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R

est Management Introduction

Request Management is an integral component of the ServiceCenter system.
It provides automated ordering, manager approval, and tracking of assets
through the different phases of their life cycles, from requesting, ordering
and procurement to delivery and installation.

Read these chapters for information about Request Management.

Request Management Overview on page 13
Security and Access on page 29

Catalog Operations on page 61

Approvals on page 123

Alerts, Events, and Messages on page 143
Ordering on page 171

Closing and Receiving on page 185

Request Management Event Services on page 195

See these appendices for explanations about some Request Management
processes and terms.

Pre-Implementation Planning on page 211
Link Records on page 221

Macros on page 223

Glossary on page 225
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Knowledge Requirements

The instructions in this guide assume a working knowledge of Peregrine
Systems ServiceCenter and the installation platform. You can find more
information in the following guides.

m For information about a particular platform, see the appropriate platform
documentation.

m For information about customizing your environment using parameters,
see the ServiceCenter Technical Reference guide.

m Before you run the ServiceCenter server, see the ServiceCenter User’s
Guide.

m For administration and configuration information, see the ServiceCenter
System Administrator’s Guide or the ServiceCenter Application
Administration Guide.

m For database configuration information, see the ServiceCenter Database
Management and Administration Guide.

m For copies of the guides, download PDF versions from the CenterPoint
web site using the Adobe Acrobat Reader, which is also available on the
CenterPoint Web Site. For more information, see Peregrine’s CenterPoint
Web Site You can also order printed copies of the documentation through
your Peregrine Systems sales representative.

Examples

The sample windows and the examples included in this guide are for
illustration only, and may differ from those at your site.

Contacting Customer Support

For more information and help with this new release or with ServiceCenter
in general, contact Peregrine Systems’ Customer Support.

Peregrine’s CenterPoint Web Site

You can also find information about version compatibility, hardware and
software requirements, and other configuration issues at Peregrine’s
Centerpoint web site: http://support.peregrine.com
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1 Log in with your login ID and password.
2 Select Go for CenterPoint.

3 Select ServiceCenter from My Products at the top of the page for
configuration and compatibility information.

Note: For information about local support offices, select Whom Do I Call?
from Contents on the left side of the page to display the Peregrine
Worldwide Contact Information.

Corporate Headquarters

Address: Peregrine Systems, Inc.
Attn: Customer Support
3611 Valley Centre Drive
San Diego, CA 92130

Telephone: +1 (858) 794-7428
Fax: +1 (858) 480-3928

North America and South America

Telephone: +1 (800) 960-9998 (US and Canada only, toll free)

+1 (858) 794-7428 (Mexico, Central America, and
South America)

Fax: +1 (858) 480-3928

E-mail: support@peregrine.com

Europe, Asia/Pacific, Africa

For information about local offices, see Peregrine’s CenterPoint Web Site on
page 10. You can also contact Corporate Headquarters.

Contacting Customer Support < 11



Contacting Education Services

Training services are available for the full spectrum of Peregrine Products
including ServiceCenter.

Current details of our training services are available through the following
main contacts or at:

http://www.peregrine.com/education

Address: Peregrine Systems, Inc.
Attn: Education Services
3611 Valley Centre Drive
San Diego, CA 92130

Telephone: +1 (858) 794-5009
Fax: +1 (858) 480-3928
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CHAPTER

ServiceCenter’s process flow when ordering items and services includes
out-of-box catalog choices, making it possible for you to order bundled items
and services. You do not have to wait to order line items after the quote has
been opened, but you can do it all up front. You also have the option to add
more line items to your order later, if needed.

Ifyou find yourself asking when you should use Request Management versus
Change Management, here are some guidelines.

m Request Management is designed to handle common user requests for
products and services. These requests will usually only affect the person
making the request, or a small group of people for which the requestor is
responsible.

m Change Management is designed to handle any change to your business
environment that will modify or disrupt the current state of that
environment. Usually these modifications, or disruptions, will affect
multiple users or business units.

Key Request Management features include:

m Automated request, manager approval, and order processing tracking for
products and services.

m Detailed, customizable catalog of products and services, including
bundled and sequenced parts and services.

m Scheduling and integration of service requests and work orders with
purchase requests.

Request Management Overview < 13
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m Combination of multiple quotes into single or multiple orders, based on
vendor.

m Provision for external vendors and internal work groups.

m Integration with other ServiceCenter applications, such as Inventory
Management and Change Management.

m Integration with other Peregrine Systems products, such as Asset Center
and Facility Center.

m Sequential and Conditional on-line request entry and approvals.

m Automated Mail Notification and Alerts for normal and exceptional
events.

m Customer Control and consolidation of acquisitions and lifecycle
management.

m Request—>Order—>Receiving—>Posting process.

The front-end and most often encountered component of Request
Management is the catalog. The catalog contains lists of items that are
available for request, as well as bundled Request Categories, which include
Customer Procurement Requests, Human Resources, and Employee Office
Move with their components and lists of item types.

The Master Catalog allows the user to select a predefined set of hardware,
software, and services, which constitute an item. This item, in turn, is
available for order through the catalog and all associated components are
included in the order. For example, the New Employee Setup item within the
Human Resources category includes associated components, such as office
furniture, CPU with monitor and mouse, and network connectivity. The
user orders the one item, New Employee Setup, then orders for all the
components of the ordered item are sent out. Each component is then
tracked as the order is processed, the product is received, and the product is
installed or delivered to the user’s site.

Many features of the Request Management application are available to the
administrator (FALCON) login only. The following sections include
instructions for using Request Management when logged in as FALCON,
SUSIE.SUPERTECH, or MAX.MANAGER.
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Process Flow

Figure 1-1 shows the workflow for Request Management.

Close
Quote Quote
A
Catalog
Line Items

Order
(by line item)

|

Item Received
(service or product)

Order Complete |«

Figure 1-1: Request Management Process flow
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Sample Operation

Your access to Request Management features will vary, depending on how
you have logged in. For example, while FALCON has access to opening
orders, approving quotes, and processing orders, the SUSIE.SUPERTECH
login will only allow you to update work orders assigned to you.

Opening a Quote
To open a quote (using FALCON login):

1 From the system administrator’s home menu, select Request Management.
Figure 1-2 shows the Request Management main menu.

a ServiceCenter - [FALCON] [_[O] %]
@ File Edit “iew Format Cptions  List Ooton:  Window  Help _|E'|1|
shal7eal s
<% Back
ServiceCenter’ m
erviceCente ® = M
Quotes | Line Items | Orders | Maintenance |
Open New Quote Quote Categories
= :
ﬂ Fequest new products ar ='s Add or edit quate category
services. definitions.
___ Quote Queue Quote Fhases
r Use pre-defined inboxes to % Add or edit quate phaze
quickly find your workload. definitions.
Search Quotes Create Category Wizard
w Search for an existing quate y Step-by-step creation of a new
record. quote categony definition.
i Quote Environment Quote Object Record
L 'f Specify high level rules for quate . Specify quote behavior inside
behavior, the document engine. -
=
Feady | ingert | menu. gui.im [F]

Figure 1-2: Request Management main menu
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2 From the Request Management main menu, click Open New Quote.
Figure 1-3 shows a QBE list of master categories. Select a master category
from the list. For this example, select Customer Procurement Requests.

a ServiceCenter - [Category List] [_ O] %]
@Eile Edit Miew Fammat Optons  List Options Window  Help o =l |

SEE| ?8Ql9

\/:Q Back I:||

Flease select the category of thizs request.

Request Cateqony

Ernplayes Office Move Process

Selected line iz row 1 of 3 records | inzert | ocmgcat. view gbe.g [F]

Figure 1-3: QBE List of master categories
3 Figure 1-4 shows a group of further subdivided line item categories.

@ ServiceCenter - [Category List] _ O] x|
@Eile Edit Miew Fomat Optorns Liet Opfon: Window  Help _|E|5|

L@ ?2aQl 9

* -]
=y Back ‘

Master Catalog

| In General, what type of item are you requesting?

CompLtel

Facility Requestz

Qffice Supplies

Frinters & Printer Supplies
|5 Service Requests
Software Reguests
Telecom Services Requests
Telecom Packages

Selected line iz row 1 of 8 records | ingert | ocmecatselect gbe select. g [P

Figure 1-4: Line item categories within a master category
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4 Your selections within the Master Catalog help you to specity the type of item
you are requesting. For example, when you double-click Computers &
Related, ServiceCenter displays a QBE itemized list of computer and related
items, as shown in Figure 1-5.

(@ ServiceCenter - [Category List] =] E3

@Eile Edit “iew Format Optiorns LietOpton: Window  Help _|5’|1|
smE|78Qe

@-‘Q Back

These are the tppes of items available for this category:

Select the type of item vou want to request |

CPU's
Dezklop Computers
Handheld and PD Az
Hardware Requests

Fequest Hardware Upgrades
Installation Services
Individual Monitors
MHotebook Computers

Selected line iz row 1 of 9 records | inzert | ocmicat.gbe zelect.g [F]

Figure 1-5: QBE list of computer and related items

18 -Chapter 1—Request Management Overview



Request Management Guide

5 Select the item you would like to order. For this example, select Individual
Monitors. As you can see, the categories continue to partition into smaller

itemized lists. For this example, Figure 1-6 shows a list of available parts that
are various sizes of monitors.

(@ ServiceCenter - [Available Parts] |_ (O] %]
@Eile Edit Miew Fammat Optons  List Opfions Window  Help =] x|

FE@E| ?0Ql 9

<:-'§ Back

Select the item you wizh to request:

17" Monitor Graphic Series 264
19" Monitor Professional Serie 263 | 335.00
17" Monitor Professional Sere 261 235.00

Selected line is row 1 of 4 records | inzert | ocmco.gbe zelect.g [F]

Figure 1-6: Selecting an item type from the QBE list

6 For this example, we will select the needed part. Select the 17” monitor,

professional series. Figure 1-7 on page 20 shows the Request Management
confirmation screen that enables you to:

m Cancel your order
m Add more items to your order

m Submit your final request to order items

Sample Operation € 19
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Figure 1-7 shows a request for an order.

(@ ServiceCenter - [Selected Components]
@ File Edit “iew Faormat Optio List Optione: Window  Help i = |
]

x Cancel Add tems Subinit Recuest

Here are the items you have requested.

# |Descrip1ion Quantity Cost
1 17" Monitar Professional Serie 1 23500

Tatal Cost: F235.00

+ A ftems | | Submit Reguest I

Ready Responze 0110 draw 0110 | insert | submit.request.g [UP]

x Cancel

Figure 1-7: Submitting a request for order

1 Select Submit Request to submit your request.
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2 Figure 1-8 shows the form where you can supply information specific to
placing the quote, including, user name, department, and telephone number.

