changes concerning the
indexed annotation.
2. Errors have occurred in the indexing process.

In the Admin-Tool, go to Configuration and use the file card Index to configure and manage the Indexer.

£ M6 Admin-Tool @ cm6-demo.int.consol.de [e= ==
File Views Help
= = L]
A L4 & & N 18 O o «]
Recover index
iCntarsom = (for the given period of time)

| General [ cM services | £-mail | £-mail Backups | Licence | £58 Services | Business Calendars | Classes of text | Ticket history | Index

. Search index status
Recreate index (completely),
all pending Indexer tasks will @ Al data is indexed correctly.

be discarded previously N

[F] No automatic commit of administrative changes.

[®  sincvonzeindex ) (o Reparindex ([ Recoverndex ¥ c istrative changes @ Add new fields to index

Changes are committed
automatically when check bax
m Task type Status Created at Progress Details "No autornatic commit of

23681 Synchronization RUNNING |11/22/13 10:53 AM ! 0% | [ASSET,UNIT ENGINEER. .. administrative changes"

is NOT ticked (default),
button has not to be pressed
in this case

Search index tasks

All open Indexer tasks
(RUNNING, OPEN,
FAILED) are listed here

Restart failed Indexer tasks,
tasks can be selected

Click the lock to prevent further changes Advanced ...

2 [CM_Administration]

Fig. 4: ConSol*CM Admin-Tool - Configuration: File Card Index

In the first line the current status of the Indexer is displayed (this is the value of the system property
cmas-core-index-common, index.status):

e GREEN @
All Indexer tasks have run correctly, no action required. At the beginning of the synchronization
process, the index status is set to green. If it is completed successfully it remains green. If there is
any problem it will change to yellow or red.

* YELLOW
Fixable problems were identified, collected and persisted. The status is set when an administrative
task (with auto-commit off) or a retry task is created.

e« RED B
Errors have occurred. Please check. The index needs full synchronization.
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The following operations can be performed:

® Synchronize index
The index is rebuilt completely (from scratch), all open Indexer tasks are discarded.

® Repair index
Indexer tasks which have not run successfully are restarted. The tasks can be selected in the Indexer
task list.

®* Recover index
A time range can be selected. All changes which have been committed to ConSol*CM during this
period of time will be (re-)indexed.

® Commit administrative changes
Click this button to commit the changes when you have set a custom field or data object group field to
indexed that was not indexed before. This has to be used if the check box No automatic commit of
administrative changes has been selected. If the check box is inactive, the changes will be committed
automatically when you have set the new annotation(s).

. Attention:

There is a difference in CM versions concerning the meaning of administrative changes -
this influences the manual index management!
In versions prior to 6.9.3.0, setting the annotation field indexed from false (or not set) to

trueis

not considered an administrative change. That means, when you have added the
annotation field indexed = true for a custom field which was present before, you have to
modify the index manually by using either Synchronize index or Recover index.
Starting with version 6.9.3.0, setting the annotation field indexed from false (or not set) to
true is considered an administrative change. That means, when you have added the
annotation field indexed = true for a custom field which was present before, you have to

* modify the index manually by clicking on Commit administrative changes in case No

automatic commit of administrative changes is set.

or

® do nothing in case No automatic commit of administrative changes is not set.

If there are open tasks in the Indexer task list, the following data is displayed for each task:

* ID
Task ID
® Task type
Three types are available:
® Synchronization
® Recreates whole index.
® Triggered manually using the Admin-Tool, Synchronize index command.
® Before the start all other index tasks are removed.
®* Administrative changes
® Created automatically when one of the following was updated:
scope, queue, enum value, ticket function, ticket engineer, supported locale, role.
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®* Processed automatically if No automatic commit of administrative changes option is
unchecked.
® Using Commit administrative changes command will start all administrative changes
tasks.
® Retry
® Created automatically when error was encountered during index update process.
® Holds information about entities which caused problems.
® Using Repair index command will start all retry tasks.
® Status
E.g. RUNNING
® Created at
Time stamp when the task was created.
® Progress
A progress bar that indicates the percentage of the task that has already been executed.
® Details
A list of objects that are (re-)indexed in the task.

20.11.4 Indexer and Index-Relevant System Properties

The following system properties are also relevant for the Indexer, see following figure. Please refer to
Appendix C for a detailed explanation of the Indexer system properties.
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icmas-core-index-common index. attachment true
cmas-core-index-comman index. histary false
cmas-core-index-common index. status GREEN
cmas-core-index-common index. task.worker. threads 1
cmas-core-index-common index. version. current 2
cmas-core-index-common index. version. newest 2
cmas-core-index-comman indexed. assets.per. thread.in.memory 200
Icmas-core-index-common indexed. engineers.per. thread.in.memory 300
cmas-core-index-comman indexed. tickets.per. thread.in.memary 100
cmas-core-index-comman indexed. units. per. thread.in.memory 200

Fig. 5: Admin-Tool: System Properties for Indexer
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21 Deployment

® Deployment
® [ntroduction to Deployment in the Admin-Tool
® Introduction to ConSol*CM Scenarios
® File Card Deployment
® Export
® Import
* Workflow Deployment (for Deployment Error Recovery Only)
®* Related Topics
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21.1 Introduction to Deployment in the Admin-Tool

Here, you can import and export scenarios (file card Deployment) and you can manage the DWH (Data
Warehouse, file cards DWH tasks and DWH Administration). In the subsequent sections, the deployment will
be explained. Please refer to chapter Data Warehouse (DWH) Management in order to learn about DWH

management.

File card for deployment

Export scenario —_||

Import scenario —_||

Select behavior, _{1

if an error occurs

Select check box,
if data shall be =
deleted

Deploy workflow —|| |

Ly

File cards for DWH

Icon for deployment page

2 | €M6 Admin-Tool @ cm6-demo.int.conghl.de [= e ==
Filk Views Help

T TPao=20 @0 o B <€
. Dplayment ¥

Deployment | DWH tasks | DWH Administration |

Export

Export-Archive:
.

Export

Import

L) .Import-Ard’uve:

Mode: @ Abortonerror () Skip corrupt data

(2 Force import of corrupt data

/E| Delete existing data

Import

Workflow Deployment

Transfer tickets

- File name for export

- File name of import

” A [CM_Administration]

Fig. 1: ConSol*CM Admin-Tool - Deployment Page
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21.2 Introduction to ConSol*CM Scenarios

A scenario is a file in a proprietary ConSol*CM format (similar to zip and tar) that contains the data of a
ConSol*CM installation. It can be exported from one CM system and imported into the same or another
system. This can be very helpful e.g. when a test scenario is built on a test system which can then be
transferred to a production server.

When an export file is created (see detailed explanation in sections below) the administrator can decide
which data should be included.

A scenario will always contain:

¢ all customer-specific system properties,
i.e. system properties where the module name starts with custom-

A scenario can contain, depending on the selection of the administrator (see figure below):

® runtime data
® configuration data

A scenario will never contain:

® general (not customer-specific) system properties (e.g. mail server, LDAP directory etc.)
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21.3 File Card Deployment

On the Deployment file card you can import or export scenarios (i.e. the whole configuration or part of it) in
an application specific format. You usually do this to transfer data between different CM installations. A
typical example is transfer of the configuration from a test system to a production system.

= Warning:

The import of external data can modify or delete existing data irrecoverably. Although the user is
prompted for confirmation at critical points during deployment, this cannot prevent erroneous
handling. Use this function only if you are very sure what you are doing. In case of doubt please
ask the ConSol*CM support team or a ConSol*CM consultant for assistance.

21.3.1 Export

®* Export-Archive:

Enter path and name of the file you want to create. Alternatively, you can click on to open a
selection window where you can search for a file.

Click on Export afterwards to start the data export.
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You will have to select the data that should be included in the export file (scenario):

& Export configuration l&

Export configuration
1 Please select the data you want to export.

Selection of the data to be exported

Runtime data

(] Al
[7] All without tickets

[] Orly customer data

Configuration data

Engineers

Admin-Toaol templates
Scripts

Templates

Word templates
Customer model

Queue related and other data

Ok ] [ Cancel

b

Fig. 2: ConSol*CM Admin-Tool - Deployment: Export Configuration

®* Runtime data
This refers to data that is stored as operating data, e.g. tickets and customer data.
° All
Ticket data and customer data is exported completely and the complete configuration is
exported. When you select the check box All, all other check boxes are selected automatically.
* All without tickets
The complete installation beside the tickets is exported, i.e. the customer data and the
complete configuration. When you select the check box All without tickets, all other check
boxes except for All are selected automatically.
® Only customer data
Only customer data (i.e. the customer data model and the actual customer data) is exported.
Nothing else. (The check box Customer model is checked automatically.)
® Configuration data
This refers only to the configuration in the Admin-Tool, no runtime data is exported.
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* All
The complete configuration is exported. When you select the check box All, all other check
boxes under Configuration data are selected automatically.

®* Engineers
Only the engineers with their data are exported. This also includes the roles the engineers
have been assigned.

® Admin-Tool templates
Only the Admin-Tool templates (see section Admin-Tool Templates for details) are exported.

® Scripts
Only the Admin-Tool scripts are exported (see section Admin-Tool Scripts for details).

®* Templates
Only the templates that are stored in the Template Designer (see section The ConSol*CM
Template Designer for details) are exported.

®* Word templates
Only the MS-Word templates are exported, this is only relevant when CM/Office is in operation
(see section CM/Office for details).

® Customer model
Only the data object group fields that are used to define the customer model are exported. No
runtime customer data is included.

® Queue related and other data
Only queue configuration and general configuration settings are exported (workflows, queues,
custom fields, enum values, MLAs, roles, views, properties, ...), in short: everything which is
not included above.

If you would like to export the complete configuration, select Allin the Configuration data section. The export
/import of subsets (e.g. templates only) is usually applied when selected data (e.g. from a test environment)
has to be transferred to another (e.g. live) system.
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21.3.2 Import

The general principle of ConSol*CM scenario import is:

® If the check box Delete existing data has not been selected, the scenarios are merged, based on the

following principles:

Data are only added, nothing is deleted.

If the imported scenario contains the same field/parameter as the original scenario, the value
from the imported one overwrites the one of the original scenario.

Example: For the field priority, there is the annotation position = 0;2 in the imported scenatrio.
The original scenario contains the value position = 2;2 for the field priority, i.e. in the resulting
scenario after the import, the value for position is 0;2.

If the imported scenario contains more parameters than the original scenario, the parameters
are added to the original one.

Example: In the imported scenario, there is the annotation visibility = none for the field
PersonlD. In the original scenario, the field PersoniD is present, but does not have the
annotation, i.e. in the resulting scenario after the import, the field Person/D will have the
annotation visibility = none and will thus be invisible.

If the imported scenario contains less data/parameters than the original one, the original data
will be present in the resulting scenario. Nothing is deleted.

Example: If the field PersonID in the imported scenario does no longer contain the annotation
visibility = none, but the original scenario does contain the annotation, it will remain, i.e. in the
resulting scenario the field PersoniD is still invisible.

Scripts and templates, the latest version (according to the time stamp) is used, no matter
from which scenario.

Objects are identified by an internal key (transfer key).

When an imported scenario contains an object with the same name but another transfer key,
technically, these are two objects, and the new object will be added from the import to the
original scenario (e.g. when a user Mr. Miller exists in both scenarios, there will be one user Mr
. Miller and one user Mr. Miller (1) in the resulting scenario after the import.

To make sure you can transfer another import scenario from the same source (test system),
you can delete the original Mr. Miller user and transfer the tickets to Mr. Miller (1), an operation
that is supported by the CM/Web Client. Then rename Mr. Miller (1) to Mr. Miller. Now, the Mr.
Miller user has the transfer key that originated in the import scenario and during the next import
, there will be no problem.

The general use case is: The transfer key is created by the ConSol*CM system and allows the
re-import and/or the update of the configuration data.

® |f the check box Delete existing data has been checked, the entire system is deleted, i.e. all existing
data are deleted. All data means:
® Configuration data
® Runtime data
That means when Delete existing data has been selected, it is not possible to preserve anything from
the original scenario. Everything is deleted! Only system properties are not deleted.
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The following parameters have to be set for an import operation:

®* Import-Archive:
Enter path and file name of the archive from which the data shall be imported. Alternatively, you can
click on = to open a selection window where you can search for the archive.
®* Mode:
Here you can choose what the import shall do if an error occurs:
®* Abort on error
This mode is recommended for production systems.
® Skip corrupt data
This mode is recommended for imports into test systems. It might even be reasonably applied
to production systems, because an unexpected error can lead to a corrupt system, but the
import continues even when an error appeared. The problem can be probably handled
afterwards in a short time. A new import might take longer to perform.
Example: A referenced object is not found, e.g. during the import of a view which references a
queue which cannot be found.
® Force import of corrupt data
Choose this mode only if you want to clone a system with corrupt data, e.g. on a development
server or if the support team is doing an error analysis.

Click on Import afterwards to start the data import.

21.3.3 Workflow Deployment (for Deployment Error Recovery
Only)

Usually, all operations concerning workflow design and deployment are performed using the Process
Designer. However, in case an error has occurred during workflow deployment, you can transfer the tickets
that could not be transferred into the new workflow using the following options.

First select the queue(s), then choose the transfer mode:

®* Remain at last activity
The ticket will try to stay at its position in the process:
® |f the activity and scope have not been changed, i.e. no change in position for the ticket.
® If the activity is no longer present, i.e. the ticket goes as far back in the process as it has to find
the last consistent position in the process.
® Restart process
The ticket goes back to the START node of the process/workflow.

Please read also the detailed explanation of the workflow deployment process in the ConSol*CM Process
Designer Manual.


https://wiki.consol.de/wiki/Bild:CM6_admin_icon_fileselector.jpg
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21.4 Related Topics

® Process Designer (see separate document ConSol*CM Process Designer Manual)
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22 CM6 Administrator Manual 6.9 - Script and
Admin-Tool Template Administration
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22.1 Script and Admin-Tool Template Administration

In this chapter, you will learn how to work with scripts and templates that are stored in and managed with the
Admin-Tool.

Scripts are used in various contexts in ConSol*CM, particularly in the Process Designer within workflows.
Please see the ConSol*CM Process Designer Manual for a detailed explanation concerning this topic.
However, various scripts are also stored in the Admin-Tool, in the Scripts section. This will be explained in
section Admin-Tool Scripts.

