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A - Introduction

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

This chapter discusses the following:

A.1 ConSol CM for Business Process Management .. 14
A2 List of ManuUals . . 16
A.3This BooK's STruCtUre . . . 17
A4 Layout EXPlanations .. 19
AL Legal NOTICE ... 20
A6 Gender Disclaimer 20
A7 CoPYigN il 20
A.8 Basic Principles of ConSol CM . 21
A.8.1System Components from the Users', Admins' and Customers' Points of View _._............. 21
A.9 Basic Technical Principles and Objects of ConSol CM ... . ... 23
A L INtrodUCtioN ..o 24
A.9.2 CoNSOl CIM DOBIMA .t 24
AL B ENGINCOIS L. 25
A0 A CUSEOMBIS L. 25
ALO S TICKOES 25
ALO.B RESOUICES ... 27
ALD.7 QUEBUES . 27
A9 B WOk IOWS L 28
A.9.9The CM Action Framework ... .. L 30
A.9.10 The Task Execution Framework ... .. 30
A.9.11 Accessing Objects in ConSol CM . 30
A.9.12 ConSol CM from a System Administrator's Point of View ... ... ... ... 32
A.10 Starting the Admin Tool _ . 33
ALL0. L LOBIN 33
A.10.2 Troubleshooting: When the Admin Tool Does Not Start ... ... .. ... ................ 36
A.11 The Admin Tool Graphical User Interface (GUI) .. ... oo . 41
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AL IntrodUCtioN .. L 41
A1, 2 BasiC PrinCiple - 41
A.11.3 Inline Validation of Input Values ... .. . 45
A.11.41cons and Other GUI Elements ... ... ... . . 48
A.11.5 Localization of Terms Displayed in the Web Client ... . 51
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A.1 ConSol CM for Business Process Management

ConSol CM is a low code platform, especially suited for use as customer service software.

Using ConSol CM you can control and steer business processes with a strong focus on human com-
munication and interaction as required in all fields of customer service management. Well-known
examples of huge ConSol CM systems comprise customer service desks, RMA processes, after sales
services, call centers and support centers as well as claim and complaint management environments.
You can also set up customer portals, including FAQ areas, using ConSol CM. Basically, every business
process that is in operation in a company can be modeled and brought to life with ConSol CM.

Starting with version 6.11, ConSol CM also provides the functionality to cover adaptive case man-
agement. In this way, you can decide, if you would like to design and live a strictly controlled business
process or if a rather high level of flexibility is required. You might also combine both concepts,
depending on the team or department who work with the process.

SO\_UTIO/\/S

IT Service Customer
Management Service

Sales Internal
Management Services

E-Government

Order to IEH
Cash Case Management
Management
Quality HR
Management Management

CMI&

LOW CODE PLATFORM

Figure 1: Overview of potential fields of use of the low code platform ConSol CM
Using ConSol CM, you can handle all components which are relevant in business processes to rep-

resent and control your company's processes in an optimal way. ConSol CM is used in various dif-
ferent industries and branches ranging from insurances and banks over fashion designing companies
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to producers of ticket vending machines or car washes. The flexible process designing mechanism and
workflow engine provide a perfect basis for the modeling and controlling of business processes, espe-
cially customer service processes, of different kinds.
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A.2 List of Manuals

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

able:

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

DWH Manual
A detailed explanation of the ConSol CM data warehouse (DWH) concept, the database schema
and a list of all table structures.

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

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

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

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

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

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

CM/ is a registered trademark of ConSol Consulting & Solutions Software GmbH
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A.3 This Book's Structure

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

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

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

Access and Roles

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

Ticket Data Model and GUI Design

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

Customer Data Model

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

Global Configuration

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

Expert

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

o preparing the CM system for reporting
e ConSol CM services

o configuration of the search module

o the Task Execution Framework (TEF)

o email configuration

o import and export of configurations

o template management

o working with system properties
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o working with Admin Tool scripts
o license management
o deployment of scenarios

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

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

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

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

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

tions (important for the GUI design), and system properties (important for the CM system man-
agement). Please see also the trademarks page.
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A.4 Layout Explanations

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

This is an additional information.

This is an important note. Be careful here!