ﬂ ServiceCenter - [ServiceCenter] |_ (O] x]
@ File Edt “iew Fomat Options List Options  Window Help = | E'Iil
BB ?78Q D
@’ OK ¥ Cancel Skip ' Find 4 Fil "
ServiceCenter’ =
Mew Request |
When would you like thiz and what iz it for?
Fequired delivery date I =] Fieason for request: | ¥
Brief Description: |
who iz this for? Who iz paying for this?
Requested For: I = Bill Ta Location: | =
Company: | =] Bill To Department: | =]
Requested By: IFALCDN = Praject |D: |
Phone Mo.: | Approving ar.: |
Department: I
Where should it be delivered? Specific Shipping Information:
Ship To Lacation: | =] j
Additional D escription/Comments:
El
Feady | insert | ocmg. open. quate. gfscript execute] [F]

Figure 1-8: New Quote Form

3 Do one of the following:
m Ifyou have the information, enter it in the appropriate fields and click OK.

m Click Fill in the Requested for field to access the search dialog box and
open a QBE list of available contacts.

To search for a contact name:
» Do one of the following:

m Position the cursor in the Contact Name field and enter the name or
portion of the name of the contact record you want to locate. Press Enter
or click Search.
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m Leave the fields blank and click Search to perform a true query and retrieve
a list of current contact records. Figure 1-9 shows the QBE list of contacts.
Double-click the contact who is placing the request.

a ServiceCenter - [Please zelect a search criteria.] [_ (O] %]
@ File Edit “iew Fomat Opfions Lt Opton:  Window  Help ;Iilll
sBm ?7eQle
\’:-"‘{ Back
Contact Mame ast Mame |rst Mame Phone Extensior | Department Eompanu l_
iR C [770] 95 SAdminiztration | ACK
EUTLER. HIEHAHD Butler ichard (800) 422-5505 328 AEMEJEustomer Supp AEME
CHAM, HEATHER Chan Heather [619) 455-7654 214 ACME/Executive ACME
FALCOM, JEWMIFER | Falcon Jennifer [619) 455-7654 20 PRGM/Research & De PRGN
GEMOO00Z Kemy Chriztman (800) 455-7654 214 GEMERICOM, Adminis GENERICOM
GEMOO0043 Simmons Jeremy (800) 773-5600 215 GEMERICOM/Finance GENERICOM
GEMOO00S Gallaway Susan (800) 455-7E54 208 GEMERICOM, Adminis GENERICOM
GEMOO0093 Kentner James [925) 455-7654 209 GEMERICOM, Adminis GENERICOM
GRINE. FERRY Grine Permy [619) 455-7654 214 PRGN/Executive PRGN B
HaWTHORME, GREC Hawthome Greg 0181 332 9776 202 ACME/Research & De ACME
HELPDESK, BOB Helpdesk Baob [619) 465-7654 203 PRGM/Customer Supp PRGN
HEMMESEY, DAVID | Hennesey D avid [317) 455-7654 205 PRGN Marketing PRGN
IRWAN, JORATHOMN | Inwin Jonathon [301) 455-7654 205 ACME /Professional Se ACME
JENKINS, CAROL Jenking Carol (256 455-7654 206 PRGM/Customer Supp PRGN
JOHNSOM, JENMIFEF Johhson Jennifer [925) 455-7654 207 FRGM/Human Resow PRGM -
d | s
B More than one record in contacts file matches field "requested for'. | inzert | contacts. gbe.glus. fill gbe] [P]

Figure 1-9: QBE List of Contacts

Note: If this contact is associated with more than one device, a second QBE
list is displayed.
The initial quote screen redisplays with the contact information populated.

4 Continue filling in other information, such as required delivery date and
reason for request.

5 When you have filled in the contact information, click OK to submit the
quote. Figure 1-10 on page 23 shows the Request Management Summary
form with order information. Notice the status bar at the bottom of the
screen indicates that this order is in the approval phase. Other pieces of
information you can view in this summary are:

m detailed contact information
m bundled items requested
m total line items of order(s)

m current approvals and Approval log
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m information about the person who requested the order

m related incidents, changes, or calls

a ServiceCenter - [Request 01018] [_ (O] =]

@ File Edit “iew Fomat Options List Optons  Window  Help i |ﬁ'|1|
sdBE ?eQle
w7 0K M Cancel  [dSave [ Views .0 Find 4 Fil (©) Clocks .
Feguest Managerment Monitar Summary et
Mumber: [a1018 Statusz: initial
Current Phaze: IManager Approval Approval Status: Ipending c
Brief Desc: INew monitor needed.
Detail | Bundles | Line Items | Comments | Appravals | Requestor Information | Related Records |
Requested Far: [BUTLER. RICHARD =l Company: JACME ]
Requested Date:  [01/23/02 00:00:00 Bill To Location: JACME HO =l
Fequested By: [FALCON ] Bill To Department:  [ACME /Customer Suppart ]
Aszigned Dept: I ¥ e Project ID: |
Assigned To: I LB Ship To: JACME HO =l
Coordinatar: [FALCON ] Reason: New ¥
‘wark Manager: [FALCON ] Priarity: | ¥
Total Cost [$235.00
Drescription: Y
| | ]
B~ Quote 01018 Phase Manager Approval opened by FALCON. | insert | ocmg. view. summary. glrma.main. dizplay] [P]

Figure 1-10: Request Management Summary screen

6 When you are finished, click Save to save the record or click OK to save the
record and return to the Request Management main menu.
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Request Management Options

The options and list options differ slightly between new forms and existing

forms.

Options Menu

When you are opening a new or existing quote, the Options menu contains

the following options.

Option

Description

Print

Prints the current record to the default printer.

Audit History

Enables revision tracking.

Database Manager

Opens the Database Manager, which accesses
records from any of ServiceCenter’s files.

Search Duplicates

Queries the Request Management database for
duplicate orders. The search is based on the data
entered in the current form.

Validity Lookup

Checks the selected field against the ServiceCenter
validity tables for that field.

Related

Related|Incidents|Open

Allows you to open the associated Incident ticket.
For more information, see Related Records on
page 26.

Related|Incidents|Associate

Allows you to associate this quote to an Incident
ticket. For more information, see Related Records on
page 26.

Related|Incidents |View

Allows you to view the associated Incident ticket.
For more information, see Related Records on
page 26.

Related|Calls|Associate

Allows you to associate this quote to a call. For more
information, see Related Records on page 26.

Related|Calls|View

Allows you to view the associated call. For more
information, see Related Records on page 26.

Related|Changes|Associate

Allows you to associate this quote to a Change
Request. For more information, see Related Records
on page 26.
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Option Description

Related|Changes|View Allows you view the associated Change Request. For
more information, see Related Records on page 26.

Line Items View individual records for line items in a quote.

New Line Item Add a new line item to the existing quote.

View Actual Order Lines View line items of an order in the Bundled view to

see details about the order, including line item
number, description, quantity, and cost.

Change Category Allows you to change the category of the quote.
Change Phase Allows you to change the phase of the current order.
Logs

Logs|Phase Log Lists quotes and their current phase.

Logs|Alert Log Lists quotes and their alert status.

Logs|Approval Log Lists approval actions.

Current Alerts Lists currently scheduled and active alerts.

Approval > Approve | Deny When your login is part of an approval group, this
option allows you to approve, deny, or you can
retract a quote that you created.

List Pages Allows you to list all the pages associated with this
quote.
Calculate Impact Allows you to calculate the risk of this quote or order

against records with defined weighted values.

Copy and Open Allows you to copy a single line item or multiple line
items of an existing quote to open a new quote.

Expand Array Add a field to an array (list of elements of the same
data type accessed by an index or element number).
A separate window is displayed to enter the data.

Generate Maintenance The Database Manager utility enables you to
manipulate tasks for this record. Database Manager
is covered in the ServiceCenter System Tailoring
Guide.
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List Options Menu

When you are updating an existing Request Management quote, the List
Options menu contains the following list options.

List Option Description

Count Counts the records displayed in a record or QBE list. The total
is displayed in the status bar at the bottom of the window.

Print Records Allows you to print all the information within a record,
including the updates.

Print List Allows you to print a record, multiple records, or a QBE list.

Refresh Refreshes the record or QBE list display.

Modify Columns  Allows you to edit column headings in a record or QBE list.
For more information, see the ServiceCenter User’s Guide.

Save as Inbox Allows you to save the current list as an inbox.

Related Records

The Options menu allows you to create an association between existing
records, view a list of associated records, and open new records. The Request
Management Options menu allows you to work with incidents, changes, and
calls.

Opening a Related Record

You can open a Change Management change or an Incident Management
incident ticket from Request Management. The new record will be related to
an existing quote. For this example, we’ll open an Incident Management
incident ticket.

To open a related record from Request Management:
1 Display an existing Request Management quote.
2 Open the Options menu and highlight Related|Incidents.
3 Click Open.

The Incident Select Category form will display. Select a category and fill out
the form. Refer to the appropriate chapters (Service Management, Incident
Management, and Change Management) in the ServiceCenter User’s Guide
for help in filling out the form.
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4 Save the related record. Click Qopen. You will be returned to the initial
Request Management quote.

Associating a Quote with Another Record

You can associate a Request Management quote with an existing Service
Management call report, an Incident Management incident ticket, or Change
Management change. Before associating a quote with another record, make
note of the record’s ID number. For example, a call report could have an ID
number of CALL1001. You will need to enter this number during the
following process.

In the following example, we will associate a Request Management quote
with a call report. The procedure is the same for associating other types of
records.

To associate a quote with another record:

Access a Request Management quote.

Open the Options menu and highlight Related|Calls.
Click Associate.

H W N =

A dialog box will is displayed, asking:
Associate Quote Qxxxx with which Call?
5 Type the ID number.

m For a call report, type the number in the form of CALLxx, where xx is the
call number.

m For an incident, type the number in the form of IMxx, where xx is the
incident number.

m For a change record, type the number in the form of xx. The change
number does not have a defining letter.

6 Click OK. A confirmation message is displayed in the status bar.

Viewing Associated Records

You can view and edit associated Incident Management incident tickets,
Service Management calls, and Change Management change tickets from a
Request Management quote.
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In the following example, we will view an incident ticket associated with a
Request Management quote. The procedure is the same for viewing other
types of records.

To view an associated record:
1 Access a Request Management quote.
Open the Options menu and highlight Related|Incident.
Click View. A list of related Incidents is displayed.

H W N

Double-click on an Incident to view the details. The ticket will open. You can
edit the Incident ticket from here, including Resolving the ticket.