Templates are also stored in several locations, in the Template Designer and in CM/Office which can both
be accessed using the Web Client GUI and in the Admin-Tool. For explanations of the work with e-mail
templates using the Template Designer and for configuring CM/Office, please refer to section \Working with
Text Templates. For an explanation of templates in the Admin-Tool, please read section Admin-Tool
Templates.
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22.2 Introduction to Scripts in the Admin-Tool

273

® |ntroduction to Scripts in the Admin-Tool
® The Source Code Editor
® Script Types
® Scripts of Type Clone
® Scripts of Type Data Object Action
® Scripts of Type Data Object Condition
® Scripts of Type Default Values
® QOverwrite Mode for Default Values Scripts
® Scripts of Type Dependent Enum
® Scripts of Type E-Malil
® E-Mail Scripts for the Processing of Incoming E-Mails
® E-Mail Scripts for Outgoing E-Mails
® Scripts of Type Workflow
® Default Workflow Activity Script

Scripts are stored in the Scripts section of the Admin-Tool. They are written in Groovy and should only be

edited by experienced ConSol*CM consultants and administrators.

To work with scripts, open the Script and Template Administration in the Admin-Tool. The file card Scripts is

opened initially.
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£ CM6 Admin-Tool @ localhost

L e e

/o)

File Views Help
- —
A v 2 @ =N\ g o O o B <
| <+ Seript and Template Administration I
I Scripts | Template
Scripts Source
.AII script types v' F.lmort com. consol. cmas. comnot. nodel, content. MailEntry -
- - import com.consol.cnas.common.model, ticket., Ticket
Mame Type
AppendToTicket.groovy I
ChangeOutgoingMail. groovy E-mail # Description: Appends to 2 ticket.
CreateTicket.groovy #
CreateTicket.groovy.old *# Variables:
DeleteSpamTickets. groovy Workflow * - MuleMessage <codermsg</coder containing the incoming mail
IncomingMailRouting. groovy * — Loggear <codexlog</code> for logging
MailToClosedTicket.groovy # - Logger =codernailloge/coder for logging to mail log
sendMailToCurrentEnginesr.groovy Workflow # - 211 beans from the Spring context matched by name =
sendMailToMainContact. groovy Warkflow £y

if (maillLoy.isDebugEnabledi)) !
waillog. debug("Appending to ticket message fmeg”)

i

A7 get ticket

def existingTicketName = mailContextiervice.extractTicketNameFromMail (msg, TICKET NAME_

Ticket existingTicket = ticketService.getByName(existingTicketName)

if ('existingTicket) { —
throw new IllegalStateException("No ticket found with nawme fexistingTicketName™)

'

/¢ dppend xail entry to existing ticket
MailEntry mailEntry = mailContextiervice.prepareMailEntry (nsg); =

=l 1 5.

m | »

2 [CM_Administration]

%

Fig. 1: ConSol*CM Admin-Tool - Script and Template Administration

On the left you see the list of all scripts. The list can be filtered using the drop-down menu where the script
type can be selected. Two parameters have to be set for each script:

®* Name

This is the name by which the script will be referenced, e.g. from the workflow or from other objects

like queues.
* Type

The script type. One of the following possible script types has to be selected:

®* Clone

Script which is executed when the Clone option is selected for a ticket. Has to be assigned to a
queue. See section Queue Administration for details.

Data object action

Script which is executed when a data object action has taken place, see section Action
Framework for details.

Data object condition

Script which is executed to evaluate if a data object action should be offered in the Web Client,
see section Action Framework for details.

Default values

Scripts of this type are used to define default values, i.e. values that are (pre)set in data fields
when a new ticket is to be created. Please see section Scripts of Type Default Values for
details.
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® Dependent enum
Scripts of this type are used to define dependent enums, a structure that provides hierarchical
lists. Please see section Scripts of Type Dependent Enum for details.

® E-mail
Scripts of this type are used to manage incoming and outgoing e-mails. Please see section
Scripts of Type E-mail for detalils.

* Workflow
Scripts of this type are referenced from the workflow. Please see section Scripts of Type
Workflow for details.

The buttons below the list offer the standard Admin-Tool functionalities:

Add a script El
Edit a script _’|
Delete a script ﬂ
® Copy a script _|

On the right you see the Source Code Editor. The script that is selected in the list on the left is displayed.
Here you can write the script source code when you have selected the edit mode.
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22.2.1 The Source Code Editor

The Source Code Editor provides an editing panel with syntax highlighting. You have to check for correct
code yourself.

Source

import com.consol.cmasz. common.model. custonfield. ThitReferenceField -
import cow.consol,cnas.common.nodel.,custonfield.neta. FieldKey

import com.consol.cmnasz.conmnon.nodel. content. AttachmentEntry

import cow.consol.cnas.common.nodel, content, ContentEntryCategory

import com.consol.cmasz. commnon.model. content. MailEntry

import cow.consol.cnas.esh.wail.MailContextiervice

import javax.activation.DataHandler

import org.mule. transport.enail.MailProperties

import javax.mail.internet.MimeUrility

m

if (maillog.isDebugEnabled()) {
maillog.debug("Creating ticket from message fmsg™)

}

String contactlUnitType = "customer”™ A5 type of contact umit

String contactEmailFieldName = "email™ /S nape of contact unit email string field
String contactNaneFieldNawe = "name™ A name of contact umit name string field
String customerGrouplame = "CustomerGroup™ /S nape of contact unit customer group
String contactConpanyRefName = "companyRef’ A name of contact umit company reference field
String conpanylnitType = "company™ A tvpe of unit which represents company
String companyNaneFieldName = "namel™ 7 nape of company unit name string field
String conpanyNameFieldValue = "Con%ol¥ GmbH™ A name of company referenced by contact
String ticketQueueName = "HelpDesk lst Lewel™; /7 name of gueus for created ticket

String ticketPriorityFieldGroupName = "helpdesk_standard™  neme of queus field growp
String ticketPriorityFieldName = “"prioritcy™ A name of quens enum Yield

String ticketPriorityFieldValue = "normal™ 7 value of ticket priority spmum field

findContact = {

String email = majilContextiervice,extractMailFronField{msg) -
4 1 F

Fig. 2: ConSol*CM Admin-Tool - Source Code Editor

In the lower section of the Source Code Editor, there are the following buttons:

e Edit
Press this button to switch to edit mode in the Source Code Editor. When you open the Script and
Template Administration in the Admin-Tool, all scripts are in read-only mode to prevent an
administrator from changing something accidentally.

® Quit and save 2
Save the script and quit edit mode, i.e. switch to read-only mode again.

® Quit without saving =
Switch to read-only mode again, without saving the changes you might have made to the source code

* Open script from file
Import a script from a file. This will import the file and display it in the Source Code Editor. No checks
are performed.

* Save script to file
Here you can save the text of the script as a plain text file in the file system of the machine you are
working on.
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22.2.2 Script Types

In the following section, the possible script types are explained. Some examples are provided to give you an
impression of the potential of scripts in the system.

Scripts of Type Clone

In the Web Client, a ticket can be cloned (duplicated) using the Clone option in the ticket menu.

Ticket E:I'rtrint Display

Printer does not work

ServiceDesk | Work in progress
100245  Assigned to ServiceDesk, Susan | Open since 3/19/14 252 PM
normal Web Client
no
41414 12:00 AM
Groups Edit | Hide

P — = ~ o T — S -

Fig. 3: ConSol*CM/Web Client - Clone Option in Ticket Menu

In case the queue where the ticket is located uses a Clone script (see section Queue Administration), this
script will be executed when the engineer has clicked on Clone. The script can be used similar to a Default
values script (see respective section below): you can preset values in the ticket which will be created. In the
cloning process the values are pre-filled in the custom fields in the Web Client, i.e. before the ticket is
generated. The engineer can change the values if required.
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Ticket Edit | Clone | Print | Dizplay

: Printer does not work

ServiceDesk | Work in progress
100245  Assigned to ServiceDesk, Susan | Open since 3M%/14 2:58 PM

Prigrity normal odule  Web Client
Ask for no
D ed deadline  4M4M4 12:00
[ Europe
R €  Reguest Type
Complaint
Groups Edit | Hide
Conversations/Meetings. Orders Open Customer Tickets on Create Date
conversation_lisl - Date of meeting
MM2M4
1213114
orders_lsl  Hardware Contact person  Mumber
Medium printers  Mr. Miller 4
[T[EI[El Customers Add | Hide

Main

Mrs Mia Skydiver + WyCustomerGroup
Starship Operater Dr.

Special Forces

MySpaceCompany

C v MySpaceCompany

Milkyway 77

i Alderaan
http:hweww.consol.de

Engineers Add | Hide
o ServiceDesk, Susan assigned
Supervisor

Holler, Konrad -

[TI[5I[Z] Relations Add | Hide

referenced by

100254 User cannot activate product key
ServiceDesk | Pre-gualify ticket

Aszigned to ServiceDesk, Suzan | Open since 3/31/14 2:24 PN
tomer  Mia Skydiver

lote Connected?

7

LU

Fig. 4: ConSol*CM/Web Client - Original Ticket
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New Ticket

Printer does not work

Quevs: | ServiceDesk : Azsigned to: | ServiceDesk, St
Priority | nommal - Module  |Web Cliert
Reaction time [T] Ask for fesdback

elevel Mone w

Continent | Europe B2

Request Type  Request Type

Complaint :

Add row

Groups

Converzations/Mestings Orders Open Customer Ticketz on Create Date

[T[FI[E customers
Main
Mrs Mia Skydiver « WMyCustomerGroup

Starship Operator Dr.
Special Forces

Content

Add comment

Template none

B I US|=E=S

X X;

Add attachment

| DIV (default) + FontFamiy + FontSize

QA_MLA
v A
L]
|.s =

Fig. 5: ConSol*CM/Web Client - Cloning the Ticket (without Clone Script)

None

b
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@ Information:

When a ticket is cloned, the following data is transferred from the original ticket (compare the two
images above):

® the ticket subject

® the queue

® the engineer (if it was set)

® the values of all custom fields (ticket data section and group section)

® the main customer

® additional customers
When a ticket is cloned, the following data is *
the two images above):

not transferred from the original ticket (compare

® all ticket text:

® comments

® e-mails

® attachments
® the ticket history
® additional engineers
® ticket relations

@ Information:

Please keep in mind that in a Clone script, you do not work in the workflow context! That means
the workflowApi object (implementation of WorkflowContextService) is not available!

In the following example, the Clone script is used to reset the data field Desired deadline to avoid wrong
service dates in the (cloned) Service Desk ticket.

Clone script to reset custom field for desired deadline

ticket.set("serviceDesk_fields.desiredDeadline", null)
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When the script is assigned to the queue (Service Desk in the example), the field for the desired deadline is
empty when the cloned ticket is offered to the engineer. See following image:

Hew Ticket

Printer does not work

’7 [ Ask for feedback

-
li_f l_ = :’E < icdlle None « None «
|FJ.|rope |L[

Request Type

Complairt : =

Add row

Groups

Conversations/Meetings Orders Open Customer Tickets on Create Date

Customers Add

Main

Mr= Mia Skydiver + NyCustomerGroup
Starship Operator Dr.

Fig. 6: ConSol*CM/Web Client - Cloned Ticket (with Clone Script Assigned to the Queue)

Scripts of Type Data Object Action

See section Action Framework.

Scripts of Type Data Object Condition

See section Action Framework.

Scripts of Type Default Values

Sometimes it is required that a data field of a ticket has a certain value when the ticket is to be created, i.e.
when the engineer presses New ticket and the respective form is opened in the GUI, one or more value(s)
should be preset. This saves the engineer from setting the value every time, e.g. when the default priority is
normal, this can be preset. In case high or low is required, the engineer can switch to another value.

This ConSol*CM behavior can be achieved by using one or more Default values scripts. The default values
can be defined specifically for each queue. Please see the following example.
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New Ticket

Assigned fo -
opdule | Choose One El

Reaction tim [7] A=k for feedback

Category Mone -

Fig. 7: ConSol*CM/Web Client - New Ticket without Default Values

Without a default script, no value is set for the priority when an engineer opens the Web Client GUI to create

a new ticket.

To define a default value, the script of type Default values has to be created. First, we have to look up where
the respective custom field is to be found (in which custom field group and under which name) within the
Custom Field Administration. See section Custom Field Administration for details.

@ Information:

Please keep in mind that in a Default values script, you do not work in the workflow context! That
means the workflowApi object (implementation of WorkflowContextService) is not available!
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B smem, A=l 2.

File Views Help

- e Wy —
AZRFToOxeorN=0800 cHBO
Groups Figlds
Filter: | |[quueues v] Filter: |

Ticket data | Activity Form data
| MName Data type
Mame categories MLA field
feedback boolean
sales_standard module enum
auaifcaton
workaround quick_response boolean
feedback reaction_time date
queue_fields
[o]lc](e]le]M(+s] @)l (e)[m](®](e][s][s] L8
Assigned annotations Assigned annotations
MName Value Annotation group Name Value Annotation group
groupable true cmweb-common
|zortable true crmweb-common
reportable true dwh
field indexed transitive indexing
pasition 0;0 layout
enum field with ticket color ~ |true ticket display

= [CM_Administration]

Fig. 8: ConSol*CM Admin-Tool - Custom Field Administration

Since priority is an enum field (i.e. an ordered list), we have to check the possible values that can appear in
the list and to look for the required default value within the Enum Administration.
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£ CM6 Admin-Tool @ localhosi
| —
File Views Help

A ZHFTY 02z N=HB00 B o
&
-J

Type Group Value

Name Mame Mame Color

category Sales_priority low I
countryType i normal
domain qualification high I

feedback
hardware
module
origin
phoneType
product

| reaction
5_members

I | |sales_chance
|sa|u13h'on
software
version
workaround

e/2)le] @(e]|le)lz)le)] Eejjlc NEENEEE

= [CM_Administration]

Fig. 9: ConSol*CM Admin-Tool - Priority Values in Enum Administration

The group, the field, and the correct value can then be used in the respective Java method in the new script.

Saipts | Template
Scripts Source
[M = v] ':,icket.set("helpdesk_standard.priority","normal"] -
Mame Type

AppendToTicket.aroovy E-mail
ChangeOutgoingMail.groovy E-mail
CreateTicket.aroovy E-mail
CustomerXXDependentEnum Dependent enum
DDependentEnum Dependent enum
IncomingMailRouting. groovy E-mail
MaiToClosedTicket.aroavy E-mail

| MultipleChoiceDependentEnum Dependent enum
setDefaultPrioMedium. groovy Default values
A FimFanld

Fig. 10: ConSol*CM Admin-Tool - Include Group, Field, and Value in Script

In the Queue Administration we have to assign the script to the queue where the default value should be
used.
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& Edit queue

=)

Edit queue
i Please edit the queue's data.
Details
Queue: HelpDesk_1st_Level Workflow: |helpdeskl
Prefix: Calendar: :Sizndard -
FAQ: B Enabled:
Ticket assignment templates
Assign: .engineer-assigned-deﬁultmail - Unassign: "Eﬂgineer-removed-defaultmail ]
Scripts
E-Mail script: -
Default values script: .seﬂjeﬁultPrioMedium.groouy -
Clone script: I -
| Other
Description: = ]
Custom fields | Customer groups | Classes of text I Projects|
Assigned & Available =
LocationFieldsTable CustomerTicketlistFields
||feedback LocationFields
helpdesk_standard RequestType
qualification ServiceDeskDismissFields
queue_fields () SolutionFields
workaround am_fields
conversation_data
order_data
sales_standard
serviceDesk_fields
l Save ] [ Cancel
|

&

Fig. 11: ConSol*CM Admin-Tool - Assign Default Values Script to Queue in Queue Administration

When the engineer starts the create ticket operation now in the Web Client, the default value normal will be

set in the Priority field.