[A This is a warning! }

[ @ This is a recommendation from our in-the-field consultants. ]
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A.5 Legal Notice

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

A.6 Gender Disclaimer

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

A.7 Copyright

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

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

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

External

Internal

CMiTrack (Customer)

Internal

Figure 2: ConSol CM system components

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

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

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

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

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

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

This chapter discusses the following:

A L INtrodUCtioN ..o 24
A.9.2ConSOl CM DOSMA .. 24
AL B ENGINCOIS 25
A4 CUSEOMI IS .. 25
ALO S TICKOES o 25
A6 RESOUICES i 27
ALO. 7 QUEBUES ... 27
A9 B WOrKIIOWS . 28
A.9.9The CM Action Framework ... .. 30
A.9.10 The Task Execution Framework ... . 30
A.9.11 Accessing Objects in ConSol CIM 30
A.9.12 ConSol CM from a System Administrator's Point of View ... .. .. ... ... 32
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A.9.1 Introduction

In order to work efficiently and correctly with ConSol CM, you have to have a profound knowledge of

all components which make up a CM system. The following section will give you a first introduction
into the basic CM components.

rgu
INTERNAL 2 @a EXTERNAL

Engineer access rights on queues

Engineer access rights on customer
defined by roles

groups defined by roles

Maln customer ‘\ IE%

Additional

Additional engineers customers

L

> Customer group

’ Assignment
Ticket fields /, . of customer :1 J
for ticketdata 7 Y groups to B 1\ Customer fields
’/’ aqueue 1 for customer
% Workflow s I data model
Assignment QU EU E .."
of ticket field o
groups 0
) to queue Resource relations PaL
Admin Tool * to queues and ..' ’1" Admin Tool
customers -

»7 Resource
Engineer access rights on

’ fields for resource
resources defined by roles. Resources data model

Resource Pool

Figure 3: ConSol CM - Basic principles (with CM/Resource Pool)

A.9.2 ConSol CM Dogma

In ConSol CM, there is a main dogma:

@ ConSol CM DOGMA

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

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

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

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

Please see the section about Engineer Administration for details.

It depends on the configuration of your ConSol CM system if an engineer is called engineer
within your system. Engineers might be called agents, employees, or similar in your Web
Client. In this manual, engineers will always be called engineers for your convenience.

A.9.4 Customers

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

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

A.9.5 Tickets

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

In ConSol CM there are the following rules for tickets:

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

Aticket does not have to be assigned to an engineer, but if it is, it can only be assigned to one
engineer at a time. A ticket does not have to have additional engineers, but it can have any
number of additional engineers. Assigning a ticket to an engineer can be done manually or auto-
matically. The engineers represent the internal side of a ticket.

Aticket always has a name, often called ticket number, a subject, and a ticket icon. The ticket
icon shows the current scope of the ticket and can have a color indicating the value of a given
data field. Every ticket also has an ID that is used internally and cannot be seen by the user.

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

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

Service case [ Edit [[) clone [ Print

%2  Printer does not work

{2} ServiceDesk @ Work in progress L Susan ServiceDesk  [T13/19/14 2:58 PIM

100245

HD Priority normal Module Web Client
Ask for feedback no
Desired deadline 4/14/14 12:00 AM
Continent Europe
Request Type  Request Type
Complaint
DETAILS |1,:?" Edit A
Conversations/Meetings Orders
Open Customer Tickets on Create Date
CIE[El CUSTOMERS (1) +Aadd A

Main
Mrs Mia Skydiver ~ MyCustomerGroup

Mia Skydiver
Starship Operator Dr.

Figure 4: Ticket in the ConSol CM Web Client
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It depends on the configuration of your ConSol CM system if a ticket is called ticket within
your system. Tickets might be called ticket, case, call, task, or similar in your Web Client.
Each queue can have its own term to refer to tickets. In this manual, tickets will always be
called tickets for your convenience.

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

A.9.6 Resources

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

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

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

A.9.7 Queues

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

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

Therefore, the queue determines:

o which data fields (ticket data fields) are available, e.g., order volume in a sales queue or cause
of the incident in a support queue

o which customers can have tickets in the queue (customer groups)
o how its tickets are processed (workflow)
o who can work on the tickets (permissions)

Queues often reflect the organizational structure of the company. For example, there can be one
gueue for each department, as each department has its own processes. A ticket can be passed from
one queue to another. In this case it adapts to the new queue, i.e., it receives the data fields of the
new queue and only engineers with permissions for the new queue can work on it.
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It depends on the configuration of your ConSol CM system if a queue is called queue within
your system. Queues might be called processes, teams, or similar in your Web Client. In this
manual, queues will always be called gueue for your convenience.