Viewing a Quote
To view an existing quote (MAX.MANAGER login):

1 Click Request Management on the main menu. Figure 1-11 shows the
Request Management Menu for MAX. MANAGER.

@ ServiceCenter - [MAX_MANAGER] | _ (O] x|
@ File Edt “iew Fomat COgtions  LstOptions  Window Help _Iﬁllﬂ
tB@l?ea 9
. Logout I:I|
ServiceC i
o eslapglE g ¥ @®
ServiceCenter ‘ Statistical [nformation |
Service Management Request Management
=
& Quickly manage, document, w Employee portal for requesting
and resolve incoming calls goods and services.

Incident Management - Inventory Management

Support your customers with L Detailed information on | T
camprehensive incident contral, 2 resources and their ielationships.
e Change Management Approve Requests
{ain =
it tinimize business rizk and Approve pending service
promote shiategic planning. requests
Root Cause Analysis Work Management
LT -3 Find the true root causes of ()_\ % Help managers efficiently deploy
recurrent incidents. technical staff.

S Find High Priarity Incidents 01/16/2002 15:28:35 - 23 Pricrity 1, 2, or 3 incidents

Feady | insert | pm.status.new [P]

Figure 1-11: Request Management Main Menu—MAX.MANAGER
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CHAPTER

Security in the Request Management process is essential. Most operators will
only need access to limited areas and items for requesting and ordering. In
the same light, only certain operators should be allowed to approve requests
and orders, mark shipments as received, and respond to operators requesting
items. These subtle aspects of distinction are possible within Request
Management.

This chapter addresses the various security access issues in Request
Management, including:

m Overview on page 30

Capability Words on page 30

Request Management Environment on page 32

User Profile on page 37

Group Records on page 57
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Overview

Request Management uses several files containing records on individual
operators to secure the database and provide efficient use of request
functional areas (quotes, orders, and line items), including:

Note: If there is a conflict in the settings for a particular operator, the User
Profile record settings override the environment settings in Request
Management. Then the category and phase record settings for the
functional areas override the User Profile record settings. Ultimately,
those restrictions established in the category and phase definition
records determine operator access privileges.

Capability Words

Every ServiceCenter operator has an operator record, which contains an
array (list) of words defining the capability (access privileges) of the operator.
In order for operators to access Request Management, those operators must
have at least one of the following capability words defined in their operator
records:

m OCMAdmin (Request Management Administrative access)

m OCML (Request Management Line-Item processing access)

m OCMO (Request Management Order processing access)

® OCMQ (Request Management Quote/Request processing access)

m SysAdmin (System Administrator access to everything)

To display capability words:
Select the Utilities tab from the system administrator ServiceCenter menu.
Click Administration.

Click Capability Words in the Security structure. A blank Capability File
form (capability) is displayed.

Do one of the following:
m Enter a Capability Word to pull up a Capability record.

m Click Search to pass a true query without entering any values in the form.
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Figure 2-1 shows a record list of all current Capability Word records.

a ServiceCenter - [capability AlwaysAdmin] [_ (O] ]
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
sB@m ?eQle

V ()8 x Cancel ({ Previous }) Mext s Add H Save f'j' Delete D‘
Capability Diescription |E]
! Jefaults Administration mode bo true when using the databasze manager.
Ch 34 dmin Allows access to all CM 3 Applications for Admin.
Dib2&dmin DE2 Administrator Capability
[ebug Thiz capability word allows a non Sysfdmin user to do debuging for
Endewvor Perform EMDEYOR-C1 Move Actions - everything =l

CAPABILITY FILE
Capability: IAIwaysAdmin
Drescription

Defaults Administration mode to true when uging the database manager. -
| |
Selected line iz row 1 of 32 records retrieved | inzert | capability. gbe.g [F]

Figure 2-1: Displaying capability words
To add one of the required capability words to each operator who is to have
access to Request Management in one way or another:
1 Select the Utilities tab from the system administrator ServiceCenter menu.
Click Administration.

Click Operators in the Security structure.

H W N

Do one of the following:
m Select the login name of the operator to bring up the operator record.

m Ifyou do not know the login name, click Search to perform a true query
without entering any values in the blank operator form. A record list with
the requested login names is displayed. Make your selection by clicking on
alogin name.

5 Select the Startup tab from the Operator Record menu.
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6 In the Execute Capabilities field, enter the appropriate capability word for
Request Management access, as shown in Figure 2-2.

a ServiceCenter - [User profile BOB_HELPDESK] H=1E3
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
sE ?eql s
/ ()8 x Cancel (-{ Previou: )V) Mext s Add H Save fj' Delete [ Views -~ Find + Fil Fill User H0|é__|
| Login M amme: | Full Mame | Fhone | Printer lil
ADMIN work Management Admin
B 0
Ch TEST Ca1 LI
OPERATOR RECORD et
General | Security | Login/Contact Profiles  Startup | Motification | Security Groups | Billing Infarmation
Initial Application
RAD Mame: Imenu.manager
Parameter Mames Parameter ¥ alues e
harme USER MEMNL
prampk menu. prompt. 1
string USER
Execute Capabilitie: Guery Group Manth:
|problem management & |Basic & Full Mame Ahre. =
Iquery.stored |Intermediate
Iinventory management IAdvanced T
Ichange request |
Ichange task |
[ocMa = | =
Selected line iz row 2 of 32 records retrieved | ingert | operator.gbe.g [F]

Figure 2-2: Modifying privileges through Capability Words

See the ServiceCenter System Administrator’s Guide for details about
capability words.

7 Click Save to record the changes.

Request Management Environment

Within Request Management, environment records define the overall
operating environment for the area, and establish the various features within
each functional area— quotes, line items, and orders. The environment
records contain information specific to each operator, including access
rights, numbering format and length, and enabled/disabled alerts and events.
Environment records are required in order to access a particular functional
area within Request Management.
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Environment Access

Viewing Environment Records
To view the Quotes, Line Items, and Orders environment records:

1 Signed on as a system administrator, select Request Management from the
system administrator’s home menu.

2 Select Environment on the Quotes, Line Items, or Orders tab of the main
Request Management menu. The environment record is displayed,
environment.ocmq, environment.ocml and environment.ocmo respectively.
These forms contain mostly the same fields, though different values may be
entered for each, as they control separate functional areas.

a ServiceCenter - [Edit Record] [_ (O] %]
@Eile Edit Wiew Format Options  List Opfion: Window  Help _|ﬁ||1|

shm/?eqQle
VDK x[ﬁancel ﬂSave

| v

REQUEST MANAGEMENT QUOTES APPLICATION EMVIRONMEMNT

Quote Option Stockroom Option
¥ Allow Access without Operator Profile?
2 ‘when a line item has been completely
¥ Schedule Alerts? received, it should be:

¥ Schedule Events?

) Marked as "In Stock”
i Operator |DAFull Mame

® Closed
[on = oper id, off = full name] o
Mumber Contrals Catalog Sorting Options
O r/Unique Mo [YYNNN
; nlque. ol ! Sort Master Categories By:

O rio/Urique No [rYMMHNN] | ¥

(8 Julian/Unique Mo [YYDDDMMM]

(] Unigue Mumber Only I A
I b

I. Separator Sort Line ltem Categories By:

I ¥|  Unique Number Length | ¥
| y |
I i

-
| | »

Fieady | ingert | environment. ocmg. glus. fill. display] [F]

Figure 2-3: Line Item Environment Settings

Use the following definitions to determine the values for the form fields.
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Quote Options Structure

These determine the overall behavior of quotes and how they will be

processed.

Option

Description

Allow Access?

If true, operators without user profiles can access the area
using the area’s default profile.

Schedule Alerts?

Allows alerts to be turned on (true) or off (false) for the entire
area, such as alerts added to the current alerts file, or not.

Schedule Events?

Allows event processing to be turned on (true) or off (false)
for the entire area, such as events added to the schedule file, or
not. Default is false.

Operator ID/Full
Name

Controls if the Operator’s Login ID or the Full Name is
recorded in the application’s records. If true, the Operator ID
is recorded; if false, the Full Name is recorded. The default is
false. This information is recorded in the variable
ocm.ufname.

Number Controls Structure

Each of the first three options below retrieves the unique sequential number
according to the ocmq, ocmo, and ocml records in the number file. The
number.reset application can be used to reset this unique number at the
beginning of each year, or more often if necessary. These number controls
determine how your quotes will be numbered.

Option

Description

Yr/Unique No
(YYNNN)

The current year (system-calculated), followed by a
unique sequential number.

Yr-Mo/Unique No
(YYMMNNN)

The current year and current month (system-calculated),
followed by a unique sequential number.

Julian/Unique No
(YYDDDNNN)

The current Julian date (system-calculated), followed by a
unique sequential number.
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Option Description

Unique Number Only A unique number without prefixes or suffixes, retrieved
from the number file (ocmq, ocml or ocmo classes).

m Separator—use a separator character between your
main quote or order number and the included line
items/parts, such as,

Q1234-001.

® Unique Number Length—set the length of the unique
number to be added (this will determine how often you
may need to reset your numbers).

Parent No/Unique No The Parent Quote or Order number, followed by a

(PPPNNN) sequential number determined by the total.line.items field
in the parent item. This option is only displayed in the line
item environment record (environment.ocml).

Stockroom Option Structure

When a line item has been completely received, it should be:

Option Description

Marked as “In Stock”  Item should be marked as In Stock.

Closed Item should be marked as Closed.

Editing Environment Records

Option Description

Sort Master Categories When selecting items from the catalog, the master Line

By Item categories can be sorted on any field in the
ocmcatselect database.

Sort Line Item When selecting Line Item categories, sort by these fields in

Categories By the ocmlcat database.

To edit any of the Request Management environment records:
1 Open Request Management from the main ServiceCenter menu.
2 Click Environment on the appropriate tab (Quotes, Line Items, or Orders).

3 Use the field definitions described in Viewing Environment Records on
page 33 to determine the exact restrictions or permissions you wish to enable
for your operators.
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4 Determine the numbering format to establish for quotes, line items, and
orders.

5 Decide on a separator character between your main quote or order number
and the included line items/parts, such as Q1234-001 and 02345-100.

6 Determine the length of the unique number to be added (this will determine
how often you may need to reset your numbers).

7 Click Save to record the new environment record.

Number Reset Application

Resetting the number file at a particular point may be required due to heavy
activity, auditing requirements, dates being used as part of the numbering
convention, or several other scenarios. Number resetting is often performed
on a monthly or annual basis, depending on your numbering scheme for that
functional area.

The number.reset application can be used to force the number file to be reset
at a particular time. The application resets the number record to zero (0).

Important: Quote and Order line item numbers are stored in the same file,
Line Items file (ocml), distinguished by default with Q for quotes
and O for orders. When resetting numbering, you need to take
into account whether future records will conflict with current
record numbers. The number must be a unique value, as defined
in the database dictionary file for each of the ocm files.