Hew Ticket
i
Cueue | HelpDesk 1st L= | Assigned to: [=]
o [Croose e [=]
Reaction time [C] Ask for feedback
Category MNone w
(e T Ta— -

Fig. 12: ConSol*CM/Web Client - New Ticket with Default Value
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@ Important information:

Please keep in mind that for every queue there can be only one Default values script. So if you
have to define various default values, they have to be defined in one script. You might want to
adapt the script name in this case.

In case the same default value has to be set in different queues and is set together with other
default values, this has to be coded in one script for each queue also.

Overwrite Mode for Default Values Scripts

By default the fields of a ticket that are pre-filled by a Default values script are not overwritten, i.e. when the
ticket is sent to another queue that has a different Default values script assigned, this second default script
will try to set fields that were already filled by the first script. Since this is not possible the default value of the
first script will be persistent.

If a Default values script should overwrite already existing values, the overwrite mode has to be activated.
To activate this mode insert the following code at the beginning of your Default values script:

i mport com consol . cmas. comon. nodel . ti cket. Ti cket Prot ot ypeCont ext
Ti cket Pr ot ot ypeCont ext . enabl eOverwri t eMbde()

Scripts of Type Dependent Enum

Dependent enums are hierarchical lists which provide a data structure similar to the one provided by MLAs (
see section MLA Administration). In contrast to MLAs, with dependent enums only one level at a time is
displayed. Depending on the value the user has selected in the list on this level, another list, the one on the
sub-level, is opened. There do not have to be sub-lists for every list entry, so in graph notation, the list might
be a combination of nodes and leaves. A dependent enum script is assigned to the custom field group where
it is required.

Please see the following example:

In help desk tickets a category can be selected. When the user has selected hardware a hardware sub-list is
displayed, when the user has selected software, the software sub-list is displayed. All custom fields have
first to be defined as regular enum fields. In the script, the value of the first level list is checked and,
depending on this value, another list is displayed in the second level. This can be used for as many levels as
required, but please keep in mind that the editing of the script will become more and more complex.

The Dependent enum script is placed in the Admin-Tool. Please ask our CM consultants for support when
creating and/or editing the script since this is a rather complex task.
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& CM6 Admin-Tool @ localho:

File Views Help
A K
- Script and Template Administration

Scripts | Template I

Bo
w0
i)
¥

= % & O O ol Ry

"

Scripts Source
Al script types _]||imort com.consol.cmas. conmon.uodel. custonfield.neca. Field¥ey -
Name Type def result = mew DependentErumMap ()
|AppendToTicket.groovy E-mail
(ChangeOutgoingMal.groovy Email /7 log. info("DEPENDENT ENUB{ SCRIPT EEACHED!({") —
(CreateTicket.groovy E-mail

|| | [incor groavy E-mail
MailToClosedTicket. groovy E-mail EnunFieldScriptContext categoryEnunContext = createEmwField('helpdesk_standard', 'categories_levell')

| categoriesHardAndSoftwa Depend EnunFieldScriptContext hardvareEmmContext = createEnuwField('helpdesk standard', 'hardvare categories level2')
loadContactData Data object action ErnumFieldScriptContext softvareEmumContext = createEnumField('helpdesk_standard', 'software_categories_level2')
setDefaultPrioMedium. groovy \Dev’au\tvalues

ticketBinding = {

m

result[categoryEmmContext.key] = gethllValues(categoryEmmContext, FILLED)
result[hardwareEmmContext.key] = getloneValues (hardwareEmmContext, HIDDEN)
result[softwareEnmContext.key] = getNoneValuesisof twareEnumContext, HIDDEN)

switch{categoryEnumContext. field?. value?.nane) {

| case 'hardvare':
| resultfhardvareEmmeontext.key] = gethllValues (hardvareEnunContext, FILLED)
1
| switch|categoryEnumContext. fields. value?.nane) { i

case 'software':
result[softvareEmmContext.key] = getAllValues[softvareEnunContext, FILLED]

¥
return resulc
i
if (binding.wariables.containsKey( 'ticket')) {
categoryEmmContext. field = ticket.getField(categoryEnunContext.key)
hardwareEnmmContext. field = ticket.getField (hardvareEnunContext.key) 2

[e][B)

||| & [CM_Administration]

BEE ()«

Fig. 13: ConSol*CM Admin-Tool - Dependent Enum Script

The Dependent enum script is assigned to the custom field group where it is required.
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& Edit group .

- =

Edit group
i Manage data and locales for group.

Group details

Name: |he|pde5k_s13ndard |

For all queves: []

T riheTEE |

Available =

categoriesHardAndSoftware

Localized values
Locale Value
glish(defa d tandard
German Helpdesk standard

Polish | |

[ ok J[ cond |

.

4

Fig. 14: ConSol*CM Admin-Tool - Assign Dependent Enum Script to Custom Field Group

In the Web Client the engineer only sees the sub-list of the value selected in the first level list.

Hew Ticket

| Printer does not work :

Queue: lm

Priority m
Reaction time li

Category lm

—_— ==

Azszigned to: E|

KModule | misc El

[7] A=k for feedback

hardware | Printer E|

categories

Fig. 15: ConSol*CM/Web Client - Sub-List of Category Hardware
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New Ticket

Problems with M5/Office
o Queue m Assigned to I—E|
Priorit Im Module m
eaction time li [] Ask for feedback

Fig. 16: ConSol*CM/Web Client - Sub-List of Category Software

Scripts of Type E-Mail

Scripts of this type are used for several functionalities. Some of the scripts are part of the default system

289

configuration and have to be modified according to the customer-specific system configuration. You can also

add your own scripts.

E-Mail Scripts for the Processing of Incoming E-Mails

When an e-mail is received by ConSol*CM, it is processed by several scripts, see following figure.

'3 & '3

— — —

@ @
¥ ¥

— ——

Mailbox 1 Mailbox 2 Mailbox 3

v V

@
v

|

| ]

Existing ticket still opm/ \?:isting ticket closed

[ ]

Fig. 17: ConSol*CM Admin-Tool - E-Mail Scripts
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®* IncomingMailRouting.groovy
Standard script. This is the first script that is executed when an e-mail comes in. Here, it is decided if
a new ticket has to be created or if the e-mail concerns an existing open ticket (then
AppendToTicket.groovy is executed) or if it concerns a closed ticket (then MailToClosedTicket.groovy
is executed). This script does not require any changes to adapt it for a customer-specific environment.

® CreateTicket.groovy
Standard script which is responsible for the creation of a ticket when an e-mail has been received in
one of the ConSol*CM-configured mailboxes (see section File Card E-Mail for details). When the
ticket subject does not match the regular expression for appending the e-mail to an existing ticket, this
script is performed. All e-mails which are received by ConSol*CM (and have not been assigned to an
existing ticket) are processed here, no matter from which mailbox they have been collected. In the
script, the default queue for incoming e-mails has to be defined, more values of custom fields can be
defined (like e.g. the default priority for e-mail tickets). Or decisions can be made in which queue the
new ticket should be created, depending on the TO address or other parameters. So usually, this
script has to be adapted heavily. Please ask a CM consultant for support concerning this task.

®* AppendToTicket.groovy
Standard script which is responsible for appending an e-mail to a ticket that already exists. The
assignment of the e-mail to the ticket is performed using the comparison between the ticket subject
and the required regular expression. Please see section File Card E-Mail for a detailed explanation of
this context. Usually no changes are required for this script.

®* MailToClosedTicket.groovy
Standard script which is responsible for handling the e-mail when it concerns a closed ticket. The
default system behavior is to create a new ticket for the customer (sender of the e-mail) and to create
a reference to the old/closed ticket. So usually, no changes are required in this script.

E-Mail Scripts for Outgoing E-Mails

For every queue, an E-mail script can be configured. Please see section Queue Administration for an
explanation how to configure this. An e-mail which is written from a ticket in this queue (automatically by the
workflow or manually by an engineer) passes through this script before it leaves the ConSol*CM system. So
in this E-mail script you can change or set queue-specific settings for the outgoing e-mail. A common use
case is the setting of a queue-specific Reply-to address in order to use team-specific Reply-to addresses.

An example of an outgoing E-mail script is the following script which is part of the CM default application:

® ChangeOutgoingMail.groovy
Standard script that is not in operation but serves as a template for outgoing E-mail scripts. You might
want to use them to configure queue-specific E-mail scripts.

Within the outgoing E-mail script, the Java object mailEntry is implicitly available as object mail. You have to
set all required attributes for the outgoing e-mail using the mail.setAttribute() or mail.setAttributes() methods.
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Example:

def queueRepl yAddress = "servi cet eam@ryconpany. cont

/'l you mght also use system properties for the queue-specific e-mail addresses and fetch an
/| address using the configurationService!

mai | . setAttribute(' Reply-to', queueRepl yAddress)

Common e-mail attributes are:

* BCC

®* From

® Reply-to
®* To

* CC

® Subject

In case you would like to read a very detailed description of the e-mail format, please refer to RFC 5322,

Scripts of Type Workflow

Scripts of that type are stored in the Admin-Tool, because they are used in numerous workflow scripts, i.e.
the code in the Admin-Tool script is needed more than once in one or more workflow(s). It is easier, less
error-prone, and less time-consuming to store the scripts at one central location (Admin-Tool) and just
reference them in the workflow(s) than to edit the same code at different locations in every workflow where it
is used. Furthermore, during workflow development the Admin-Tool script can be modified easily and the
change is in operation at once whereas when editing a workflow it has to be deployed first.

Please see the ConSol*CM Process Designer Manual for a detailed introduction to workflow programming. A
short example will be provided here.

This code in a workflow activity will only reference the script, e.g.:

scri pt Executi onServi ce. execut e(scri pt Provi der Servi ce. cr eat eDat abasePr ovi der ("
initializeEscal ationTriggers.groovy"))


http://tools.ietf.org/html/rfc5322
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In the Admin-Tool, the respective script is stored:

[o][c][e][B]

-
£ CM6 Admin-Tool @ cmb-demo.int.consol.de =ANCN X
File Views Help
a S = L @ P r
(3] v = = N ® < w | -« ]
- Scriptand Template Administration
Scripts | Template
Scripts Source
.AII script types - 1 F.lmort, java.util.* -
- . import com.consol.cnas.®
Mame Type import com.consol.cwas.conmon,nodel. ticket. Ticket

AppendTaTicket.groovy E-mail import com.consol.cnas.core.®
ChangeCutgoingMail. groovy E-mail import com.consol.cnas.core.sServer.service.¥
CreateTicket.groovy E-mail import com.consol.cwas.common.model.util.*
CustomerXXDependentEnum Dependent enum
IncomingMailRouting.groovy E-mail
MailToClosedTicket. groovy E-mail log.info("Executing STARTUP initializeEscalationTriggers.groowy ... ™)
MultipleChoiceDependentEnum Dependent enum

il || (dv Default values def tic = workflowhpi.getTicket() =
dv_overwrite Default values

Date now = mew Date()

A4 in millisecs:

A/ set initial value for trigger 1 to 1 k, trigger 2 to 2 hrs:
def time_add = 60 * 60 * 1000L

def time_addZ = 60 * &0 * 1000L * 2

def mycal = businessCalendariervice. getByName ("My Falenderl™)

def tic_create_date = tic.getlreationDate()

def escal_date = BusinessCalendarUtil.getBusinessTime (now,time_add,mycal)
def escal_dateZ = BusinessCalendarUtil.getBusinessTime (now,tine addZ,mycal)

if (wfl.ecquals("SD")) {
AAService Desk Triggers:
workflowhpi.reinitializeTrigger ("defaulticope/3D_Globalicope/Eskalationstrigger -

o) B [+][e]

& [CM_Administration]

Fig. 18: ConSol*CM Admin-Tool - Workflow Script

It is also possible to pass parameters (key-value pairs) to the Admin-Tool script. This is explained in detail in
the ConSol*CM Process Designer Manual.

Default Workflow Activity Script

For certain use cases it might be required to execute a script when a ticket has run through a workflow
activity. You might want to use this to display another ticket in the GUI after the workflow activity has been
executed. From a user's (engineer's) point of view, the GUI jumps to the next ticket. The latter can be a child
ticket or another ticket in a list, depending on the use case.

The system behavior is defined in an Admin-Tool script. The name of the script has to be set in the system
property cmweb-server-adapter, postActivityExecutionScriptName, see Appendix C (System Properties).
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This script is executed after every %\ workflow activity. That means you have to insert all control
mechanisms and intelligence into the script:

® After which activity the script should do something?
(for all other activities, nothing will happen)
® What should happen?

Example: Jump to the next ticket in a list.

cmweb-server-adapter postActivityExecutionScripthiame postActivityExecutionHandler

[t e e e [t s s s | |
cmweb-server-adapter pagemaplLockDurationInSeconds &0 ‘ H ‘

cmweb-server-adapter queuesExdudedFromGs

Fig. 19: Property for Definition of postActivityExecutionScriptName

- Saipt and Template Administration

Scripts | Template

Saripts. Source™

.NI saript = v' import com.consol.cnas.common.model. ticket. Ticket &

Name Type
AppendToTicket.groovy if(activity.getName (].equala("defaulticopesnisaing part data/jump to sub_regqueat”™)] { I

Egoinghiai. groovy
CreateTicket.groovy }
CreateTicketduto. groovy Emai i
JTA_ = StandlardP: ist.groovy if (actiwity.getMame().equals("defaulticope/ready_to_provision/back_to_parent”)) { I
ITA_ groovy
ITA_PadtageSelection. Groovy |Dependent enum return relations[0].getSourceTicket()
ITA_Reguest Defaultiaties Defzult values 1
ITA_ljpdateSelectedPackages. groovy " P N " L PR
JmporiCSVIRENUP: telblaiz.groovy Workflow if (activity.getName().equals(“defaulticope/ready to_provision/next subrequest™)) {
ImporiHardvare.groovy
ImporiServices.aroovy . ;

return findFirstSubRecquestThatNeedsData(parent B

IncomingMaiRouting. groovy ) ™ tp ! Check after which workflow
Incomi outing_old.groovy activity there should be more
MaiToClosed Ticket. groovy actions
ServicesHardwarelsts.groovy Dependent enum
caloua tePriority. groovy
dleanHardwarelist.groovy
deanServicest sE.groovy def Ticket findFirstSubRequestThatMNeedsData(regTicket) {
defeieCustomersiVithoutTidkets. groovy Workflow relations = ticketRelationSerwice.getByTicket(regTicket, null, null)
deleteCustomersWithoutTidkets_old. groovy Workfiow for (subRegRelation in relations) {
invtiaizeCscalationThiggers. aroovy subBeqg = subRegRelation.getTargetTicket()
| postActivityExecutiontandier if (subReq.getScopelnfo().geticope().getlame (). equals ("defaulticope/user_data_needed”)) {
sendEscalation2Mad. groovy return subReqg | 4
setCRGr ity groovy Workffow

setintialEnumssD Default valies )
sefMaibestsetipungen Ves Deefault vakes ) Method which should be executed, called
setPrioDefault from code blocks above

it £ Default valies

stari it ionOfEscalaton Triggers.groovy "

m

Sidefault: return current ticket
return ticket

Return the ticket

HE AN
Fig. 20: ConSol*CM AdminTool - postActivityExecutionScript
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22.3 Introduction to Templates in the Admin-Tool

® |ntroduction to Templates in the Admin-Tool
® The Admin-Tool Template Editor
® Working with Admin-Tool Templates
® System Templates
®* Templates for Definition of Contact Format in GUI
® Ticket Assignment Templates
® Custom Defined Templates

In ConSol*CM, several types of templates are used:

® E-mail and text templates
Stored either in the Template Designer or in the Script and Template Administration of the
Admin-Tool.
®* Non-e-mail templates
(e.g. templates for representation of contact data)
Stored in the Script and Template Administration of the Admin-Tool only.