A.9.8 Workflows

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

As an engineer, you will not work with the workflow itself, but you will see the current queue (1) and
scope (2) of the ticket. The scope is indicated by the symbol of the ticket icon and scope name in the
basic ticket data. Furthermore, you see the workflow activities which are available for the ticket at its
current position (3). In this way, you always have a good overview of the current status of the ticket.

Ticket Edit Clone Print Workflow activities
. _— Ticket in progress
o Layout issues when printing
ServiceDesk Work in progress ServiceDesk, Susan 2/16/17 8:55 AM Put ticket on hold

100002 Clone ticket

2/28/179880 AM Create Special Task

(hand-over products list and

DETAILS Edit attachments)

Figure 5: Queue, scope, and workflow in a ticket

As an administrator, you might work with the ConSol CM Process Designer to model the business pro-
cesses of your company. A process can be represented by one or more workflows.
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Figure 6: Process Designer: Example of a service workflow

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

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

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

Please refer to the ConSol CM Process Designer Manual for a detailed introduction to process design
and modeling using the ConSol CM Process Designer.
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A.9.9 The CM Action Framework

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

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

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

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

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

A.9.10 The Task Execution Framework

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

A.9.11 Accessing Objects in ConSol CM

In ConSol CM, the different objects (tickets, customers and resources) form a network. The objects
are connected, e.g. a ticket is always linked to one or more customers. The connections which exist
between the current object and other objects in ConSol CM are displayed on the object's page, where
you can directly access the linked objects.
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Figure 7: Network of ConSol CM objects

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

An example use case could be:
1. Acustomer calls you and asks for a certain case, but he cannot remember the ticket number.

He wants to know which SLA is used for the printer which caused the problems treated in the
ticket. Is it possible to change the contract?

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

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

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

5. You check the company relation of the resource (the printer #4711) and open the company
page.
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6. The company has three more SLA resources (i.e., resource relations on the company page) for
printers. You discuss with the customer which one would be the best for this case. The cus-
tomer wants to have a new SLA for the printer.

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

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

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

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

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

This chapter discusses the following:

ALL0. L LOBIN 33
A.10.2 Troubleshooting: When the Admin Tool Does Not Start ... .. ... ... ........................ 36
A.10.1 Login

Most of the ConSol CM system is administrated using a Java Web Start application, called Admin
Tool, which is provided on the main web page of the CM application server system. To start the
Admin Tool you can either use the link on the page or you can store the Jn1p file locally and start it
there. Java Web Start is part of each standard JRE.
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ConSol CM6 - Start Page _‘MM"F“

ConSol CM6 Web Client

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

Please use the following link to get into the web client. You might want to bookmark this:

s http://cm6doku-cm1.int.consol.de:8480/cm-client

In case of access problems, please ensure your system meets the official ConSol CM6 system requirements
ConSol CM6 Admin-Tool

The Admin-Tool is used 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 CM6 Server.

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

e hitp://cmédoku-cmi.int.consol.de:8480/admin/cm-admin-tool.jnlp the Admin Tool

On some systems you may need to start Java Web Start from the command line:
* javaws http://cm6edoku-cmil.int.consol.de:8480/admin/cm-admin-tool.jnlp

In case of access problems, please ensure your system meets the official ConSol CM6 system requirements

ConSol CM6 Process Designer
The Process Designer is used for editing process definitions used by the ConSol CM6 Server. The activities avaiable 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 wil be able to understand them without much technical knowledge.

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

& hitp://cm6edoku-cm.int.consol.de:8480/workflow/master.jnlp

On some systems you may need to start Java Web Start from the command line:
* javaws http://cm6edoku-cml.int.consol.de:8480/workflow/master.jnip

In case of access problems, please ensure your system meets the official ConSol CM6 system requirements
Open Source licenses

& Use of open source libraries in this product

Copyright (c) 2016 ConSol Consulting & Solutions Software GmbH

Figure 8: ConSol CM start page
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After clicking on Admin Tool.jnlp, the Jn1p file is downloaded, the Admin Tool is started, and the
login window is displayed (for details see the Troubleshooting: When the Admin Tool Does Not Start
section):

& CMB Admin Login @ cmbdoku-cmlint.c.. X

i Please enter your username and password.