A schedule record must be defined to run in any ServiceCenter background
processor. This record should be set to execute the number.reset application.

To reset the number.reset application:

» Access the environment record, as described in Environment Access on
page 33.

To reset the number controls:

» Refer to Number Controls Structure on page 34 for detailed information
about the fields within the Number Controls structure.
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The user profile controls the Request Management function access for users.
Users can have the assigned User Role’s standard profile, or be assigned to a
unique profile to establish user access.

Further specifications are achieved through a separate profile for each of the
three functional areas of Request Management, or one profile can be used for
access to all. If two profiles are built for an operator, such as one for the Quote
area and another for All areas, the profile with the specific area option takes
precedence and overrides the All areas profile.

Viewing a User Profile
1 Open Request Management from the main ServiceCenter menu.
2 Click Supporting Files on the Maintenance tab.
3 Click Profiles in the Support structure.
A blank operator profile form (ocmprofile) is displayed.
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4 Click Search to pass a true query without entering any values in the form.
Figure 2-4 shows a record list of all current user profiles.

@ ServiceCenter - [ocmprofile] |- (O] x|

@EHE Edt Wiew Fomat Options  List Options  Window Help —|= 5'
sdBE ?7eQ B
oK Cancel Prewiou: Mext Add Save T Delets Wisws « ' Find 4 Fil -

T { Iﬂ :

Mame Area
ADMIN
APPROVER a
COORDINATOR a
DEFALLT a =l
Profile Name: TaOMIN | Area ] ¥
Manager Group: | |  Require Password r
Member Groups: Wj Lpproval Groups: Imd
(I [EMERGENCY GROLF | =]
Basic | Alertdpproval ‘ Print/Cuery | Categony/Statements | Queus Options |
Basic Option:
¥ &l Functions u Conf Update ¥ Post
¥ Audit History M Copy & Open M Receive
¥ Calculate Impact M Count T Reopen
¥ Close M Database Manager M Save
2l Change Category I~ Expand Amray I~ [Clozed] Save
¥ Change Phase M Fil ¥ Search Duplisates
™ Conf Close M Find v Select
[ Conf Copy & Open M Generate Orders ¥ Shaw Seripts
[T ConfEnd M Line ltems Ir Split
[ Conf Open M List Pages ¥ Show Subtatals
[T Conf Mest Phase I~ b ark/Diop Awvailable I~ Walidity Lookup
[ Corf Print M Open M \iews
1 | Conf Fieopen M Phase Log
Selected line is row 1 of 11 records | insert | ocmprofile.gbe.g [F]

Figure 2-4: Operator Profile Record

A list of available user profiles appears above the data from the first record.

5 Select a profile to view from the list by clicking on the name. The selected
record is displayed.
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The profile form (ocmprofile) displays the specific access rights available to

the user.

Profile Option Description

Profile Name Identifies the operator login ID for which this profile

(required) applies.

Manager Group Identifies the manager group to which this
operator/group belongs. This information is provided for
routing approvals for any records this operator/group
opens.

Member Groups Identifies which Request Management operator groups
with which this operator/group belongs. These groups and
their rights are explained in the following section.

Area Identifies to which functional areas this profile applies,
such as, Quotes, Order, Line Items, or All

Require Password States whether this operator must provide a password in
order to access the given area of Request Management
(true=yes. false=no).

Approval Groups Identifies the Request Management Approval groups to

which this operator/group belongs; for setting security
and approval functions. Approval groups have control
over the movement of items from one phase to another.
For more information, see Approvals on page 123.

The tabs below the identification information include profile control
options, which are specific to the operator or group. The default condition
for the check boxes on these tabs for all operators is set to unknown, which
equates to false for all operators except those with SysAdmin or OCMAdmin
authority, then the default is true.

Note: On the tabs, red field items are confirmation controls and the other
field items are display/Format Controls, which display in the Options
menu or as buttons in the system tray.

If you need to make changes to the ocmprofile.g form profile controls and
options, use Forms Designer. The “Input” properties (security field names)
for the controls/options described in the tables below are included as well.
See the ServiceCenter System Tailoring Guide to become familiar with using
Forms Designer.
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Basic tab profile options

This tab has general restrictions to functionality like Find, Fill, Open,
Reopen, Save and View options. See the Basic tab shown in Figure 2-4 on
page 38.

User Profile Controls and Options are stored in the $G.ocmx.environment
variable (orders = ocmg.quotes, orders = ocmo.orders, lines = ocml.lines). Each
option can be accessed by its Security field name, shown in the first column
of the control/profile the following option tables.

For example: To access the controls/options for evaluating the condition
when the system displays the standard SC confirmation open prompt, access
the cfrm.open security field in the $G.ocmgq.environment (cfrm.open in
$G.ocmq environment).

See the following table for detailed descriptions of the Profile controls and
options.

Control/Option

(Security Field When Available

Name) Description Availability Conditions

All Functions Sets all OCM function conditions

(all) to true.

Audit History Controls access to the Audit Displayed while viewing

(audit) History database. If auditing is not Quotes/Orders/Line
used in your OCM system, this Items.

option should be set to false.

Calculate Impact ~ Accesses standard Validity Tables  Available while viewinga
(calcrsk) and calculates the Risk for the Quote/Order/Line Item.
current record. This calculation is
based on the same logic used in

CM3 to determine Risk.
Close Closes the currently displayed Displayed while viewing
(close) record by updating the status of the Quotes/Orders/Line
open field to false, executes the Items.
close.script (as per the Phase or close, Locked, Phase
Category definition), and closes the (gge Cond=true,
record.

open~=false

Change Category Opens a new category.
(new.category)
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Control/Option
(Security Field When Available
Name) Description Availability Conditions

Change Phase Opens a new phase.

(new.phase)
Conf Close When the condition evaluates to  After initiating the close
(cfrm.closed) true, the system displays the option.

standard SC confirmation prompt

when the operator selects the close

option.
Conf Copy & This condition is evaluated after the ~After initiating the
Open operator starts the copy&open copy&open option.
(cfrm.copy) process. If it evaluates to true, the

system displays the standard SC

confirmation prompt to confirm

the copy&open action.
Conf End When the condition evaluates to  After initiating the end
(cfrm.end) true, the system displays the option.

standard SC confirmation prompt

when the operator selects the end

option.
Conf Open When the condition evaluates to ~ After starting the Open
(cfrm.open) true, the system displays the process.

standard SC confirmation prompt
when the operator selects the open
option.

Conf Next Phase  When the condition evaluates to ~ After starting the next
(cfrm.nextphase) ~ true the system displays the Phase of a Quote/Order.
standard SC confirmation prompt
when the second or higher Phase of
an item is started.

Conf Print When the condition evaluates to ~ After initiating a print
(cfrm.print) true, the system displays a operation on the current
confirmation prompt when the record.

operator attempts to print the
currently open record.

Conf Reopen When the condition evaluates to  After initiating the
(cfrm.reopen) true, the system displays a reopen process.
confirmation prompt when the
operator selects the reopen option
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Control/Option

(Security Field When Available

Name) Description Availability Conditions
Conf Update When the condition evaluates to  After initiating the
(cfrm.update) true, the system displays the update process.

standard SC confirmation prompt
when the operator selects the
update option.

Copy & Open Copies the data from the currently While viewing records.

(cpyopn) displayed record to a new record
and attempts to open it. Note that
the data from the currently
displayed record must meet all
standard Format Control and
Validity Table processing for the
open process. The Alerts and
Approvals from the currently
displayed record are not copied.
New Alerts and Approvals are built
for the new record.

Count Counts the number of records in ~ While viewing a gbe list.
(count) the current gbe list

Database Allows access to the native Database Displayed while viewing
Manager Manager prompt. From this point, a Quote/Order/Line
(database) the operator can access any Item.

ServiceCenter file (assuming access
is granted by ServiceCenter

security).
Expand Array Expands the current array by Available on all standard
(expand) executing the standard edit.array =~ OCM RIO panels.
application
Fill Executes standard ServiceCenter fill Available on most OCM
(fill) processing. RIO panels.
While viewing records:
fill, locked, evaluate
(update) (the operator
must have update
authority).
All other times:
fill
Find Executes standard ServiceCenter ~ Available on most OCM
(find) find processing. RIO panels.
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Control/Option
(Security Field
Name)

Description

When Available
Availability Conditions

Generate Orders
(generate.order)

Overrides the standard Order
Generation Process and
immediately opens an Order for all
Line Items of a Quote.

Available only while
viewing Quotes.

generate.order, locked,
Phase Generate Order
Cond=true

Line Items
(access.li)

Finds all Line Items associated with
the currently displayed
Quote/Order. If no Line Items are
found, the Line Item open process
is automatically invoked.

Available while viewing a
Quote/Order.

List Pages
(pagelist)

Listall the pages associated with this
quote.

Mark/Drop
Available

(avail.to.order)

This option controls two functions
that toggle between each other
based on the status of the
avail.to.order field.

mark avail: Allows the operator to
manually mark the first level of
associated Line Items as being
available for Ordering. This starts
the Order generation process for a
Quote’s Line Items.

drop avail: Sets the avail.to.order
flag to false. In other words, the
Quote Line Item is no longer
available for Order processing

Displayed while viewing
a Quote Line Item.
mark avail:avail.to.order,
null(parent.line.item in
$L.file) (the Line Item is
not consolidated with
other Line Items),
avail.to.order =false (the
current Line Item is not
marked for Ordering)

drop avail:
avail.to.order=true (the
current Line Item is
marked ready for
Ordering)

Open
(open)

Takes the data entered by the
Operator, executes the appropriate
Scripts (defined in the Phase or
Category records) and adds it to the
appropriate database with a status
of open (the open field is set to
true).

open: Available on the
initial query screen.
open

open new: Available
while viewing an existing
Line Item.

open,
ACTION="“receive” (the
receiving action is not
currently active), Phase
Add Line Item Cond (of
the Parent Quote)=true
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Control/Option

(Security Field When Available
Name) Description Availability Conditions
Phase Log Accesses the ocmphaselog records ~ Available while viewing a
(phase.log) for the current Quote/Order via Quote/Order.
standard Database Manager phase.log, locked
Post Takes the quantities displayed and  Displayed during the
(post) posts them to the indicated Quote  receiving process
Line Items.
Receive Begins the receiving process for the Available while viewing
(receive) currently displayed Line Item. This Orders and Line Items.
option is available for Line Items  por Orders: receive,
only. locked

For Line Items:

receive, parent locked,

not null(parent.order in
$L.file) (the Line Item is
subordinate to an Order)

Reopen Executes the Reopen Script Available while viewing a
(reopen) (defined in the Phase or Category  closed record.

record) and updates the record to a reopen, locked,

status of open (i.e., the open field is open=false, Phase

true). Reopen Cond=true

Save Grants update authority to records.