In this chapter, the templates in the Script and Template Administration of the Admin-Tool will be explained.
Please see section The ConSol*CM Template Designer for a detailed introduction to the Template Designer
(where e-mail and text templates are created and stored).

Admin-Tool templates are written according to the FreeMarker notation (see FreeMarker web site) and
should only be edited by experienced ConSol*CM consultants and administrators. A ConSol*CM standard
installation already contains system templates and some example templates which might help you as an
administrator to define new templates for your special use cases.

22.3.1 The Admin-Tool Template Editor

To work with templates, open the Script and Template Administration in the Admin-Tool and switch to the
Templates file card.

In the templates list, all templates are listed with:

®* Name
A template is referenced by its name when it is referenced by other objects.
®* Group
Groups help you sort the templates in the templates list. They do not have a technical implication.

To open a template in the editor panel, mark it in the list and open it by clicking on the edit button _’| . Each
template must have a name, whereas the group name is optional.

If your system works with various languages, you can define each template for each language. Use the
drop-down menu Language above the editor panel. According to ConSol*CM standard behavior, the ConSol
*CM/Web Client will display the template for the configured locale of the web browser. If there is no template


http://freemarker.org/
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for this language, the default language will be used. Each template always has to be defined for the default

language.

2 CM6 Admin-Tool @ embdoku-cmLint.conscl.de

51 [ |

File Views Help
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Resellercompany-searchresult-template
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cmas-dev-close-mail

company standard-template

company-ticketlist-template
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empty letter

engineer description template name

engineer profile description template name
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password-reset-template

representation_info_email_html
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search-company-template

search-customer-template
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Source

Language Engisch

IE(Resellarcampany.getFieldValue("ResellarcampanyData","company_name"] !} s{ResellecrConpany.

ticket-mail-example-2

[e][&] o))

<

T ol

4 [CM_Administration, Workflow_Admin]

Fig. 1: ConSol*CM Admin-Tool - Template Editor

22.3.2 Working with Admin-Tool Templates

The Admin-Tool templates represent a template pool. Each template can be referenced from different

modules of the system and is always referenced by its name. In the following paragraphs, all modules where
templates can be used are explained. Within a template the data object group fields and custom fields are

referenced by group name and field name, e.g. the company name within the data object group
ResellerCompany will be referenced as shown in the following example.

${ Resel | er Conpany. get Fi el dVal ue(" Resel | er ConpanyDat a", " conpany_name") !}

For a detailed explanation of the work with custom fields, please see section Custom Field Administration.

Data object group fields are explained in section Setting Up the Customer Data Model.

©, Attention:

Do not use line breaks in template statements!
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System Templates

A default ConSol*CM installation comes with several system templates. They are used in standard situations
like error messages to an administrator. Please see the following list for an overview of the system templates

® attachment-type-error-mail-template
An e-mail with this template is sent to the e-mail administrator (e-mail address given in system
property mail.process.error) when the attachment type of an incoming or outgoing e-mail is not
supported and thus the e-mail cannot be processed.

® cmas-dev-close-mail
Not used and will be removed in one of the next ConSol*CM versions.

® engineer description template name
Template used to render the engineer label, e.g. ticket owner.

® engineer profile description template name
Template used to render the label on a header of the page, next to logout button.

® index-error-mail-template
Not used and will be removed in one of the next ConSol*CM versions.

® password-reset-template
Template for the body of the e-mail which is sent when a user requests a password reset (on login
page).

® representation_info_email_html
All e-mails sent by CM6 to the represented engineer are also sent to the representing engineer (see
Global Permissions: Representation Permissions in section Role Administration). The template is
used to configure the text which is added to the forwarded e-mail.

® representation_info_email_plain_text
Same as above, as plain text.

Templates for Definition of Contact Format in GUI

The appearance of contact data (e.g. name, phone number, and room number or name and forename only)
in different sections of the Web Client GUI can be formatted using templates. The definition has to be made
for each data object so that specific templates can be used within each customer group. The configuration of
templates for a data object is explained in section Parameters for Data Objects. Section Templates for
Customer Data provides a detailed explanation of the templates used for customer data.

In the following example, the contact data within the ResellerCustomer data object should be represented in
the standard template with first name and name.
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?{ME@QE
File Views Help

4 F — — (h
(1] kS & @ N > & ® O o3 IR

< Seript and Template Administration

Scripts | Template

Template Source

Language .Englisch |
| | MName Group - >

il BasicCustomerEmaiTemplate s <#if ResellerCustoner.getFieldValue ("Resellerfustonerlata”,"custoner nawe” ) *has_content ss 1=
CMPhoneCustomerDetailsTemplate
CMPhoneCustomerListTemplate

DirCustCompany-standard-template
DirCustCustomer-standard-template

ResellerCustomer-standard-template
=

Reselercompany-searchresult-template
| attachment-type-error-mai-template
cmas-dev-close-mail
company-standard-template

Frmnany-ticketlist: late UL | >

i |[e)(c)[e)B)] o) B (]

| = [CM_Administration, Workflow_Admin] |

Fig. 2: ConSol*CM Admin-Tool - Example of a Contact Format Definition Template

Example of a contact format definition template

<#i f Resel | er Cust oner. get Fi el dval ue(" Resel | er Cust oner Dat a", "cust oner _nane") ?has_content &&
Resel | er Cust oner . get Fi el dval ue(" Resel | er Cust oner Dat a", " f or enane") ?has_cont ent >${

Resel | er Cust oner . get Fi el dval ue(" Resel | er Cust oner Dat a", "cust omer _nanme") !}, ${

Resel | er Cust oner . get Fi el dVal ue( " Resel | er Cust oner Dat a", "f or enane") ! } <#el se> ${

Resel | er Cust oner . get Fi el dVal ue(" Resel | er Cust oner Dat a", " cust oner _nane") ! } </ #i f >

Customer: Luke Skywalker
e

s5UP-91 Assigned fo: Huber, Harald

Fig. 3: ConSol*CM/Web Client - Example of a Contact Format Definition Template

Ticket Assignment Templates

In the queue administration (see section Queue Administration), ticket-engineer-assignment templates can
be selected. There are templates for the two use cases assign and remove. The assign template (Assign) is
used as text template for an automatic e-mail, which is sent by the system to the (new) engineer when a
ticket is assigned to the engineer. The remove template (Unassign) is used as text template for an automatic
e-mail which is sent by the system to the (old) engineer when a ticket has been removed from the engineer.
You have to write and save the templates here in the Template section first. Then they will be available in
the drop-down menu in the Ticket assignment templates section of the queue administration (see section
Queue Administration).
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- Saiptand Template Administration

Tempiate Source

o [ Language [Englsh »
jattachment-type-error-mai-template
lattachment-type-error-mai-template (1)
(cmas-gev~dose-mail

(company standard-template
(contact-tiketist-template
(customer-standard-template

4 (ticket. subject}”

ption template name
Gescripton template name
Foult

Please take care.

password-reset-template
representation_info_emai_himl
representation info_email_pisin_text
fseardh-company -template
search-customer template

Sgnature

lcket-mai-example-1
ficket-mai-example-2

<Hsetting number_fornat="0. ##FFHE"F>
The ticket #(ticket.name}

pubject: Ticket #4 (vicket.name) assigned to you

URL: htep://localhost:8080/ cm-client/eicket /maus /6 (ticket. naue)

has been assigned To YOW by <Hif enginesr_exec??>§ (engineer_exec.naue)<fielse>the vorkflow</Hifr <HLE engineer oldz7>(former engineer: §(engineer_old.name})<Helse>(ne foruer engineer)<fHitr

Fig. 4: ConSol*CM Admin-Tool - Example of an E-Mail Template for Ticket Assignment to an Engineer

r

£ Edit queue

| = |

Edit queue
i Please edit the queue's data.

Details

Queue: HeIpDesk_lst_Leveﬂ
Prefix:

FAQ:

Workflow:

Calendar:

Enabled:

helpdesk 1

Ticket assignment templates

Assign:

_engineer-assigned-defaultﬂﬂail

E-Mail script: I
Default values script: :du

Other

Unassign:

engineer-removed-default-mail

Description:

Custom fields | Customer groups | Classes of text | Projects|

Assigned =
feedback

Available -~

dependent_enum

helpdesk_standard

fag

qualification

numbers

queue_fields (*)

sales_standard

workaround

Cancel

[

Fig. 5: ConSol*CM Admin-Tool - Configuration of a Ticket Assignment Template for a Queue

Custom Defined Templates

A ConSol*CM administrator or workflow developer can define any template that is required and store it in the
Script and Template Administration. When you use it in automatic e-mails which are sent by a workflow
activity, you can always use the workflow API renderTemplate() method to reference a template. However,
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most e-mail templates should be managed using the Template Designer (see section The ConSol*CM
Template Designer). There are only very few use cases which might require that e-mail templates or parts of
e-mail templates have to be stored in the Script and Template Administration of the Admin-Tool.
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23 CM6 Administrator Manual 6.9 - Working with
Text Templates
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23.1 Working with Text Templates

Text templates are pre-defined texts which an engineer can open and either use as-is or modify. Text
templates may be used for e-mails where text, headers, and footers can be specified. Another example are
documents which have to be edited using MS Word.

In both cases, the templates do not offer only texts but certain data fields can also be pre-filled with data
from the ticket, e.g. customer name or ticket subject.

ConSol*CM includes two modules which provide text templates:

®* The Template Designer for editing and managing e-mail templates (see section The ConSol*CM
Template Designer)

and

®* CM/Office for editing and managing MS Word templates (see section CM/Office).
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23.2 The ConSol*CM Template Designer

® The ConSol*CM Template Designer
® Introduction to the Work with E-Mail and Ticket Text Templates
® E-Mail Templates
* Why E-Mail Templates?
® E-Mails in ConSol*CM
® Ticket Text Templates
® Why Ticket Text Templates?
®* Ticket Text Templates in ConSol*CM
® E-Mail and Ticket Text Templates in ConSol*CM
® E-Mail and Ticket Text Template Components
® Storage and Management of E-Mail and Ticket Text Templates
® E-Malil Templates
® Ticket Text Templates
® Introduction to the Template Designer
* Work with the Template Designer
® Basic Template Designer GUI: The Template Library
* Filter
® Context
® List
® Create a New Template
® Create a New Letter
® The Library of Markers
® Create a New Include or Workflow Include
® Create New Text Blocks
® Create and Use a Script
® Binding Templates to Queues or to Specific Parameters
¢ Hard and Soft Binding
® Migrating Templates from CM Version 6.8 and Less to CM Version 6.9 and Up
® Page Customization for E-Mail Template Functionalities

23.2.1 Introduction to the Work with E-Mail and Ticket Text
Templates

Using the Template Designer, two types of templates can be defined:

® E-mail templates for e-mails written from the ConSol*CM system
®* manual e-mails (written by an engineer using the Ticket E-Mail Editor)
® automatic e-mails initialized by the system (e.g. sent by a workflow script when a certain
workflow activity is executed)
® Text templates for ticket texts
® during ticket creation
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® during ticket editing

E-Mail Templates

Why E-Mail Templates?
When a system works with e-mails, several criteria have to be considered. If all those requirements are met,
e-mail templates are a very helpful tool in every-day working life.

® The e-mails have to have a strictly defined layout, usually according to a company's ClI (corporate
identity).

® The texts have to follow the company's letter/text guidelines.

® Texts that are used very frequently have to be provided by templates in order to save time and to
avoid typos and other errors while typing the text.

® Customer-, system-, and engineer-specific data have to be integrated into the text.

® The template management should be performed by an administrator and/or power user. No system
configuration by the software company should be required.

ConSol*CM provides the function set to take all those criteria into consideration.

E-Mails in ConSol*CM

E-mails are used for core functionalities in ConSol*CM. Those functionalities have been described in detail
in chapter File Card E-mail, so here, only a short review is given.

ConSol*CM can receive and send e-mails. Sending e-mails can serve various purposes:

®* An engineer writes an e-mail directly from the ticket, using the Ticket E-Mail Editor.
This can be an e-mail to the customer, to a co-worker, or to any other person with a valid e-mail
address. Often, there are standard texts which are used every day for several recipients. To avoid
typing the same text over and over again, ConSol*CM offers e-mail templates. These are text
templates where parameters like customer name, ticket number or engineer name and phone number
can be integrated. When the template is used, the system fills in the parameters automatically with
the valid data from the current ticket. The engineer can add more text or modify the text as required,
so e-mail templates are not static but dynamic.
E-mails which are sent manually either do not use a template or are based on a template from the
Template Designer. Templates from the Script and Template Administration of the Admin-Tool are not
available here.

® The system sends an e-mail automatically.
This can be an internal e-mail like a reminder for an engineer when the ticket has entered the
escalation status or an internal e-mail to a supervisor when a ticket needs approval to be continued.
Or it can be an external e-mail to the customer like a confirmation of receipt or a notice that a ticket
has been solved. The e-mail is generated automatically based on the respective e-mail template.This
can be an e-mail template from the Template Designer or from the Script and Template
Administration of the Admin-Tool.
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Ticket Text Templates

Why Ticket Text Templates?
Using ticket text templates, i.e. predefined text segments you can access when you create or edit a ticket,
serves several purposes:

You as ticket engineer save a lot of time by not typing the same text over and over again.

You do not risk forgetting important points (e.g. in questions for a pre-qualification when you talk to
your customer on the phone).

You do not have to worry about typos.

You do not have to look up ticket and/or customer data, because all data is integrated into the text
automatically.