UsernameEJ

Password

| (o]

Figure 9: ConSol CM Admin Tool - Login window

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

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

Home ﬁ Home

IE

¥ Access and Roles (¥) Welcome, admin!
= Lists ()
f Server Connection Release Version Server Java VM Version

[7] Tickets (¥
. cm6doku-cml.int.consq | 6.11.0.1 1.8.0_92
an Customers ¥

Resources ’g) Consumed User Licenses
iZ: Global Configuration (¥) 3/10
@! Data Warehouse '§)
& services
& Email -§/1
" system %)

2 [cM_Administration]

Figure 10: ConSol CM Admin Tool - Start page
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A.10.2 Troubleshooting: When the Admin Tool Does Not Start

A.10.2.1 Correct Process

If everything is set up properly, clicking on the Admin Tool hyperlink leads to the following:

1.

In a pop-up window, you are prompted as to whether you would like to open the jnlp file -
Java (TM) Web Start Launcher should be offered as default application for that - or to down-
load the jn1p file to your system.

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

The download of the Admin Tool jn1p 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.

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

The Admin Tool GUI is displayed with the login window in the foreground.
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Figure 11: ConSol CM Admin Tool - Start: Steps 1 and 2
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Figure 12: ConSol CM Admin Tool - Start: Steps 3 and 4
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ConSol CM6 Web Client

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

Please use the following link to get into the web ciient. You might want to bookmark this:
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0On some systems you may need to start Java Web Start from the command line:
* javaws http://cmedoku-cml.int.consol.de:8480/workflow/master.jnlp

In case of access problems, please ensure your system meets the official ConSol CM6 system requirements
Open Source licenses

* Use of open source libraries in this product

Copyright (c) 2016 ConSol Consulting & Solutions Software GmbH

Figure 13: ConSol CM Admin Tool - Start: Step 5

A.10.2.2 Process with Errors
If the Admin Tool cannot be started, check the following settings:
1. Problems with step 1:

a. lIsasupported version of Java installed on your machine?

b. Isthe correctJava version activated?
Under Microsoft Windows use System settings ->Java ->Java -> Display ...
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Problems with step 2:

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

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

Problems with step 3:

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

b. Forall other errors, a pop-up window with a detailed error message will be displayed.
Notes concerning step 4:

a. Tofind the cause of a problem, activate the Java Console.
Under Microsoft Windows use System settings ->Java -> Extended -> Display console,
Debugging: Tracing enabled, Debugging enabled.

Problems with step 5:

a. When the login window is displayed, enter your login data. If a connection error occurs
then, check the proxy settings.

Please read the section The Admin Tool Graphical User Interface (GUI) to learn how to work with the
Admin Tool using its GUI elements.
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A.11 The Admin Tool Graphical User Interface (GUI)

This chapter discusses the following:

AL IntrodUCtioN .. 41
A 11,2 Basic PrinCiple .o 41
A.11.3 Inline Validation of Input Values ... 45
A.11.41cons and Other GUI Elements ... . 48
A.11.5 Localization of Terms Displayed in the Web Client ... ... .. . . ... 51

A.11.1 Introduction

The following section provides an overview of the Admin Tool graphical user interface (GUI). The basic
principle and all icons are explained.

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

A.11.2 Basic Principle

On the left-hand side, you see the navigation tree (1) with the navigation groups (2: extended nav-
igation group, 4: closed navigation groups). Each navigation group contains several navigation items
(3). Click the name of a group to expand the group in the tree. Click a navigation item to open the
respective tab in the working area on the right-hand side.

In the bottom left corner (5), the name of the admin user who is currently logged in is displayed with
all roles which are assigned to this user.

In the top right corner (6), you find the buttons to reload the Admin Tool data, to log in and to log
out. The main working area (7) contains the data of the active/opened navigation item.

In the following figure, the Home tab is opened. This is the 