(update) update, locked,
open=false, Phase
Update Cond=true

(Closed) Save Grants update authority to closed  Available while viewing
records. closed records.

Search Duplicates Searches for duplicate orders.

(duplicates)
Select Begins the process of selecting a Available while viewing a
(select.components Part for a Line Item where part Line Item whose part
) selection was deferred by the selection was deferred.
operator when it was selected from ¢, components,
the Catalog. locked,

evaluate(defer.selection
in $L.file) (part selection
was previously deferred)
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(Security Field When Available
Name) Description Availability Conditions
Show Scripts Opens a window showingall Scripts Available while viewinga
(scripts) that may be executed from the record.
currently displayed record. scripts, locked
Split Begins the process of splitting the ~ Available while viewinga
(split) current Line Item. Line Item.
split, locked
Show Subtotals ~ Invokes the Subtotal process thatis Available while viewinga
(subtotal) associated with the file of the record.
current area subtotal, locked,
open=true or unknown
Validity Lookup ~ Allows access to standard Validity =~ While viewing a record.
(valid.lkup) Table Look-up processing.
Views Allows the operator to select an While viewing a record
(views) alternate format for viewing the or a QBE list of records.

currently displayed record of QBE
format. After the new format is
selected, its display Format Control
is executed (this does not apply to
QBE formats)

views (while viewing a
record)

views and
Ing(denull(gbeformats
in ocmxfcm))>0 (thereis
at least one QBE format
defined in the master
Format Control record)
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Alert/Approval tab profile options

Determine this operator/group’s rights for manipulating alerts and issuing
approvals of different items.

Basic  Alertbpproval |F'rint.-"Query |Eategory.-"8tatements |Queue Options

Alert Option:
v Alert Log

Approval Option:

7 Approval Action 7 Deny W Overide
7 Approval Log ™ Retract ™ Reeval
7 Approvals 7 Mazz Approve ™ Reset
7 Approve M Masz Dizapprove

Figure 2-5: User Profile - Alert/Approval tab

Control/Option

(Security Field When Available
Name) Description Availability Condition
Alert Options
Add Controls the standard database During the process of
(alert.add) manager add option when the finding the Alerts
current alerts log is accessed from a  associated with the
Quote/Order. current record. Displayed
when no records currently
exist.
Alert Log Allows the operator to access the  Displayed while viewing a
(alert.brw) current alerts log while viewinga  Quote/Order/Line Item.

record. If the record is locked, you
will have update authority against
the log records. If the record is not
locked you will not have update
authority against the log records.

Approval Action  Displays the approval Displayed while viewing a
(appr.active) requirements currently pending ~ Quote/Order.

the approval of the current

operator.
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Control/Option

(Security Field When Available

Name) Description Availability Condition
Approval Log Displays all approval logs Displayed while viewing a
(approve.brw) associated with the currently Quote/Order/Line Item.

displayed record. If this option is
selected while viewing a
Quote/Order then the approval
logs generated by both the
Quote/Order and the associated
Line Items are displayed. If this
option is selected while viewing a
Line Item, then only the approval
logs generated by the Line Item are

displayed
Approvals Begins the process of finding all ~ Displayed on the
(approvals) Quote/Orders that are currently ~ Quote/Order initial query
pending the approval of the screen.
current operator.
Approve Updates the approval.status of the Displayed when viewing
(approve) current approval log to approved. one approval log record.
approve,

status="“pending” or
“future” or “approved”,
locked, Phase Approval
Cond=true, gcond=true
(The operator must have
approval authority for the
current group or must
have override authority)

Deny Updates the approval.status of the Displayed when one
(deny) current ocmapprlog to denied. approval log record is
displayed.

deny, (status="“pending”,
“future” or “approved”),
locked, Phase Approval
Cond=true, gcond=true
(the operator must have
approval authority for the
current group or must
have override authority)
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(Security Field
Name)

Description

ServiceCenter

When Available
Availability Condition

Retract
(retract)

Removes the previous approval or
denial action taken against a given
approval log and resets the status
to pending.

NOTE: This parameter also
controls the retract all option. The
retract all will retract all records in
an approval requirements list.

Displayed when one
approval log record is
displayed.

deny, (status="“approved"
or “denied”), locked,
Phase Approval
Cond=true, gcond=true
(the operator must have
approval authority for the
current group or must
have override authority).

Override
(approve.override)

When this condition evaluates to
true, the normal group restrictions
that apply to the approval process
(i.e., an operator must be a
member of the group in order to
approve, deny or retract for that
group) are ignored.

While viewing an
ocmapprlog record.

48 p-Chapter 2—Security and Access



Request Management Guide

Print/Query tab profile options

Determine how background, foreground printing of the operator/group
members can print and what query restrictions (such as partial key and
advanced) apply.

Basic |AIert.-"ApprovaI Frint/Querny |Eategory.-"8tatements |Queue Options

Frirt O ptian:
||7 Background | Frinter: Isysprint.mvs |
7 Foreground GBE List Report: Iprint.qbelist.bg |
¥ Prirt GBE List Format: Iocmr.qbe |
¥ Prirt List GBE Recs Report: Iprint.records.bg |
™ Prirt Recs GBE Recs Format: Iprint.qbelist.bg |
Query Option
V| Active V' Deferred V| Restore
W sdvanced Search M Inactive 7 Skip W arning
! all [ Mad Time Limit ¥ Standard
¥ Clear [v| Partial Key W Structured
Append Query: | Initial Format: | |
Time Limit: |00:00:10 QBE Farmat: | |
Figure 2-6: User Profile - Print/Query tab
Control/Option When Available
(Security Field Availability
Name) Description Conditions
Print Options
Background Allows the operator to schedule After initiating the print
(print.bg) print requests in the report option
background processor
Foreground Allows the operator to execute print  After initiating the print
(print.fg) request in foreground (i.e., option.
operator’s terminal will be in a wait
state until the report finishes).
Print Allows the operator to begin the Available on most RIO
(print) process of printing the currently and FDISP panels.
displayed record.
Print List Prints the current QBE List of From a QBE list of
(print.qbe) records in QBE format. records.
Print Recs Prints the current QBE list of From a QBE list of
(qberecs) records in record format. records.
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Control/Option
(Security Field
Name)

Description

When Available
Availability
Conditions

Printer
(printer)

An optional field that designates
which printer that OCM generated
print is routed to. This value is
validated against the config file.

QBE List Report
(gbelist.report)

The report that is executed when

you execute the print list option. The

default is print.qbelist.bg

QBE list Format
(gbelist.format)

Defines format that is used when
you select the print list option. The
default is ocmx.qbe (where x is the
area).

QBE Recs Report
(gberecs.report)

The report that is executed when
you execute the print recs option.
The default is print.records.bg

QBE Recs Format
(gberecs.format)

The format that is used when you
select the print recs option. The
default is ocmx.default (where x is
the area).

Query Options

Active

(active.query)

Allows the operator to query for all
active records (i.e., open=true) that
match the QBE data. This option is
displayed on the pagelist
confirmation screen. The <enter>
key on the initial query screen
causes the query to search for all
active tickets. If the operator does
not have the authority to query for
active records, a message is issued
after the operator selects the
<enter> key.

During the process of
querying for duplicate
records. In GUI, the
active query option is
presented as a check box
object.

Advanced Search
(query.window)

Allows you to search by narrowing
the time frame when a record was
opened or updated. You also can
enter the names of the operators
who opened or updated the report.
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Control/Option When Available
(Security Field Availability

Name) Description Conditions

All Causes the query to search for all ~ Displayed on the initial
(all.query) records, regardless of status. query screen and when

using the duplicate
option. In GUI, the all
query option is

presented as a check box
object.
Clear Removes the previously entered For text, displayed on
(clear) QBE data and initializes the file the secondary options of
variable (such as all of the data the initial query screen.
fields) to NULL. In GUI, displayed in the
Options pull-down.
Deferred Amends the query to search for Displayed on the initial
(deferred) deferred items (such as query screen and after
open=unknown). invoking the duplicate

option and the category
query option. In GUI,

the deferred query

option is presented as a

check box object.
Inactive Allows the operator to query for all Displayed on the initial
(history) closed records (i.e., open=false) that query screen and after

match the QBE data. This option is invoking the duplicate
displayed on the initial query screen function. In GUI, the

and on the pagelist confirmation inactive query option is
screen. presented as a check box
object.
Modify Time Allows the operator to modify the
Limit Time Limit from the detect keyed
(mod.time.limit) ~ Warning prompt.
Partial Key Allows the operator to execute
(partial.key) partially-keyed queries.
Restore Restores the previously entered QBE  Available on the initial
(qberestore) data to the currently displayed query screen.
record. not null($lfilexsave))

(the clear option has
been previously
selected)
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(Security Field
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Description

ServiceCenter

When Available
Availability
Conditions

Skip Warning
(skip.warning)

Normally, it is desirable to warn a
operator when they have entered an
inefficient (partially or non-keyed)
query. This option allows you to
bypass this warning for certain
operators. If the option is true the
warning is bypassed.

Standard
(standard)

This option is displayed after the
operator has initiated the query
option. This option causes the query
to be built according to normal
ServiceCenter query rules.

Displayed after selecting
the query option but
before the query
window is opened.

Structured
(structured)

This option is displayed after the
operator has initiated the query
option. This option causes the query
to be built according to OCM query
rules.

Displayed after selecting
the query option but
before the query
window is opened.

Append Query
(append.query)

Defines the query string that is
appended to all queries executed by
the operator. OCM builds the query
as: <standard query> and <append
query>

Time Limit
(query.time.limit)

Defines the maximum amount of
elapsed time that a query is allowed
to execute.

Initial Format
(initial.fmt)

Defines the format name that is
displayed to a operator when they
first enter a given application. The
default is ocmx.hdr1.

QBE Format
(gbe.format)

Defines the QBE format used to
display records for a particular area
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Category/Statement tab profile options

Restrict the operator/group to certain categories and allow for additional
statements to be processed in relation to these restrictions.

Basic |AIert.-"ApprovaI |F'rint.-"Query Category/Statements |Queue Options |

Category Restrictions

Default Categany: [ |
Allowed Categaries: ﬂ

L

Statement:

Figure 2-7: User Profile - Category/Statements tab

Control/Option

(Security Field When Available

Name) Description Availability Conditions
Category

Restrictions

Default Category  Defines the name of the Category

(default.category) ~ thatrecords are opened under
when an operator opens a record
for a particular area. If this field is
NULL when an operator opens a
record, then the operator can
access only the Categories defined
in the Allowed Cats field. This field
is also used by the background
order processor when generating
orders. Refer to the section on
Generating Orders.
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Control/Option
(Security Field
Name)

Description

When Available
Availability Conditions

Allowed
Categories

(allowed.cats)

Defines the categories the operator
is allowed to access. This controls
which Categories are presented for
the operator to select from during
record open (if a Dflt Category is
not defined) and controls which
records the operator can view. Ifan
operator attempts to select a record
from a QBE list that is not one of
these Categories, access is denied
and the appropriate error message
is sent. If no Categories are defined,
the operator will have access to all
Categories for that area.