Ticket Text Templates in ConSol*CM
Ticket text templates are defined very similar to e-mail templates. Only the Used within parameter is set in a
different way.

Attention:

Technically, there is no difference between e-mail and ticket text templates! So for each template
you as an administrator can decide if the template should be used as ticket text template, as e-mail
template, or both.

E-Mail and Ticket Text Templates in ConSol*CM

E-Mail and Ticket Text Template Components

In e-mail and ticket text templates in ConSol*CM you can use free text and all data that is available for a
customer, an engineer, and/or the ticket. In section The Library of Markers all available components will be
explained.
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Admin Tool Template Designer in Web Client

Data field value

Ticket data

Contact data
Data field value

Engineer data Text block 1

Custom defined data 4
Data field value
Data fields \ Text block 2

Data field val
ata field value Include

Data field value

Fig. 1: ConSol*CM - Availabe Components / Data for E-Mail Templates

Please refer to the ConSol*CM User Manual section Creating a New Ticket, Editing a Ticket, and Writing
E-Mails from a Ticket for a detailed description how to use the ticket editing functionalities and the Ticket
E-Mail Editor.

Storage and Management of E-Mail and Ticket Text Templates

E-Mail Templates
E-Mail templates are stored and managed at two different locations in ConSol*CM:

1. Inthe Template Designer
2. In the Script and Template Administration of the Admin-Tool (this will not be treated here, but in the
respective section of this manual; see Admin-Tool Templates)

Ticket Text Templates
Ticket text templates are stored and managed at two locations in ConSol*CM:

1. Inthe Template Designer (here, ticket text templates are managed)
2. In the CM/Office Designer (here, MS-Word documents can be stored for use with CM/Office, see
section CM/Office)
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23.2.2 Introduction to the Template Designer

The ConSol*CM Template Designer is a Web Client-based tool for the creation and management of e-mail
and ticket text templates. See section Work with the Template Designer.

[ orse e |

Templates New

Template library

Fiter
Active [F]

For ’—
qucue Choose One[=]
Used ’7
{ s | Choose One [=]

Context

T MNone «

< MNone

Group Template Lanquage  Tvbe None None Usage  Usedwithinworkflow Used withinemail  Used within ticket creste  Used within ticket edit
Rickfrage  Catalogue 1 0.0.1 + en Text Block 0 no yes yes yes
Rickfrage Catalogue2 0.04 ~ en Text Block 0 no yes yes yes
Rickfrage  Katalog PC 0.04 + de Text Block 0 no yes yes yes
Vertrag New: offer 004 de Text Block 0 no yes yes yes
Werbung  New products 0.0.4 ¥ en Text Block 0 no yes yes yes
general SalutationScript 0.0.1 en Script 0 yes yes yes yes
algemein  Signatur Company 0.04 ~ de Include 0 no yes yes yes
allgemein  Signatur standard (E-mail standard) 0.0.1 ~ de Letter no yes no no

Fig. 2: ConSol*CM/Web Client - Template Designer

Every user who has been assigned a role with the permission Write template can access the item Manage
templates (which opens the Template Designer) in the main menu.

2 CMB6 Admin-Tool @ localhost, [l o s s S s ® RSN

File Views Help

s CF Sz 53 N — P r]
'3 v 22 @ Wy o ® < o .
"= Role Administration
Roles 6 roles | Queus Permissions| Global Permissions | Customer Group Permisa’onsl Views | Engineer Functions|
Filtar: :.MI queues - Global Permissions
[] Administrate
Mame |
- . Workflow Permissions

CM_Administration

Kontaktmanager [ Read workflow

ServiceQueue

SpamAdmin [ wirite workflow

Templatemanager

Workflow_Admin O

Template Permissions
Write template

Representation Permissions

[] Configure representation

Track User Permissions

[] Access tickets of the own company

[o]le] B |

| | 2 [CM_Administration] |

Fig. 3: ConSol*CM Admin-Tool - Permissions for Role Templatemanager
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(v Consulting Best Practice:

We recommend to create a role (e.g. Templatemanager) that has only the permission Write
template, no queue permissions or other permissions are granted. Every user who should have
access to the Template Designer can be given this role. That way, there is no merge between
regular user permissions and Template Designer permissions and you can grant and retrieve the
template manager permission in a very flexible way.

When the permission has been granted, the user has access to the main menu item Manage templates.

ConSol-=
-JIVI LY Logged in: Charly Chef | +

| Overven |

Fig. 4: ConSol*CM/Web Client - Main Menu with Template Designer Access

23.2.3 Work with the Template Designer

Basic Template Designer GUI: The Template Library

When you open the Template Designer, the Template library is displayed:

Templates News

Template library

Active
For
o= Choose One j
Used
within | Choose One :
None
None -
Group Template Language Tvpe None None Usage Used within workflow Used within email Used within ticket create Used within ticket edit
Vertrag Ablehnung, Vertrag abgelaufen 0.0.4 + en Letter 0 ne yes no ne
Vertrag Annahme, Vertrag abgelaufen 0.0.1 de Letter 0 no yes no ne
algemein  BegriBung 0.0.4 + de Include 0 no yes. yes yes
Rickfrage  Catalogue 1 0.01 ~ en Text Block 0 no yes yes ves
Rickfrage  Catalogue2 0.0.1 + en Text Block 0 no yes yes yes
Riickfrage  Erinnerung 0.0.4 + de Letter 0 no yes. no na
Rickfrage Initiale Rickfrage 0.04 + de Letter 0 no yes no ne
Riickfrage  Katalog PC 0.0 + de Text Block 0 no yes. yes yes
general MyNewtemplate 0.0.1 + en Lefter 0 no yes no no
Vertrag Mew offer 0.0 ~ de Text Block 0 no yes yes ves
Werbung  Mew products 004 en Text Block 0 no yes. yes yes

Fig. 5: ConSol*CM/Web Client - Template Designer GUI

A list of all existing templates is shown.
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Filter
You can filter the displayed list entries by using the filters in the upper part of the page:

® Active
Only active templates are displayed (i.e. deactivated templates will not be seen).

®* For queue
Only templates which have been assigned to the selected queue will be displayed. Only one queue
can be selected. The display of templates which have not been assigned to a certain queue will not
be affected here. They will be displayed.

® Used within
Only the templates of the selected type will be displayed, i.e. e-mail, workflow, ticket texts (creation or
editing). Only one type can be selected.

Context

This provides another kind of filter. Here you can select ticket data. For each selected criterion, one of the
columns named none in the list will be named according to the selected parameter. For the templates where
the selected custom fields are used, this will be indicated in the list.

List
The list contains the following columns. It can be sorted according to a column by clicking on the column
header. Another click will reverse the display order.

®* Group
The group of a template does not have any technical or functional implications, it is only used to order
the list in a certain way, i.e. to group templates with a common context.
®* Template
The template name. This is also used in workflows to indicate the required template and it is
displayed in the Ticket Editor in the template selection.
¢ |Language
The language that has been selected during creation of the template (can be modified). The web
browser of an engineer will display the template according to the browser locale. So when you need a
template in different languages, make sure to set this value correctly.
* Type
There are five different types of templates which will be explained in detail in the subsequent sections:
* Letter
This is the basic form of a template. Letter templates are offered in the Ticket E-Mail Editor and
can be used as workflow e-mail templates. All other template types are only sub-components
of a letter.
® Include
This is a sub-component of a letter which can be used in letters. In this way, you can use the
same text in several templates. A typical example is the signature of a company which is used
in every other template. The signature should be defined as include and then be integrated in
all other (letter) templates where the signature is required. Thus, the template administrator
has to maintain the signature at exactly one location and can be sure that it is used in every
other template correctly.
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® Workflow Include
This is the same as an include but used only for workflows.
* Text Block
This is also a sub-component of a letter. It can be checked or unchecked during the writing of
e-mails, i.e. the text will be displayed or not. A good example is the first analysis in a help desk
team where the same questions are sent to every customer. One text block can contain
hardware questions, one software questions. Depending on the purpose of the e-mail, the
engineer uses either one.
® Script
This template type is only available for administrators (i.e. a user who logs into the Web Client
using an administrator account). Here, intelligent templates can be constructed like a template
that sets Dear Sir for a male and Dear Madam for a female customer, depending on the value
of the field salutation.
® Context (here None)
Can be used to define dependencies or conditions (e.g. field values). Only when the condition is met
the template is offered in the Web Client GUI, e.g. the template is only offered for tickets with high
priority.

® Usage
Indicates how often the template is used.
® Used within workflow
Boolean. A template can be marked as workflow template. Then it is not available in the Ticket E-Mail
Editor but can only be used by the workflow for automatic e-mails.
® Used within email
Boolean. All templates which have been marked as Available in Email will be marked yes.
® Used within ticket create
Boolean. All templates which have been marked as Available in Ticket create will be marked yes.
® Used within ticket edit
Boolean. All templates which have been marked as Available in Ticket edit will be marked yes.

For every template you can select an operation by using the context menu:

ServiceDeskTemplates  Pre-gualify questions 0.0.1

qenera

Edit

general SalutationScript 0.0.1 + [ Disable

allgemein Signatur Company 0.0.1 Delete

allgemein Signatur standard [E-mai§ Clone
general TEST 0.041 - Use a= e-mail standard
general receipt_notice_ServiceDesll Use as comment standard

Fig. 6: Template Designer - Context Menu of a Template

* Edit

Edit the template. The same functionalities as described for creating a new template are available.
® Disable

(or Enable for disabled templates)

Only enabled (= active) templates are active and available in the system.



310 ConSol*CM Administrator Manual (Version 6.9, up to 6.9.3)

® Delete
Delete the template. This is not possible when the template is used by a workflow or when an include
or text block is used in other templates (/etters).

®* Clone
Create a copy of the template. A new name is required in this case.

® Use as e-mail standard
(or Unset standard for the current standard template)
Only one template can be marked as standard e-mail template. This will be automatically inserted into
any e-mail that is opened in the Ticket E-Mail Editor. It can then be removed by the engineer or used
in the e-mail. Usually a signature or footer is defined as standard template.

® Use as comment standard
(or Unset standard for the current standard template)
Only one template can be marked as comment standard template. This will be automatically inserted
into a comment that is opened in the Ticket Comment Editor. It can then be removed by the engineer
or used for the comment.

@ Information:

A standard template must not contain text blocks or variables.

Create a New Template

Here, an example for an e-mail template is shown. The same principle can be applied to ticket text templates

Create a New Letter

To create a new template, click on the New link in the Template Designer GUI. In the GUI, you can enter all
parameters for the new template. In our first example, a letter is created which serves as confirmation of
receipt for the customer. It can be automatically sent from the workflow or be used in the Web Client.
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Template

Fig. 7:

Details

tle |receipt_notice_ServiceDesk

| ServiceDesk Templates |E| *  Addnew group

0.0.1 *E[F [+

quage | English [~]
Active
Type | Letter
Available "Email’
Body
B I US&S | E E E E |DIII' (default) « FontFamily |+ FontSize " A __ ’
X X, | = | = | Q @ =

Dear [salutation] [Acad. title][Lastname],

we hawve received your request concerning [Subject]. It is treated with number [Name].
We will get back to you as soon as possible.

Library of markers

Ticket b » Begrifung (de) -

Engineer 3 Signatur Company (en)

Additional parameters

Includes 3

Text blocks b=

Workflow includes

Scripts [ S -
AdA narametar Imzart

ConSol*CM/Web Client - Create a New Template

Title

The name of the template.

Group

The group (see previous section). You can either use an existing group or create a new one.
Release

If you want to set up a versioning system for the e-mail templates, you can set the release, i.e.
version, here.

Language

Choose the language of the template. This can be important, if you work in an international team.
ConSol*CM can be used in as many languages as required, this can be configured using the
Admin-Tool and in the Process Designer. To make sure the e-mails are sent in the correct language,
the corresponding locale has to be set here.

Active
Select if the template should be active (= enabled) or inactive (disabled). This can be changed later,
so you can design a template and work on it and set it active when you are finished.
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* Type
Select the type (letter, include, text block, script) of the template. See previous section for explanation

® Available in
* Workflow
Select if the template should be available in workflows (i.e. not available in the Ticket E-Mail
Editor).
®* Email
Select if the template should be available in e-mails.
® Ticket create
Select if the template should be available during ticket creation.
* Ticket edit
Select if the template should be available when the ticket is edited.
®* Body
Here you define the content of the template/letter. You can combine any free text and components of
the Library of Markers (below the body, see section The Library of Markers for details). Write the text
and select the desired element from the library by clicking on it and by pressing Insert.
®* Binding
Here you can define one or more
® queue(s)
® context(s)
where the template should be available, see section Binding Templates to Queues or to Specific
Parameters for details.
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In the Web Client GUI, i.e. in the Ticket E-Mail Editor, the template receipt notice_ServiceDesk would have
the following layout:

Comment E-Mail Attachment Time booking

New E-miail

show Cc | show Beo

| " Pepper,” g pepper@berdey-consulting.com:

|cmdoku1 @consol de

|T|cket (100262) Intemet does not work

receipt_notice_ServiceDesk

Dear Mrs Pepper,

we have received your request concerning Internet does not work. It is treated with
number 100262.
We will get back to you as soon as possible.

m

Best regards,

Susan ServiceDesk

ConSol* Software GmbH
Franziskanerstralfe 38

21669 Minchen

Tel: 089 / 45841/ Fax: -111

Send
Cancel

Fig. 8: ConSol*CM/Web Client - E-Mail Template in Ticket E-Mail Editor

The Library of Markers
The Library of Markers provides a collection of all data fields that are available in the system. These are:

® Default fields
Like queue or engineer with all corresponding data like queue name or engineer forename or
engineer lastname.
® Ticket custom fields and/or data object group fields
That have been designed specifically for the system like e.g. customer service number.
®* Components of the Template Designer
That are used in other components, e.g. includes or workflow includes.
® Scripts
That have been defined by an administrator and can help provide content in a dynamic way.

The following table provides examples for fields that could be found in a system. The names displayed in the
Library of Markers are the localized names of the custom fields resp. of the data object group fields. If no
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localization is provided, the (technical) field name is displayed. If you would like to re-read the information
about custom fields, please refer to chapter Custom Field Administration. For data object group fields (i.e.
customer data), see section Setting Up the Customer Data Model.

Field Group or Main (Example) Custom Field Resp.  Explanation
Component Data Object Group Field
Customer data models <entry point for all

customer-specific fields>

Customer data models Customer groups <entry point for all
customer-specific fields of the
selected customer group>

<Customer or company> Salutation
Academic title
Forename
Lastname
Phone
Email

<more fields depending on
FlexCDM definition>

Customer Group Name of the customer group
Queue Name The name of the queue where
the ticket is being processed at
the moment
Custom fields for queue All custom fields of custom field
groups that have been assigned
to the queue
Ticket ID The internal ticket ID, not

displayed in the Web Client GUI

Name The ticket name, the ID in the
Web Client GUI

Subject

Engineer The current engineer who owns

the ticket. Can be NULL (empty) i
f no engineer is set.