Statements
(statements)

An optional array of processing
statements that are executed when
the security variables are
established. This allows you to
manipulate the default security
variables and/or establish special
security variables of your own.

TIP: You can add your own fields
to the profile record and then
establish global variables via these
processing statements. Use the
ocmprofile.g file variable to refer to
fields in the current OCM Profile
record.
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Queue Options tab profile options

Define whether the operator/group has a unique inbox in the various
Request Management queues and allow for the specification of a unique
queue format to display relevant quote or order records.

Basic |AIert.-"ApprovaI |F'rint.-"Query |Eategory.-"8tatements Queue Options |

Guate Initial Inbox: Il my open requests ![j
Order Initial Inbos: Il open orders for Compaq | ¥
Line [tem Initial Inbox: IDeferred Mew Employee Setu) ¥

Quote Queus Format: |

Order Queue Farmat: |

Line Item Queue Format: |

Figure 2-8: User Profile - Queue Options tab

Control/Option
(Security Field When Available
Name) Description Availability Conditions

Quote Initial Inbox  Defines the default inbox for the

(quote.initial.inbox) operator opening the quote
queue.

Order Initial Inbox  Defines the default inbox for the
(order.initial.inbox) ~ Operator opening the order

queue.

Line Item Initial Defines the default inbox for the
Inbox operator opening the line item
(line.initial.inbox) queue.

Quote Queue Format Defines the default queue

(quote.manage. format for the operator opening
format) the quote queue.

Order Queue Format Defines the default queue
(order.manage. format for the operator opening
format) the order queue.

Line Item Queue Defines the default queue
Format format for the operator opening

(line.manage.format) ~ the line item queue.
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Adding a Profile

1 Open Request Management in the main ServiceCenter menu.
2 Click Supporting Files on the Maintenance tab.

3 Click Profiles under the Support structure. A blank operator profile form
(ocmprofile) appears. See a sample ocmprofile form in Figure 2-4 on page 38.

4 Do one of the following:

m Begin entering the appropriate values for your user profile, based on the
field and tab definitions above.

m Click Search from the system tray to pass a true query without entering
any values in the form. A record list of existing profile records will display.

a Choose a profile you would like to base your new profile on, and open it
by clicking the name.

b Enter a new profile name.

¢ Begin additional modifications to the record to create your new
operator/group profile.

5 When you have completed setting up the values for this profile, click Add to
add it to the ocmprofile file.

Important: Do not press SAVE, as this will copy over the record you changed
with the new data and remove the old record from the
ocmprofile file.

6 A series of screens prompt you with the values you have provided to the
check boxes and tab fields in the expanded form, which displays true and false
values. Do one of the following:

m Move through these screens by clicking OK as you verify the values are
correct for the access rights you intend this user to have.

m When you have completed setting up the values for this profile, select
Options > Rebuild Groups to apply this and other operator profile record
group updates to the appropriate group definition records.

When the record is added or updated, a message the following message is
displayed in the status bar:

*All Group Records updated to reflect latest Profile definition.
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Editing a Profile

1 Open an existing profile. See Adding a Profile on page 56 for information
about searching for and opening an existing profile.

2 Review the restrictions for that profile.

3 Use the field and tab definitions described in Viewing a User Profile on
page 37 to determine the exact restrictions or permissions you wish to enable
for the user.

4 Do one of the following:

m Click Save in the system tray to confirm and record your revisions to the
record.

m When you have completed setting up the values for this profile, pull down
the Options and select Rebuild Groups to apply this and other operator
profile record Message group definition updates to the appropriate
Message group definition records.

Group Records

A group in Request Management represents a collection of operators who
share a common set of responsibilities. Group definitions specify two
divisions within the group: operators who are members (reviewers), and
operators who have approval authority and receive approval information
associated with this group (may be the same as the members).

One of the primary purposes of this grouping is for dissemination of system
messages to relevant parties. Member groups (reviewers) or Approval groups
may be listed in the ocmevents record, but if these groups are not also listed
in the Group record, they will not receive messages. The individuals of a
group will have the same authority as identified in their profile, but they
simply will not receive messages.

An operator’s authority depends on the operator profile; whether an
operator receives messages depends on membership in the group record.

Viewing Group Records

1 Open Request Management from the main ServiceCenter menu.
2 Click Supporting Files on the Maintenance tab.
3 Click Groups in the Support structure.
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A blank group definition form (ocmgroups) is displayed.
4 Click Search to pass a true query and retrieve all current user profiles.

A record list of available group definitions is displayed above the data from
the first record.

5 Selecta profile to view from the list by clicking on the name. Figure 2-9 shows
the selected record.

a ServiceCenter - [Request Management Groups] [_ (O] %]
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

shmj/?eqQle

/0K M Cancel €4 Frevious 39 Mest ofmadd  []Save (] Delete .00 Find T
Mame Area Diescription I:I‘
: la |

I T MANAGEMENT t Managers
EMERGENCY GROUP a EMERGENCY GROUP
FACILITIES a Facilities 50U >l
REQUEST MANAGEMENT GROUP DEFINITION
Mame: [ASSET MANAGEMENT
Area: ] ¥
Description: IAsset Managers
Duty Table: [standard |
Members Approvers
FALCON
Max MANAGER
falcon
=l
Selected line iz row 1 of 17 records | inzert | ocmgroups. glgroup. view] [US]

Figure 2-9: Group Definition
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The definition form (ocmgroups) displays the specific operators who receive
member messages and approval messages for this group.

Field Description

Name Identifies the name of the group; usually reflects the name of the

(required) department. Must be unique within each Request Management
area.

Area The functional area for this group record. Valid values include
Quotes, Orders, Line Items, and All

Description Description of the group.

Duty Table Name of the Duty Table that defines the working hours of this

group. Used by the Alert processor when scheduling alerts (for
example, determines which shifts are valid for sending alerts to
these operators).

Members The login IDs of operators who are members (reviewers) of this
group and who will receive messages when the ocmevents
Member List field contains a value of members or all. Select
Options > Rebuild Groups to update this Members list to
include any profile record group additions or changes made in
the profile record.

Approvers The login IDs of operators who are approvers of this group and
who will receive messages when the ocmevents Member List
field contains approver or all. Select Options > Rebuild Groups
to update this Approvers list to include any profile record group
additions or changes made in the profile record.

Adding Group Records
1 Open Request Management from the main ServiceCenter menu.
2 Click Supporting Files on the Maintenance tab.

3 Click Groups under the Support structure. A blank group definition form
(ocmgroups) appears, as shown in Figure 2-9 on page 58.

4 Do one of the following:

m Begin entering the appropriate values for your group definition record,
based on the field definitions described in Viewing Group Records on
page 57.

m Click Search to pass a true query and retrieve all current group definition
records.
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= Choose a group definition which you would like to base your new
group on and open it by clicking the name.

= Enter a new group name.

m Begin additional modifications to the record to create your new group
record.

5 Select Options >Rebuild Groups to update the Members and Approvers lists
to include any profile record Message group additions or changes made in
the profile record.

6 Click Add to confirm and record your new group record.

Editing Group Records

1 Open an existing record, as described in Viewing Group Records on page 57.
2 Review the membership and approval lists for that Message group definition.

Note: All membership additions or deletions are made through the operator
profile record group changes. For more information on editing profile
records, see Editing a Profile on page 57.

3 Select Options > Rebuild Groups to rebuild all group definition lists after the
operator profile records have been updated.
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CHAPTER

The catalog is the first step the operator encounters in the request process.
Creating the catalog is one of the most important steps in the Request
Management setup process. See Pre-Implementation Planning on page 211
for detailed explanations about what you will need to build your catalog.

This chapter addresses the following issues in relation to setting up and using
the Request Management catalog.

Overview on page 62

Primary Files on page 62
Categories on page 63

Phantom Line Items on page 72
Phases on page 75

Model File on page 90
Modelvendor File on page 113
Vendor File on page 118
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Overview

Within the catalog are the list of items and bundled items available for
request. These items and categories of items need to be set up by an
administrator with rights to create catalog items. Most operators will only be
allowed to access existing catalogs, and will not have editorial control in the
process, such as not having the ability to add items to the catalog that are not
already defined.

Primary Files

The catalog consists of the model, modelvendor and vendor files.

Model (Catalog) File

The model file (also known as the catalog file) contains a detailed bill of
materials for a part. This includes the hardware, software and services that
comprise the item, as well as controls on the part and its components. The
file contains information regarding what operators can do with the part, how
components of this part are selected, how quote line items turn into orders,
and whether to order or to consume from stock. Both the model.¢ form and
the ocmco.g form can be used to display data contained in the model file.

The catalog defines an item’s components and their order generation
dependencies. Controlling the order generation dependencies includes the
purchase requisition and service and work orders necessary to obtain the
item.

The following field controls the grouping of these items:

Type: Category is the primary grouping for Catalog items. Allows grouping
of similar items under a common name.

Modelvendor File

The modelvendor file is a bridge between the model and vendor files. It
contains relational information between a particular part or model, and the
associated vendor(s) of that part. Data regarding cost, lead times, and
payment schedules for a vendor are tracked along with the parts.
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Vendor File

The vendor file is shared throughout ServiceCenter as the source of
manufacturer and retail vendor information. It also holds data on internal
and external service providers. A vendor record for a particular
manufacturer must exist before items from this manufacturer can be
admitted to ServiceCenter inventory and, consequently, the Request
Management catalog.

Categories

Categories within Request Management help to group items that would
normally be listed independently. Without these groupings, seeking out
items and services when ordering would make the request process more
time-consuming.

Request Categories

ServiceCenter has three out-of-box request categories from which you can
choose to procure assets, order new employee items and services, and
accomplish an employee office move. When you open a quote, you are
presented with the following out-of-box Request category selections:

m Customer Procurement Requests
m Human Resources

m Employee Office Move Process

Once you select a Request category, you are presented with the master catalog
categories.