Creation Date Opening date of the ticket
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Field Group or Main (Example) Custom Field Resp. Explanation
Component Data Object Group Field
Engineer Login The login of the engineer who is

currently logged into the system

Firstname
First name, last name, e-mail of

Lastname the engineer, be sure that the
respective field has been filled in

Email .

the engineer data, see chapter
Engineer Administration for
details about engineer
management.

Includes <all available includes>

Text Blocks <all available text blocks>

Workflow Includes <all available workflow includes>

Scripts <all available scripts>

»  Attention:

In case customer-specific fields are used in a template, this template will only be offered when the
ticket is assigned to a customer from the respective customer group!

Since data object group fields differ between customer data models, it might be necessary to
define a similar template for several customer groups.

By clicking on Add parameter you can define a field where the engineer has to fill in data at run-time. When
you have defined the field, it will be available under Additional parameters.
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Body
B I US&|E = = = | DIV(default) ~ FontFamily |+ FontSize v A v ’
XX |==|lE=EH | @ =

Dear [salutation] [Acad. title][Lastname],

we have received your request concerning [Subject]. It is treated with number [Name].
we will get back to you as soon as possible.

4
Library of markers
Ticket » » Begriftung (de) -
Engineer 3 Signatur Company (en})
Additional parameters
Includes 3
Text blocks ¥

m_ |

Waorkflow includes
Scripts ¥

1
1

Add parameter Insert

Mew parameter |CaIIBackDa1e QK

Fig. 9: ConSol*CM/Web Client - Template Designer: Add Parameter in Library of Markers

Body
B I U& | = = = = | DIV {default) + FontFamily +  FontSize 7 é ¢ ’
XX |=E|==H |0 @ =

Dear [salutation] [Acad. title][Lastname],

we have received your request concerning [Subject]. It is treated with number [Mame].
we will get back to vou as soon as possible.

we will call vou back at [CallBackDate]

Library of markers
Type of markers » CalBackDate -

Customer data models
Customer Group
Queues

Queuve Custom Fields
Ticket
Engineer

v rF rF v wv v

Add parameter Insert

Mew parameter | QK

Rimrdirm

Fig. 10: ConSol*CM/Web Client - Template Designer: Library of Markers After Adding Parameter
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When the engineer opens the Ticket E-Mail Editor in the ticket and enters data in the field (here
CallBackDate), the (new) data is automatically written into the field in the template.

Comment E-Mail Attachment Time booking

New E-mail

show Cc| show Beo

To |" Fepper," «g pepper@berdey-consulting com:>

Rephy-To |u:mdu:uku1@consn|.de

Subject |T||:ket (100262) Intemet does not work

Template  receipt_notice_ServiceDesk

sackDate | August 1, 2014

Dear Mrs Pepper,

we have received your requesficoncerning Internet does not work. It is treated with
number 1002632.
We will get back to you as sogle=s possible.

m

we will call you back at August 1, 2014.
Best regards,

Susan ServiceDesk

;:-nnSc'I* Software GmbH

Franziskanerstralie 38
81669 Minchen

Fig. 11: ConSol*CM/Web Client - Ticket E-Mail Editor: Enter Data for New Parameter

Create a New Include or Workflow Include

An include is a template that cannot be selected by the engineer directly (in the Ticket E-Mail or Comment
Editor) but a component which is integrated in other e-mail or ticket text templates, mostly in letters.

A standard use case for an include is the signature, so we will show you the corresponding example. In
order to define the standard company signature, define a signature as include and integrate it into the
standard company signature which is a letter.
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New Template

Details

Title | Signature_Company

Group |genera| [x]" Addnew group
Release lDD‘Ii [#][][*]
Language |Eng|ish E
Active
Type | Include |Z|
Is Workflow L1
Body
B 7 US =5 = |0v ¢ Font Family ~ Font Size o A '
XX = = |4E £} 1 @ %

My Special ConSol* Company
Kanzlerstr. 8

40472 Disseldorf

Tel: 0211/339903-100

Fax: 0211/339903-111
http:/fwww.consol.de

2

library of markers
Customer Group i : LT E
Queues » ame
Custom fields for queus NE SUbJIEC’[
Ticket b Engineer N
Engiineer » ~ Creation date
Additional parameters Escalation date
Inrlinae . hd i

Add parameter Insert

0K Cancel

Fig. 12: ConSol*CM/Web Client - Template Designer: Signature Include
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Template
Details
| Standard_Signature
|genel‘c|| [=]* Addnew group
’D[Hi +|[+][+
[ English =]
v
Letter [=]
Body

| DIV (default) Font Family Font Size

s

Fig. 13: ConSol*CM/Web Client - Template Designer: Standard Signature Letter
If you follow the example, two purposes can be met:

®* The Standard_Signature can be defined as e-mail standard. In this way it will automatically be
displayed for every new e-mail. Of course, the engineer can change the template.

® The Signature_Company can be used in any other template if required (compare image of the new
template).

Create New Text Blocks

A text block is a template that cannot be selected by the engineer directly (in the Ticket E-Mail or Comment
Editor) but a component which is integrated in other e-mail or ticket text templates, mostly in letters. Usually,
several text blocks are offered in one /etter so that the engineer can select which one(s) to use.

The following example shows how to use three text blocks to ask some initial analysis questions to the
customer.
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First, the text blocks are created:

New Template
Details
Title |Questi0ns_50ﬂware_8r0wser :
“roup | Service Team [x]" Addnew group
Release ID.D.17“ (][] [+]
Body
B I US|EEZE E |Dv » FontFamily + FontSize s A ’
XX | = E|"Z= |j 0 @ W
Browser:
Version:

4
Fig. 14: ConSol*CM/Web Client - Template Designer: Create First Text Block
New Template
Details
Title |Ouesti0ns_5c|f‘tware_05 :
Group |Servic:eTeam [=] " #Addnew group
0.0.1 R ER | ETEY
: [ English [=]
Active
Type | Text Block [+
Body
B Fr U & | E E = = |DI‘-" ¢ FontFamily + Font Size o Av__~ ’
X% |==|=E=EH = =
Cperating System:
Version:
Patch:
Further information:
y

Fig. 15: ConSol*CM/Web Client - Template Designer: Create Second Text Block
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New Template

Details
tle | Questions_Hardware
Sroup | Service Team [=]* Addnew group
Release ’Wi“ [+

ge |English El
active [l

Type | Teat Block El

B I U & | = = = |DI'\.|I + Font Family
XX a— sE |;|j

PC or Laptop?
Brand:

RAM size:

# CPUs:
Monitor brand:

Manitor madel:

# Font Size

Fig. 16: ConSol*CM/Web Client - Template Designer: Create Third Text Block

m

321
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Then the letter is created where the text blocks should be used:

New Template
Details
Title |Questi0ns_ﬁnah’sis_E|Tar .
|ServiceTearn E"‘ Add new group
D.01 * [+[E[E]
anguage | English (=]
active [

Type | Letter El
= WWOrKTIO D
Body
B I US&|= = Z = |owv(default) » FontFamily | FontSize W Av__~
XX |= === 0 @ =

Dear [Salutation] [Acad. title] [Lastname].

to analyze the error in the ticket [Name] as fast as possible, please answer the following questions
and send us this email as reply.

Thank you very much in advance.
Sincerely,

A
library of markers
L,.IJB-IUIII NSEREE 1W YUTuUS r A nggﬂgns_Hﬁrdware (En} L
TICk,Et Questions_Software_Browser (en)
Englrl.&er ' Questions_Software_OS (en)
Additional parameters B
Includes AE
Text blocks 3
Workflow includes 4 t s

Add parameter Insert

Fig. 17: ConSol*CM/Web Client - Template Designer: Create Letter for Text Blocks
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In the Web Client, the engineer can then decide which text blocks to use and which ones to deactivate:

Hew E-mail
show Cc| show Bco
To |"Luke Skywalker" duke@localhost>

Subject | Ticket (100003) Test 2

Questions_Analysis_Error «

Selected text blocks
Questions_Hardware
Questions_Software_05
Questions_Software_Browser

Juote  Select entries | Entries visible to the customer

B I US|=E=E E |ov * FontFamily = FontSize v A~ ”
L} L}

X% |=Es|lEEH ) @ (W

Dear Mr Skyvalker,

to analyze the error in the ticket 100002 as fast as possible, please answer the following questions and send us this
amail as reply.

PC or Laptop?
Brand:

RAM siza:

m

# CPUs:
Manitor brand:

Manitor madel:

Operating System:
Version:

Patch:

Further information:
Browser:

Version:

Fig. 18: ConSol*CM/Web Client - Ticket E-Mail Editor: All Text Blocks Selected
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New E-mail

show Cc| show Beo
|"Luke Skywalker” <uke@localhost =
[ Ticket (100003) Test 2

Questions_Analysis_Error -

[7] Questions_Hardware
Questions_Scftware_Browser

Questions_Software_05

Select entries | Entries visible to the customer

| v ¢ FontFamly v FontSize v A~ __
= === ) @ W

Dear Mr Skywalker,

-
Lo
1=

&

[

i

Il

(il

to analyze the error in the ticket 100003 as fast as possible, please answer the following questions and send us this
email as reply.

Operating System:

Version:

Patch:

Further information:

Browser:

m

Version:

Thank you very much in advance.
Sincerely,

Charly Chef

My Special ConSol* Company

Kanzlerstrale 2

40472 Disseldorf

Tel.: 0211/339903-100

Fax: 0211/339903-111

http://vaeer.consol.de -

Fig. 19: ConSol*CM/Web Client - Ticket E-Mail Editor: One Text Block Deactivated

Create and Use a Script

Sometimes a system has to have a certain intelligence regarding the words and phrases used in e-mail
templates, because they are not static but have to be adapted in a dynamic way. A standard example is the
use of Dear Sirfor male customers (salutation = "Mr") and Dear Madam for female customers (salutation ="
Mrs").

Use cases like this can be covered using scripts in the Template Designer.

This can only be realized by a ConSol*CM administrator. When you log into the Web Client as a regular user
with template managing permissions, you can define all template types but no scripts. In order to be able to
select Script as template type, you have to log in with an administrator account.

For information about the syntax that is used, please see the following web links:

®* FreeMarker
® FreeMarker directives


http://freemarker.org/docs/
http://freemarker.org/docs/ref_directives.html
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An example script is the following:

Template

Details
Title |SalLrtation_Script_I'vthustomerGroup
Group |genem| E|" Add new group

Release (0.0.1 * [#] ][]

Lenguage | Engish £ custom group-specific fields!
Type | Script :

Body

[#assign lastname=ticket.mainContact.get{'name")!]
[#a=sign salutation=ticket.mainContact.get('salutation")!]
[#as=sign title_tec=ticket.mainContact.get( title")!]
[#if zalutation 1= ""]

[#as==ign zalutation==alutation.name!]
[f#if]

[#if lastname??]

[#if salutation??]
[#if =alutation?lower_case = "mr"]Dear Mr. ${title!}
[#elzeif zalutation?lower_case = "mrs"]Dear Mrs, ${title!}
[#else]Dear Mr./Mrs. S{title! [/ £if]

£4lastname}, [/ 2if]

[#elze]Dear customer,[/#if]

QK Cancel

Fig. 20: ConSol*CM/Web Client - Template Designer: Example Script for Salutation

Please keep in mind that ...

® the values of the fields are the technical values (in the example, the technical value of the field
salutation is mr/ mrs, the localized value for EN would be Mr/ Mrs). Always use the technical values!
® the fields are the custom fields and data object group fields managed in the Admin-Tool. Please refer
to sections Custom Field Administration and Setting Up the Customer Data Model for details.

325
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The script is then integrated into a letter template:

Template

Details
Title ||r|fn_|'t'1=,fCustomeerup g
Group |gene|a| Ex Add new group

Language | English ]
Active
Type | Letter

Available in | "Email' -

Body

B I US|E E = £ |0V (defaul) » FontFamily ~ FontSize o Av v )

XX = s |#EEdH |Q © W

[salutation_Script_MyCustomerGroup (en)]

thank vou for using ConSol*CM.

F
Library of markers
Ticket b » Salutation_Script_MyCustomerGroup (en}) -
Engineer ] SalutationScript (en)
Additicnal parameters
Includes F —
Text blocks 3 ‘E
Workflow includes
Scripts 3 - -

Fig. 21: ConSol*CM/Web Client - Template Designer: Insert Script into Letter
In the Web Client, the e-mails are formatted as requested.

Example 1 (for Mrs):

[TI[E[Z Customers

Kain
MyCustomer

| Mrs |Z| |Gina | Pepper

Fig. 22: ConSol*CM/Web Client - E-Mails Formatted by Script (Customer Data, Example 1)
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Comment E-Mail Attachment

New E-mail

show Cc| show Boc

Time booking

To |" Pepper,” <g pepper@berdey-consulting.com

leply-To |cmdnku1@consnl.de

Subject |'I"|cket (100262) Intemet does not wark

emplate  Info_MyCustomerGroup

bear Mrs. Pepper,
thank vou for using ConSol*CM.
Best regards,

Susan ServiceDesk
ConSol* Software GmbH
Franzizkanerstrale 38

81669 Minchen

Tel: 089 / 45841- / Fax: -111

Fig. 23: ConSol*CM/Web Client - E-Mails Formatted by Script (E-Mail, Example 1)

Example 2 (for Mr):

[TII5I[E Customers
Main
MyCustomer

| Mr |E| | Dieter

| Macher

Fig. 24: ConSol*CM/Web Client - E-Mails Formatted by Script (Customer Data, Example 2)

327
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Comment E-Mail Attachment Time booking

New E-mail

show Cc| show Bece

| " Macher," <macher@stem-edv .dex

|crr|l:|0ku1 Econsol.de

|'I"|cket (100262) Intemet does not work

Info_MyCustomerGroup

Dear Mr. Macher,

thank you for using ConSol*CM,
Best regards,

Susan ServiceDesk

;:-cunScuI* Software GmbH
FranziskanerstraBe 38

81669 Minchen
Tel: 085 / 45841- / Fax: -111

Fig. 25: ConSol*CM/Web Client - E-Mails Formatted by Script (E-Mail, Example 2)

Binding Templates to Queues or to Specific Parameters

The section Binding is the last section on the Template Designer page.

For every template you can decide if it should be displayed everywhere without any restrictions (i.e. in every
gueue and without regarding any parameters) or if it should be bound (= restricted) to specific criteria. This
can be ...

® queues
® queue-specific parameters (e.g. display the template only when the priority high has been set for the
ticket)

You can select queues and/or parameters by selecting a context, see the following pictures for examples.
Use the "+" button to add more binding parameters or the "-" button to remove existing parameters.
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The template should only be displayed in the 1st Level Helpdesk queue:

library of markers

customer

Customer Group
Queues

Custom fields for queue
Ticket

Engineer

Additional parameters b

Add parameter Insert
Binding

(Queues iz HelpDesk 1st Level

The template is available for following gueues:
HelpDeszk 1=t Level

Fig. 26: ConSol*CM/Web Client - Show Template for Specific Queue

The template should only be displayed in the 1st Level Helpdesk queue and only if the priority is high:

library of markers

customer o
Customer Group v [l
Queues b E
Custom fieldz for gqueue [N
Ticket 4
Engineer [
Additional parameters -
Add parameter Insert
Binding
1 Queues is HelpDesk 1st Level |:| E
2 MNone «
Select binding Bl
g » » Dependent enum b .+ Helpdesk priorities boa low
5 Feedback guestions ¥ [ | Department » normal
Helpdesk standard 3 Priori k high
pdesk ty o OK | [ Cancel
Qualification b |=| Country 3
Sales standard 4 Enum 4
Workaround F | | Wodule 4
-~ faq b - -
1 [ 1] | r

0K

Fig. 27: ConSol*CM/Web Client - Display Template for Specific Queue and Priority
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Hard and Soft Binding

When the template is only displayed in one (or more) selected queue(s) as shown in the example above, the
template is bound to those queues or to any other selected (restricting) parameter. There are two types of
binding:

® Hard binding
The check box soft is not checked:
The template is only displayed (offered in the Ticket E-Mail Editor) in the selected queues or for the
selected parameters. The engineer who works with the template cannot change this configuration.

® Soft binding
The check box softis checked:
As default setting, the template is only displayed (offered in the Ticket E-Mail Editor) in the selected
queues or for the selected parameters. However, the engineer can change the display by clicking on
the button More templates. Then all softly bound templates are displayed as well.

23.2.4 Migrating Templates from CM Version 6.8 and Less to
CM Version 6.9 and Up

When a ConSol*CM system is updated from a version 6.8 and less to a version 6.9 and up, the scripts in the
Template Designer have to be checked and modified manually.

All parameters which refer to tickets and queues do not have to be changed. However, due to the new
customer model, FlexCDM, the syntax for references to data object group fields has to be adapted.

23.2.5 Page Customization for E-Mail Template Functionalities

Please refer to section Page Customization to learn some details about how to adapt e-mail template
parameters.
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23.3 CM/Office

* CM/Office
® Introduction to CM/Office
® Requirements for Using CM/Office
® Availability of CM/Office
® Configuring the ConSol*CM System for CM/Office
® Creating an Engineer Role with Permissions for the Word Template Manager
® Creating MS Word Templates and Making Them Available
® Creating MS Word Templates
®* Making MS Word Templates Available in ConSol*CM
® Using Customer Data within the Word Template
® Using MS Word Templates from within the Web Client
® Creating a New MS Word Attachment Using a Word Template
® Working with Existing MS Word Attachments

23.3.1 Introduction to CM/Office

Even in companies where most processes are managed by IT applications, a great number of documents
still have to be printed out or are required in .doc or .pdf format for other reasons. These can be for example:

® invoices

® contracts

® documents concerning the acceptance of IT systems
® orders

ConSol*CM offers the standard module CM/Office to print documents directly from the business
management process. CM/Office supports MS Word documents.

Templates guarantee that ...

¢ all documents of one type are identical (text and layout).
¢ all documents match the company's CD (corporate design).
®* no engineer has to type the same text over and over again.

Data from the ticket can be integrated into the template automatically, these can be:

® ticket data (e.g. amount in an invoice, service level in a contract)
® customer data (name and address of the customer and/or of the company)
® engineer data (name, phone number, e-mail address of the engineer who works on the case)

When CM/Office is active in ConSol*CM, the engineer can select the required MS Word template in the
ticket. The document is opened in MS Word automatically with all required data fields already filled in. The
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engineer can then work on the document and save it. It is automatically attached (as regular attachment) to
the ticket and can be opened by users who have read access to the ticket and who have installed the
required software (MS Word) on their PCs.

With special adaptations implemented by the ConSol*CM consulting team, the CM system can be extended
in a way that .docx documents can also be converted to . pdffiles in order to make sure no further changes
can be made to the document.

23.3.2 Requirements for Using CM/Office
On the PC or laptop, the following requirements have to be met to use CM/Office:

* A JRE (Java Runtime Environment) for the web browser has to be installed, because CM/Office is
based on Java applets. For the supported Java versions, please refer to the current System
Requirements.

®* MS Word has to be installed. For the supported MS Word versions, please refer to the current System
Requirements.

23.3.3 Availability of CM/Office

CM/Office is available in ConSol*CM version 6.7 and higher and is part of the standard function set of the
application.

23.3.4 Configuring the ConSol*CM System for CM/Office

If you want to activate CM/Office in your ConSol*CM system, the first step is to set the system property
cmweb-server-adapter, cmoffice.enabled to true.
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Edit configuration entry
i Please edit the configuration entry

[T - - Module: |C|1'|webierver-adapher v |
& CM6 Admin-Tool @ cmb-demo.i
- - — Property: |C|110Fﬁoe.enab\ed | "
File Views Help I
n Type: |Boo\ean | "
/h\ 'J:U ';': E] b L — OO @ @ < > Value field: |h'ue| |
& Confi i Description:
Module: [NI modules
Module Property Value |
cmas-core-security admin.email strohmei @con|||
CMas-core-security admin.login admin
cmas-app-admin-toal admin. tool. session. check.interval 30 Restartrequired: [
Cmas-core-server attachment max.size 100
Cmas-core-security authentication. method DATABASE Optional:
cmas-dwh-server autocommit.cf.changes falze
cmas-core-index-common big. task. minimum. size 15
cmas-core-cache cache-duster-name e43ca5e 1-0bd) Save Cancel
cmweb-server-adapter checkUserOnlinelntervalinSeconds 180 |
cmas-core-shared cluster.mode false
cmas-setup-hibernate cmas. dropSchemaBeforeSetup false
cmweb-server-adapter cmoffice.enabled false
cmweb-server-adapter commentRequiredForTicketCreation true
cmas-core-server config.data. version 22
cmweb-server-adapter L izationVersion 7e4426b6-4227-1123-9456-1305dfedac 13
cmas-core-shared data.directory fhome jcmas/cmas-data
cmweb-server-adapter data.optimization MINIFICATION
cmas-core-server defaultCommentClassMame
cmweb-server-adapter defaultContentEntryClassMame default_dass
CMas-rore-server defaultincommingMailClassName
cmweb-server-adapter defaultMumberOfCustomFieldsColumns 3
CMas-core-server defaultOutgoingMailClassMame
cmas-core-index-common disable. admin. task. auto. commit false
cmas-dwh-server dwh.mode ADMIN
cmas-esb-core esh.directory fhome jcmas fcmas-data/mule
rmas-rore-rache evirtinn.event.aueue. size 200000 i
Basic ...
| 2 [cM_Administration] | |

Fig. 1: ConSol*CM Admin-Tool - Configuration of Property for CM/Office

23.3.5 Creating an Engineer Role with Permissions for the
Word Template Manager

Only an engineer who has the permission Write template (see the following figure) can start the Word
Template Manager in the Web Client. So, as a second step, you have to create one or more role(s) with the
respective permissions. For a detailed explanation about setting role permissions, please refer to section
Role Administration.
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= CME Admin-Tool @ cmé-dema.int.consol.de = | ] |-

File Views Help

2. - = iy P — il
(3 v - . N @ <> (& N -
= Role Administration
Roles 26 rales Customer Group Permissions | Views | Enaineer Functions
: Queue Permissions | Global Permissions
Filter: All queues
: Global Permissions
i | | Mame [] Administrate

CM_Administration
Change_Queue_HD1_HD2_Role
Change_Queue_Sales_Role [7] Read warkflow
HD 1_create_contact_readown_create_Role
HD'1_create_contact_ro_wo_do_Role

HD1_ro_wo_do_Role
HD_1st_Level_Role @ | Deploy workfiow

HD_1st Level Role_w/fo_change_engineer Template Permissions
HD_2nd_Level_Raole ) I
HD_2nd_Level_Raole_readonly il E s

HD_Sales_Role Representation Permissions
HD_Sales_Role_with_CustomerGroup
HD_Supervisor

Porter Track User Permissions

Workflow Permissions

[7] wirite workflow

D Configure representation

[] Access tickets of the own company

A Feed Aala

][] D)

= [CM_Administration]

X

Fig. 2: ConSol*CM Admin-Tool - Necessary Template Permissions

© Consulting Best Practice:

We recommend to create a role (e.g. Template_Role) that has only the permission Write template,
no queue permissions or other permissions are granted. Every user who should have access to the
Word Template Manager can be given this role. That way, there is no merge between regular user
permissions and Word template permissions and you can grant and retrieve the Word template
permission in a very flexible way.

23.3.6 Creating MS Word Templates and Making Them
Available

Creating MS Word Templates

As a third step, you have to create the MS Word templates. This is done using MS Word. Please create .doc
or .docx files as templates, not .dot files!
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Making MS Word Templates Available in ConSol*CM

As a fourth step, you have to fill in the requested data fields as merge fields in the MS Word template, i.e.
you create a CM/Office template from your regular MS Word document. This is done using the ConSol*CM/
Web Client.

To perform steps three and four, log in to the Web Client and click on Manage Word templates in the main
menu to open the Word Template Manager.

ConSol 7t
A\
JIVI v Logged in: % Y (
View: ServiceDeskAll Word templates
Own tickets (1) New Word template
MNewTemplate
(9 Deadline lauft ab - Angebot
£ einreichen! [Croossone  [=]
%&D Assignedto: Huber, Harald Se:::ilu:;es El
Unassigned tickets (1) Choose One [=]
| Durchsuchen_ | TODO docx
oK Cancel
Word MailMerge fields
Show MailMerge fields available for a ticket
—
Reset
Template library
List of templates
There are no templates available.
Fig. 3: ConSol*CM/Web Client - Word Template Manager
The Word Template Manager is opened.
Enter the following data for each new template, then click on OK:
®* Name
The name of the (new) template. This will be displayed for engineers in the Web Client GUI.
®* Group

The name of the template group. This does not have any technical implications but serves as an
easy-to-use parameter to sort the templates in the template list in the Word Template Manager.
Language

Select the required language. The languages that have been activated in the Admin-Tool are offered.
Queues

Select the queues for which the template should be available.

Data object

For the selection of the data object which should be used as reference object for customer data within
the template.

Word template

Use the file browser to select the .doc or .docs file that should serve as a template in the file system.
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The new template appears in the Template library, List of templates. You can perform the following step
directly after entering the new template data or you mark the template name (in the Word template column)
you would like to edit in the list.
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In the next step, MailMerge fields, which represent the fields of ticket and customer data, can be added to
the template. Select a ticket which has all the requested fields by using the Word MailMerge fields section.
Enter the ticket name or subject in the field under Show MailMerge fields available for a ticket and select the
correct one from the search result list. All available MailMerge fields are displayed:

Word templates

Edit Word template

ame | Invoice Template_1

Group | Invoices

¢ | Engish =l

'HelpDesk 1st Level’, HelpC

InvoiceTemplate docx

.: | Keine Datei ausgewahit.

oK Cancel

Word MailMerge fields

Show MailMerge fields available for a ticket

Available MailMerge fislds for SUP-22 Error handling in ticket-search by id (in ticket relations)

1 to 20 of 111 1224560 M
Hey Group Field Value

engineer_Company
engineer_Description
engineer_Divizion
engineer_Email katja@consolde
engineer_Fax
engineer_Firstname Charhy
engineer_Function
engineer_Lastnams Chef
engineer_Login Chef
engineer_Mobile
enginesr_Phone
ticket_CreationDate 414108 1147 AM
ticket_Engineer_Company
ticket_Engineer_Description
ticket_Engineer_Division
ticket_Engineer_Email sommer@devnull. consol.de
ticket_Engineer_Fax
ticket_Engineer_Firstname
ticket_Engineer_Function
ticket_Engineer_Lastname
1 to 20 of 111 1234560 M

Fleset

Template library

List of templates

Name Group Language Queues Word template Delete
InvoiceTemplate_1  Invoices en HelpDesk 1st LevelHelpDesk 2nd Level  InvoiceTemplate. docx [
test testGroup  en Sales Test docx #

Fig. 4: ConSol*CM/Web Client - Show Available MailMerge Fields
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In the MS Word document, go to the position where you want to insert the first field (in our example this will
be the customer name). Use Insert -> Quick parts -> Field to insert the MergeField. Copy and paste the key
of the merge field you need into the respective field (Field properties, Field name) in MS Word:

ConSol

Consulting & Solutions

Recipient:
- S
Field [?] = |
Please choose a field Field properties Field options
Categories: Field name;. [ Text to be inserted before:
(Al IZ| eue_fields_contacts_member_firstname|
Date of invoice s Format: [] Text to be inserted after:
Listhum o [EE I - &
Mapped field
H : MacroButton Uppercase
Service peried | | — Lowercase
. MergeRec First capital [T] vertical formatting
Services: MergeSeq Title case
MNext
. MextIf
performed by: NoteRef
NumChars i
MumPages
Num'Words = i
Page |
PageRef
Print
PrintDate
Private
Quote
RD sl i )
Preserve formatting during updates
Description:
Insert a mail merge field
Please pay the| | | Field Codes [ oK ] [ Cancel
\.
Thank you.
ConSol* Software

Fig. 5: MS Word - Insert MergeField into Document

Do this with all fields you would like to have pre-filled when the MS Word template is opened. In the end,
your template might look like the example in the following figure.
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ConSol

Invoice

Recipient:
uticket_queue_fields_contacts_member_firstname»
«ticket_queue_fields_contacts_member_name»

Date of invoice: November 26, 2013

Service period: August — October 2013
Services: ConSol*CM Consulting, 4 PT

performed by: «engineer_Firstname» «engineer_Lastname»

Please pay the amount of $X.000 according to the contract.
Thank you.
Sincerely,
ConSol* Software
Fig. 6: MS Word Example Template

Save the template in the Word Template Manager.

Using Customer Data within the Word Template

In order to provide access to all levels of the FlexCDM, a specific format for customer field names has to be
applied. Please use the following syntax:

Syntax for CM/Office field names

[ticket_customer_data object nane] _[group of fields]_[field nane]

When you create a new template, you have to select the data object, i.e. the unit which will represent the
reference object for the fields. In the following example, this is the customer object from the Reseller data
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model. Therefore, the contact (=customer) represents the reference object. If the company data is
referenced, this is only possible via the contact object. This is the reason why the company_reference_field
is present in the company field names.