Master Catalog Categories

Master catalog categories provide a ‘bundled” approach to ordering from the
catalog. This ‘bundled’ approach helps to group like or related bundled
categories and line items. For example, labor can be logically grouped within
more than one master category, whereas otherwise it might be overlooked,
creating problems if it’s ordered too late in the process.
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Master categories and line items are those items displayed directly after the
request categories. For example, when you choose request category Customer
Procurement Requests, ServiceCenter displays the Master Catalog shown in

Figure 3-1.
a ServiceCenter - [Category List] [_ (O] %]
@Eile Edit Miew Format  Options  List Opfions Wwindow  Help _|ﬁ||1|
smml?eqQle

\’:-"‘{ Back |

Master Catalog

e of item are you requesting?

Office Supplies
Frinters & Printer Supplies
15 Service Requests

Software Requests
Telecom Services Requests
Telecom Packages

Selected line iz row 1 of 8 records | inzert | ocmecatzelect. gbe. select. g [F]

Figure 3-1: Master Categories in the Catalog

The master catalog categories are grouped, so that you can combine the
necessary items and related services. For example, selecting Computers &
Related serves to group the following item types and services: Computer
Accessories, Desktop Computers, Handheld and PDAs, Hardware Requests,
Request Hardware Upgrades, Installation Services, Individual Monitors, and

Notebook Computers. So if you are ordering a computer monitor, you need
to select Individual Monitors.

As an out-of-box example, the summary of New Employee Setup includes
furniture, computer equipment, installation services, and so forth. You can
add items to or take away from this bundled order, as needed.

Adding Master Categories

When you create a master category for the catalog, you begin a process which
contains ever-increasing levels of specification. The general master category
will be created in the following steps, but you will be adding other items
(created later in this guide) into this category.
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To create a master category:
1 Click Request Management in the ServiceCenter home menu.
2 Click Administration in the Maintenance tab.

3 Click Master Category in the Line Items tab. Figure 3-2 shows the

ocmcatselect form.
a ServiceCenter - [ocmcatzelect] =3
@ File Edit “iew Fomat Options List Optione  Window  Help i |ﬁ'|1|
sdBE ?eQle
<= Back o Add S50 Search . Find 4 Fil ‘
REQUEST MANAGEMENT CATALOG SELECT CATEGORIES
Mame: ||
Description: |
Auvailability: |
Dizplay Categories: |
GetIt! lcon: |
Sequence; I
Quate Categarie: Order Categorie Line Itern Categories
Fieady | inzert | ocmeatselect. g(db. search] [F]

Figure 3-2: Configuring A New Master Category

4 Enter the required unique name for this master category in the Name field.

5 Enter a short description of this catalog item in the Description field (no
more than 30 characters in length). This description is displayed on record
lists and should be meaningful for operators.

6 The condition evaluated during adding a line item process to determine if the
operator can select items under this master category. Decide whether you
want operators to have the option of selecting this category while adding a
line item. Enter true in the Availability field if the operator is to have this
control; leave the field blank if the operator is not to have this option, as this
control defaults to false if left blank; or use a condition to create a more
variable availability control (see note below).
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Note: The variable $lo.ucapex can be used to search for operator/group
capability words and whether this master category will be available to
particular operators. It can be used in the Availability field as part of a
condition, such as:

index(“Capability words”,$lo.ucapex)>0

7 The condition evaluated after the operator selects the master category to
determine if the list of line item categories under this master category is
displayed. Decide whether you want operators who select this category to
have the option to see which line items of the category will be included in the
quote. Enter true in the Display Categories field if the operator is to have this
option; leave the field blank if the operator is not to have this option, as this
control defaults to false if left blank. If false, the line item category record list
is not displayed; instead, all parts (or line items) with a line item category
matching any of this master category’s line item categories is displayed.

8 Ifyou are using Get.Resources! with ServiceCenter, you can modify which
icon will be used in the Get.It! Icon field. Search your browser and enter the
path. For example:

icons/cataccessories.gif

9 Determine the sequence to sort the list of parts for this category.

Note: You can modify the sort order within the Sequence field by selecting
the category key in the model file.

10 Determine which Quote Categories (request quotes -- types of requests) will
access this master category and display this line item in the catalog. If left
blank (NULL), this category will be available for all request quote categories.
In the default system, there are three Request Management quote categories.
(You can return to the record later to add additional Quote categories, if you
do not know the names of the categories at this time.)

To display a list of available quote categories:
a Place the cursor in the first field of the array and click Find.
b Choose a category from the displayed list.

¢ Click on the category name to display the quote category record
definitions.

d Make note of the category name, as you will have to enter the name later
in the Quote Categories field (array).
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e Once you have selected the appropriate request category where this new
master category quote will belong. Click OK then Back to return to the
master category form.

11 Enter the name of this category in the Quote Categories field (array).

12 Determine which Order Categories will access this master category and
display this line item in the catalog. If left blank (NULL), this category will be
available for all operator order categories. Currently there are five default
order categories. (You can return to the record later to add additional Order
categories, if you do not know the names of the categories at this time.)

To display a list of available order categories

a Place the cursor in the first field of the array (Order Category Name field),
and click Find in the system tray.

b Choose an order category from the displayed list.
¢ Click on the category name to show the order category definitions.

d Make note of the category name, as you will have to enter the name later
in the Order Categories field (array).

e Once you have selected the appropriate order category, click OK then
Back to return to the master category form.

13 Add the name of this category to the Order Categories array.

14 Determine which line item categories are to be available in this master
category. These are the smaller groupings of products and services which
organize the available pool of resources. Currently there are just over 80
default line item categories. If you leave this field blank, all the line item
categories will be available to this master category.

To display a list of available line item categories:

a Place the cursor in the first field of the array, and click Find in the system
tray.

b Choose a line item category from the displayed list.

¢ Click on the category name to show the line item category definitions
(must be defined in the ocmlat file).

d Make note of the line item category name, as you will have to enter the
name later in the Line Item Categories field (array).

e Click OK then Back to return to the master category form.

15 Add the name of this category to the Line Item Categories array.
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Click Add to record the new master category.
Once added, you will receive the following message in the status bar:

ocmcatselect record added

Viewing Master Categories

To view a master category:

Click Request Management in the ServiceCenter home menu.
Click Administration on the Maintenance tab.

Click Master Category on the Line items tab. A blank master category record
form (ocmcatselect) appears, as shown in Figure 3-2 on page 65.

Pass a true query by clicking Search, or enter a value in the form and press
Enter to call a specific master category record.

A record list displays, along with the details of the first record. Double-click
another master category record to select it from the list. The selected master
category record appears. The field definitions on the ocmcatselect form are
defined in Adding Master Categories on page 64.

Line Item Categories

Line item categories are the smaller and more numerous catalog item
categories. Line item categories are the building blocks of the master
categories; however, they are still categories, built of smaller pieces: parts.
The smaller pieces in this case are individual line items, such as, an ACME
mouse or an ABC 17” monitor. The two items in the example could be found
in a line item category called Computers ¢ Related along with many other
individual line items associated with a computer setup procedure.

Line item categories can be restricted to certain quote and order groups just
as can the master categories. Based on the line item categories named as
available in the master category selected on the first page of the catalog, the
line item categories are displayed in subsequent pages of the catalog.

Selecting a line item category from the catalog presents a list of actual line
items, or parts, available for that category.
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Adding Line Item Categories

The line item category is the next step down in specification from the master
category. Line items are more numerous and specific to the individual groups
of products a company holds in inventory than are the master categories.
Line items include both specific parts and services.

To add a line item category:

1 Click Request Management in the ServiceCenter home menu.

2 Click Administration on the Maintenance tab.

3 Click Create Category on the Line Items tab. Figure 3-3 shows the ocmlcat

form.
a ServiceCenter - [Enter Category] [_ (O] %]
@ File Edit “iew Fomat Opfions  List Optone  Window  Help _|ﬁ||1|
sBE ?OeQle
Gy Back ol Add g

Request Management Line Item Category

| v

M ame:

Description:

Aailability:

GetIt! lcor:

|
|
|
GBE Format: | =
|
|

List Bitmap:

Sequence; I

r Azszign Mumber Before Commit?

Order Categories

Line Item Phase

Quote Categories

=
| | |

Fieady

| ingert | ocmicat.g [P]

Figure 3-3: Adding line item categories

4 Most of the ocmlcat form fields shown in Figure 3-3 have already been
explained. For more information, see Adding Master Categories on page 64.
See the rest of the steps in this sequence for the other field explanations.

5 Enter the QBE Format, if you will be using a different format other than the
default ocml.gbe form.
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6 Decide whether or not you want to check the Assign Number Before
Commit? field box before adding this category line item. If checked (true),
the system assigns a number to the line item before displaying a confirmation
screen (if that display option is activated). If left blank (NULL), defaults to
false.

7 Bitmaps can be stored in the ServiceCenter repository and displayed on any
of the GUI client platforms. For example, pictures of inventory items can be
stored. The List Bitmap field lets you add a bitmap that can be displayed on
your ServiceCenter form by simply adding a holder for the bitmap on the
form.

8 Enter the (required) name of the phase for this category in the Line Item
Phase field. This name will automatically be defaulted through Format
Control to match the category name.

9 Click Add to save the new line item category.

Important: This item will not function properly until a phase definition
record of the same name has been committed to the database.
See Adding Phases on page 76 for details on adding a phase
record.

When the new line item category is saved, the Line Item Category record is
added, and then you are prompted for values to add an associated phase
definition record, as shown in Figure 3-7 on page 77. See Adding Phases on
page 76 to complete this task.

Viewing Line Item Categories
To view a line item category:
1 Click Request Management in the ServiceCenter home menu.

2 Click Categories on the Line Items tab. A blank Line Items Category form
(ocmlcat) appears, as shown in Figure 3-3 on page 69.

3 Passa true query by clicking Search without entering any values in the blank
form, or enter a value in the form and press Enter to call a specific line item
category record.
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Figure 3-4 shows a list along with the first item in the list ().

a ServiceCenter - [ocmlcat Chairs] =3
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
sBE ?eQle

7 0k 3 Cancel €€ Previow: 39 Mewt offssdd  [JSave [ Delste 00 Find & Fil
Line Itern Cateqory Mame Description b

o

Changes Changes
Changes to Lines Changes to Lines
Common Office Ervironment Common Office Ervironment Jid |
Request Management Line Item Category

M ame: IEhairs

Drescription: IEhairs

Awailability: Itrue

GBE Format: | |

Get.It! [con: IiCUnSa’furniture.gif

List Bitmap: Itchair

Sequence; I

7 Azszign Mumber Before Commit?
Line Item Phase
Quaote Categories 21 | Order Categories e
Chairs
= =

| | [+
Selected line iz row 1 of 32 records retrieved | ingert | ocmicat. gldb. view] [F]

Figure 3-4: Line Item Category Definition

4 Select other category records, as needed.

5 Most of the ocmicat form fields shown in Figure 3-4 are described in Adding
Master Categories on page 64. See the rest of the steps in this sequence for the
other field explanations.