Logged in. Horald Huber ®

iy T

22 e | Word templates.
| Customer groups | Customer data model | Data object actons | Customer roles | Data cbject refaions | Engneer functi

Meew Word template

Customer data models ‘Data cbject group fields | Harhe [MyewWordTermpiote
(e 8
Select quoues -
Chocse One -

ResellerCompany (ReseliedModed)
| Company [BasicModsl)

| DirCustCompany (DwectCusiomermModel}

DirlustCusiomes (DireciCusiomershodel)

Weord MailMary . psomer (BasicModell

Show MailMerge fiolds availabie for a ticket

Fleset

Template library
List af templates

There are no lemplates available

Bicket_jd
ficket_Mame
Eickel_gueus_fiel acts_memer_companyReferenceFleld_address ResellerCompaniData
Boket_gueue_fields_cidglacs_membd_companyReferenceField_Assistance_Office ResellerCompanyintematRe
Bckel_gquoue_fields_cont r XompanyReferenceField_oly ResellorCompanyData
Bckel_queus_fields_conta panyReferanceFiald_company_name ResellarCompanyData
Bckel_queus_fields_contacts_miniber_comianyReferenceFleld_company_number ResellerCompanyData

Beket_gueut_Tields_contacts_mamigr_comp: eferanceField_contracl_start Res#llerCompany_SeniceC
Bcket_gueue_fields_contacts_member™ Fleld_ ResellerCompany_SeniceC
hcke!_@aue_nelas_oon!aﬁs_memher_%nyﬁ&eﬂt&ﬂeld_wr ResellerCompanyDala
Bcket_gueue_fieids_contacts_mamber_c eField_phane_f ReszellerCompanyData

Bckel_gueue_fields_contacs_member_companyRafe eFielq_ResellerCompany_ResellerCompany_SeniceContradiData_contract_start | ResellerCompany_SeniceC

Bicket_gueue_fields_contacts_member_companyReferel

tickal_gueue_fields_contacls_member_companyReferencel

ficket_gueus_fislds_contacts_member_companyReferenceF]

Bckel_gueus_fields_contacts_mamber_companyRefirencaFisl
2o 40 of 80

|_ResellerCompany_ResellerCompany_SeniceContractData_contractievel | ResellerCompany_Sendcel
|_ResellerCompany_ResellerCompanyDiata_address ResellerCompanyData
esellerCompany_ResellerCompanyData_city ResellerCompanyData
essllerCompany_ResslerCompanyData_company_name RezellerCompanyData

Fig. 7: ConSol*CM/Office - Use of Field Names for Template

Some fields are available using either the short form of the field name or the extended form, e.g.
® ticket queue fields contacts member_companyReferenceField_company name

and

® ticket _queue_fields contacts member_companyReferenceField_ResellerCompany
ResellerCompanyData_company _name
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Template Filled-in document
JOCUMENT DOCUMENT
Engineer.  sengineer_Lastnames Enginesr: ServiceDesk
Document for: eticket_queue_fields_contacts_member_comp» Document for: MyNewSpaceCompany

Company complete path: sticket_queue_fields_contacts_member_comps — = Company complete path: MyNewSpaceCompany

Contact: sticket_queue_fields_contacts_member_custs Contact Skywalker

Contact complete path: aticket_gueue_fields_contacts_member_Reses ——————————— Contacl complete path: Skywalker

Ticket subject: «ticket_Subjects Ticket subject: Printer does not work

Best regards,

Best regards
£ your ConSol” Service Tearm

your ConSol® Service Team

Fig. 8: ConSol*CM/Office - Template and Filled-in Document with Use of Different Field Notations

23.3.7 Using MS Word Templates from within the Web Client

Creating a New MS Word Attachment Using a Word Template

When MS Word templates are available for a queue, an engineer can use them by clicking on Attachments
in the History section of the ticket and by selecting the requested template. MS Word is started (if it is not

already open) and a document based on the selected template is created. The document is opened, with all
values/parameters filled-in at the correct positions. This might look like the example in the following figures.
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DD History Comment | E-Mail | Attachment | Time booking

Display communication « Sorting latest first «

Comment E-Mail Attachment Time booking

Add Attachment

Fie | [ Durchsushen.. | Keine Datei ausgewahi

Add Cancel
Word template
Mone
Templates %
08.11.2013 | Al b = InvoiceTemplate_1 (en) -

Invoices 3

Choose

Fig. 9: ConSol*CM/Web Client - MS Word Templates Available as Attachments
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ConSol =

Consulting & Solutions

Invoice

Recipient:
Luke Skywalker

Date of invoice: November 26, 2013

Service period: August — October 2013
Services: ConSol*CM Consulting, 4 PT

perfermed by: Charly Chef

Please pay the amount of $X 000 agcording to the contract.
Thank you.

Sincerely,

ConSol* Software

Fig. 10: MS Word Example Document

The engineer can then edit the document if requested and save it. This will attach the new version of the
document automatically to the ticket.

Working with Existing MS Word Attachments

An engineer can also open an MS Word document which has been attached to the ticket. As an engineer,
click on the attachment name. This will open the file in MS Word. Edit the document and save it. A new
version of the document will be attached to the ticket automatically.
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24 Time Booking Using ConSol*CM

® Time Booking Using ConSol*CM
® General Introduction to Time Booking Using ConSol*CM
® Configuration of Time Booking Using the Admin-Tool
®* Time Booking from a User's Point of View (Web Client)
® Reports about Times Booked
® Engineer Reports
* DWH Reports
® Page Customization for Time Booking
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24.1 General Introduction to Time Booking Using
ConSol*CM

In ConSol*CM, an engineer can book working hours on a ticket. Those working hours can then be reported.

Working hours are always booked on projects which have to be assigned to one or more queues. For
example, if your company plans to perform a migration from Windows 7 to Windows 8 clients and all the
working hours should be registered for this migration project, the ConSol*CM administrator has to create a
migration project and assign it to all queues where tasks for this project might be completed. Then engineers
can book times on the project and can see their own reports for the project. Additionally, a report over all
time bookings, of all engineers, might be implemented using the DWH (data warehouse, see section Data
Warehouse (DWH) Management).
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24.2 Configuration of Time Booking Using the
Admin-Tool

In order to enable engineers to book working hours on projects the ConSol*CM administrator has to perform
two steps using the Admin-Tool:

1. Create the projects on the file card Projects, see section Additional User Attributes.
2. Assign one or more projects to the desired queues within the Queue Administration.

In the following example, three projects are created. Engineers in the 1st Level Helpdesk queue should be
able to book working hours on two of them. Thus, the two projects have to be assigned to the 1st Level
Helpdesk queue.

i User atiributes

Customer groups | Customer data model | Data object actions | Customer roles | Data object relations | Engineer functions | Projects

MName

Projectl_WindowsMigration
Project2_NewBPMSystem

Project3_WebServerUpdate

ServiceProjekt

| = [CM_Administration, Workflow_Admin] |

Fig. 1: ConSol*CM Admin-Tool - User Attributes: Management of Projects
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-
£ Edit queue g
Edit queue
1 Please edit the queue's data.
Details
Quewe: |He|pDesk_1st_Level| Workflow: |helpdesk1 - |
Prefix: | | Calendar: [ v]
FAQ: Enabled:
Ticket assignment templates
Assign; [a:gneer—assgned—deﬁu..ﬂt—mad v] Unassign: [engheer—relmved—deh.ilt—maﬂ v]
Scripts
E-Mail script: [ -]
I Default values script: [dv v]
b |Other
Description: -~ i
‘| (@]
| Custom ﬁeldsl Customer groups Classesofhertl Projects |
Assigned & Available =
Projectl_WindowsMigration Project3_WebServerUpdate

Project2_NewERP_system

N !

W ——

Fig. 2: ConSol*CM Admin-Tool - Queue Administration: Assigning Projects to a Queue
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24.3 Time Booking from a User's Point of View (Web
Client)

Please see the ConSol*CM User Manual for a detailed explanation of the time booking feature. Here, only a

short overview is provided.
The user (engineer) can book working hours on a ticket using two different modes:

1. Using the Time booking section in a ticket to book working hours directly to this ticket.

Ticket Accept | Edit | Clone | Print | Display «

@ Printer error

h} HelpDesk 1st Level | Qualify
100520 Unassigned | Open since 1141913 1:25 PM

Priority normal
Reaction time 11/20M13 Ask for feedback no

Germany

[TI[EI[E Customers Add | Hide

Main customer

Mr Luke Skywalker = CustomerGroup
luke@conzol.de

ConSolF GmbH

Co ConSael GmbH

Sddress  Franziskanerstr. 38
81543 MWidnchen
No comment

Engineers Add | Hide [

Ho relations Add | Hide

[TI[ES History Comment | E-Mail | Attachment@ Time booking

Display communication + Sorting latest first

Comment E-Mail Attachment Time booking

Add Time Booking

Today's time bookings: 00:00
Starting from [1/13/14 m| Duration [5 |
or |Chuose One El
Project |Chnose One [=] Description |
Choose One
QK =1l Projact gratio
Project2 MewERF system

eated by Harald Huber | Action

19.11.13 13.26 #1
13:26 default class

cn
0

Pleaze fix, thanks

Fig. 3: ConSol*CM/Web Client - Time Booking in a Ticket
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2. Using the Time booking section in the personal settings to book working hours on a selected ticket (
only tickets where the engineer has performed certain activities and tickets owned by the engineer
can be selected).

Engineer profile

Password change

Old password | :

. ®
{EW DasEWora |

Repeat password | :
OK Cancel

Representation

Engineers representing me

[=]

Engineers represented by me

General settings

View criteria

Priority  Please choose -

oK

Default Customer Group

Choose One [=]

Time booking Add
Add Time Booking

Ticket name or subjec |1{H} []* Assigned Tickets [F]
Starting fro NOOSEOPERERERS | oo [
or |Chl::l::580ne El

0K Cancel Mew ticket search

Day |1/13/14 R

Time period Day Week Month

Jan 13, 2014 4 Today W
Time  Duration Project Ticket Comment
+00:05 Project1 WindowsMigration #100520 Printer error Prepare SV distribution

Total bookings on this day: 00:05

Fig. 4: ConSol*CM/Web Client - Time Booking in the Personal Settings Section
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24.4 Reports about Times Booked

24.4.1 Engineer Reports

Engineers can see a list of their time bookings on the personal settings page, see following figure.

Engineer profile

Password change

Representation

Engineers representing me

e

Engineers represented by me

General settings

View criteria

Friority  Please choose

oK

Default Customer Group

Choose One [=]

Time booking Add
Day |2/5/14 G|
Time period Day Week Month
Feb 05, 2014 4 Today P
Time Duration Project Ticket Comment
Ho _20 Tq ¢ Fil A Anri
5:00 AM - 5:04 AN 00:04  Projsct! WindowsMigration  Eonr—cl Temporary fies created during Fix for the problem
import/ex...
00:56
) - . ) DB connection
§:00 AM - 8:00 AW 02:00 Project2 NewERP system #100424 without overwrite mode fixed
0| |P_ED © - wi straints
7:00 AM - 10:00 AM 0300 Project! WindowsMigration  2onr-29 Sefup: problem with consirainis on
setup.
700 AN -7:01 AM 00:01 Project! WindowsMigration #100520 Printer error

Total bookings on this day: 05:05

Fig. 5: ConSol*CM/Web Client - Time Booking Report in the Engineer Profile

As an engineer, you can select if you would like to see the bookings for the current day, week, or month. In
the Day view, the projects are indicated, in the Week and Month view, only the sum of the booked times per
day/week is indicated.
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24.4.2 DWH Reports

If your company would like to have reports on a more detailed level, the DWH provides a good basis.
Reports can be developed that use the DWH data and provide e.g. the times booked on a certain project by
all engineers.
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24.5 Page Customization for Time Booking

In case the time booking feature is not required, you as an administrator can turn off the feature by using
ConSol*CM Page Customization, see section Page Customization for details.

The following two parameters are relevant in this context:

® timeBookingSection
® timeBookingFeature
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25 Page Customization

353

® Page Customization

® General Introduction to Page Customization

® Page Customization in the Web Client
® Page Customization Using Parameters

®* Possible Pages (Scopes) for Page Customization
® Page Customization Parameters (in Alphabetical Order)

® Order and Priorities of Page Customization

acimSection
accordionTicketList
attachmentSection
autocomplete
cmRichTextEditor
contactSection
customerSectionPanel
detailSearch
enumAutocomplete
engineerAutocomplete
globalSearchField
mailTemplate
navigationLinks
ticketsAutocomplete
ticketsBookingAutocomplete
ticketPanel
timeBookingSection
unitAutocomplete
unitFormPanel
unitSearch
unitSearchHeader
viewDiscriminatorsSection
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25.1 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) and data object group fields (see section Data Object Group Field Management and
GUI Design), an administrator can configure more GUI layout features and functionalities using page
customization.

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 functionalities.

For example, when you have opened a ticket and start the page customization, you can configure
parameters for the ticket in general. When the Ticket E-Mail Editor is open, you can also configure e-malil
editor-specific parameters.

In the following sections, the general principle of page customization and all available page customization
parameters 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.
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25.2 Page Customization in the Web Client

When you start the page customization mode, the Page Customization Definition Section (PCDS) is

displayed in the lower half of the GUI. On the right side you see a tree that reflects the structure of the

355

current page. Within the page, every element of the page is marked by a blue border. When you move the
mouse over an element, the name is displayed and it is marked in the tree. That way you can easily identify

the component you would like to modify.

Fig. 1: ConSol*CM/Web Client - Page Customization Definition Section

The tree might display the following elements (see next figure). Since the PCDS is rather small you might
have to scroll to see all elements. In this example the administrator has opened the ticketEditPage (see

following paragraphs for details).

ConSol 7t ‘
-JlVIU Logged in: admin | # - MN
| | | [
View: No view available Ticket Accept | Edit | Clone | Print | Display Workflow activities
n q ci diately
@ Login not possible ose immediaiely
B Heibesk st Level| Qualty Deny ticket
100620 Unassigned | Open since 12/10/13 3:35 PM Ask for approval
high Web Client
121113 no
Workgroup tickets (0) D Workspace
; 4 tickets (0 customerSectionPane! [sh] /ticketEditPage
nassigned tickets
B 0 q Customers Add | Hide
Main customer
Mr Luke Skywalker ~ CusiomerGroup
luke@consol.de
Favorites
Engineers Add | Hide Test wg. ABB
MNo relations Add | Hide
History Comment | E-Mail | Attachment | Time booking | Hide
Display all entries = Sorting latest first
10.42.2013 1535 #1 created by admin | Action ¥
Please help, thanks
Ticket created
Queue set fo HelpDesk 1st Level
Attachments Hide
YIVAIISAILIN ISIU | (ULASILUC GYS | VNSNS LS LAUTT | 1Yy i IEE cn-cueny
type scope className navigationLinks
- L [l ticketEditPage
globalSearchField
Customization of Global Search, context={} L
accordionTicketl ist
Attribute name Description Value L [ ticketEditPage
L [ ticketList
Comma-seperated values defining order and visibi