6 Enter the QBE Format, if you are using a different format other than the
default ocml.gbe form.

7 Decide whether or not you want to check the Assign Number Before
Commit? field box before adding this category line item. If checked (true),
the system assigns a number to the line item before, displaying a
confirmation screen (if that display option is activated). If left blank (NULL),
defaults to false.
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8 Bitmaps can be stored in the ServiceCenter repository and displayed on any
of the GUI client platforms. For example, pictures of inventory items can be
stored. The List Bitmap field lets you add a bitmap that can be displayed on
your ServiceCenter form by simply adding a holder for the bitmap on the
form.

9 Enter the (required) name of the phase for this category in the Line Item
Phase field. This name will automatically be defaulted through Format
Control to match the category name.

10 Click Add to save the new line item category.

Note: Users may want to establish multiple line item categories that use the
same phase name (especially if the categories will all be using the same
options and formats established in the Phase definition). For more
information, see Phases on page 75.

Phantom Line Items

Phantoms are place holders, or pseudo parts, used to organize a collection of
multiple items. They are used to provide flexibility in defining component
relationships within the catalog, and are usually not physical items. A
phantom can be considered an umbrella type of level for several parts
selections of the same type. An example of a phantom line item is the New
Accounts & Access line item. Beneath the New Employee Setup master
category, the New Accounts & Access line item provides a selectable option.
This item itself does not display on the quote or order when it is selected, but
each of the associated parts below are displayed as individual line items, such
as internet access, email account, and network ID.

The phantom part is a parent of the specific items within it, so that the
specific items (or parts) are selected through the phantom part.

Phantoms are assigned part numbers, but they themselves usually are not
ordered or placed on a quote.

There are two ways to designate a listing as a phantom:

To select Phantom in the Reorder Type field in the Reorder Information tab
on the model form:

1 Click Request Management on the Services tab of the ServiceCenter home
menu.
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2 Click Supporting Files on the Maintenance tab of the Request Management
home menu.

3 Click Model on the Catalog tab.
4 Do one of the following:

m Select Phantom in the Reorder Type field in the Reorder Information tab
on the model form, as shown in Figure 3-5.

@ ServiceCenter - [Search model Records] k [ O] =]
@ File Edt “iew Fomat Options Lt Dption: Window  Help _|5||1|

= Back o 2dd NS0 Search . Find 4 Fil .
Model Information =

General |CurrerrtQuarrt'rlias Reorder |Ca{alug |Suﬂware |Pic:lure |

hdin. Crel. Amourt: | Purchasing Group: | x|
. Ord. Amount, | haterial Group: | x|
Lot Size (Crd.): | Consume Syvail.? (Il
UnitMeasire [ Combine? r
Reorder Type: [Fhantom j‘ Track Receiing? (Il
Stockroom | Reorder Paint Reorder Amount |

-
<] | 3

Ready Responze 0.200 draww 0.270 | insert | model gidb search) [UP]

Figure 3-5: Select Reorder Type to designate a listing as a phantom

m Create aline item category of phantom (see Adding Line Item Categories on
page 69).

There are three types of line items, as shown in Line Item Types on page 74.

m Type 1 represents the Catalog Part (part or service) that is actually
ordered.

m Types 2 and 3 represent two kinds of phantoms. Type 2 is an intermediary
invisible part:

= Used to group several related parts without all the parts displaying on a
list, controlling the size of the pick list.
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m Its line item category is usually phantom.

= Isitself not added to the quote.

m Used for the selection of its children parts.

Type 3 is a high-level part:

= [ts line item category is a phantom, but with a specific category.

= Used to select high-level items that may or may not be added to the

quote.
Line Item Types
Model/V Lineltem Copy to

Type endor? Category Lineltem? Description Parent/ Child?

1 Yes Category  Yes Representsapartor Optional
Specific service children

2 N/A Phantom No Used to group types Always has

1,2,0r3 children

3 N/A Category No A phantom (2) with Always has

Specific a specific category, children

so that it can be
selected from the
Master Category.
Used to group types
1,2 and 3.
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Figure 3-6 shows an example of a Type 2 line item category, category-specific
phantom with its model record (ocrmco).

aSewiceCenlEI-[model 100] H=1E3
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sBE ?eQle
W/ 0K 3 Cancel {4 Previow: 39 Nest ol add  []Save 07 Delete [ Views 0 Find & Fil

Part Mo, | Level | Sequence | Drescription | Cateqorny | Drefault lﬂ
074776 B0 GIG Hard Drive Hardware

Mew Emplo etup Mew Emplo
10 Employee Executive Package Common Office Environm  true

102 Employee Standard Package Common Office Environm  true LI

-

REQUEST MANAGEMEMNT COMPOMEMNT DEFINITIONS

Part Mo.: 100 Show Yendars |

Desc.: Mew Employee Setup

Manufacturer: |Internal

Model: Mew Employee Setup Model Ext.: |

LI Categaory: INew Employee Setup | Aszsigned Dept: | |

Drefault Pricrity: | Default Quantity: |1

Comporients | Dependencies | Part Conditions | Compaonent Conditions | Approvals/élerts | Receiving/Posting

Group | Part Mumber | Description | Guantity | Category | Option Type b
10 Employee Executive Package 1 Common Offic. optional
102 Employee Standard Package 1 Common Offic. optional e
103 Employee Basic Package 1 Common Offic default

Selected line iz row 2 of 32 records retrieved | ingert | ocmeo.gbe. g [P]

Figure 3-6: Phantom Line Item Definition

This part (100) has three components (children) of the New Employee Setup
master category. Its category is phantom. Each item, which is to be added as
a line item when this phantom item is selected, will be a child of the New
Accounts ¢ Access master category.

Phases

Phases determine when and how quotes, line items, and orders, are
processed. Phases control the activity allowed during that administrative step
in the business process flow.

With a quote category, a phase indicates where in the process the quote
currently stands, and who can modify the quote. A typical implementation
has one quote category with two to three phases, such as initial phase- for
setting up the quote with approvals, ordering phase- for order generation,
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and QA phase- for verifying successful fulfillment. In the case where a phase
exists for the operator who submitted the quote to verify his or her
satisfaction, an operator approval phase could be set up, restricting the close
or approval control of the quote to a request coordinator who must contact
the originating operator to verify that the operator approves of the quote.

Not all operators have access to quotes and orders at all stages of the process.
Typically, an implementation sets up one phase per order category,
providing specific instruction for that category. Each line item category has
only one phase, which defines the system behavior when that line is selected
and processed.

Adding Phases

Quote Phases

To add a quote phase:
1 Open the Request Management menu on the ServiceCenter home menu.
2 Click Quote Phases on the Quotes tab.

A blank phase definition form (ocmoptions.q) displays.

3 Pass a true query by selecting Search without providing any additional
information in the form.
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Figure 3-7 shows a list of existing quote phase definitions.

a ServiceCenter - [ocmoptions] H=1E3
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sdBE ?eQle

o/ 0K 3 Cancel €& Previows 39 Mewt  wadd [ Save ] Delste .0 Find 3 Fil

Phase Mame Area Description b
lg |

Customer Approves Delivery of [tem

Customer follow-up

HR Customer follow-up q Customer Approves Delivery of ltem
Initial Quate q Initial Entry hd
N
Mame: IEustomer follow-up
Drescription: IEustomer Approves Delivery of [tem
Area: Cuotes ¥

Definition | Controls |Alerts |Appr0vals | Model/Line Items | Scripts/iews

Rizk Admin

I awimuirn: I Lead Time: I

Calculation: Ifalse Dty T able: I ¥

Hiztory

FPages: Ifalse

Page Link: | |

Audit Records: Ifalse
| | »
Selected line iz row 1 of 12 records | inzert | ocmoptions.gbe.g [F]

Figure 3-7: Quote Phase Definition

4 From this list, select a phase definition you wish to base your new phase on
by clicking the phase name. The phase definition (ocmoptions.q) form
appears, containing the definition data of the selected quote phase.

5 Modify the phase record with your information by providing necessary
information on each of the seven tabs, relevant to the system behavior and
level of control you want an operator to have on a quote in this phase. For
example.

The tabs and the fields within these tabs on the Phase Definition screen are
described in Quote Phase Definition Fields on page 78.

6 Click Add to save and add the new phase to the system.
7 Do one of the following:

= When prompted (status bar at the bottom of the window displays a
message that states: Ready), click Add To All, shown in Figure 3-8 on
page 78, to select all events for this new phase definition.
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m If you want to restrict the phase to only some events, select them at this
time and do not click Add To All Instead, click Back to include only these
events and return to the Request Management menu.

a ServiceCenter - [Select Event For New Phase] H=1 E3

@Eile Edit Miew Fomat Optorns LietOptons Window  Help -|E|1|

LEBm ?0eq 9

i |

%y Back  Add Toal ‘
Events Area Phases/Cateqories 2
zap quiake pricing | g [ b Initial Duote MM Approval

zap order pricing q Abd Order 1

alerts recals q Custarner follow-up

alerts rezet q Customer fFollow-up

approval q Cugtomer follow-up

approval reewval q Custormer follow-up

approval reset q Custarner follow-up

approved q Customer Follow-up

cloze - category change q Cugtomer follow-up

cloge - phaze change q Cugtomer follow-up

close final q Customer follow-up

cloze phase q Custarner follow-up Ll
copylopen q Customer fFollow-up |

Ready | inzert | ocmevents. gbe g [P]

Figure 3-8: Selecting an event for a new phase

Quote Phase Definition Fields

Definition tab

The Definition tab shown in Figure 3-7 on page 77 lists the control options
available to an operator to modify this line item.

Risk Area

Field Description

Maximum Defines the maximum value of risk that can be set from the risk
calculation.

Calculation True or false condition.

True calculates the risk for the current record (calculation is
based on the same logic used in CM3 for Change Management
when determining the risk calculation).

False does not perform a risk calculation.
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Admin Area

Field Description

Lead Time The number of days advance notice required to deliver the
product or service. Expressed as a date/time relative to current
date/time and to Duty Table.

Duty Table The name of the Calendar Duty Table that Lead Time is
calculated against in order to arrive at a date. If NULL, the
system calculates Lead Time against a 24/7 time table.

History Area

Field Description

Pages Allows (true) or disallows (false) listing all the pages associated
with a quote.

Page Link The link to be used to copy the fields from the current record to

the page file. If there is no link specified, all fields will be moved.

Audit Records Allows (true) or disallows (false) audit records to be added for
the record whenever it is modified.

Controls tab

The Controls tab lists the options to be available for the operator to modify
the quote by updating or approving it. Values here can be true, false, or a
conditional statement. A conditional statement should use $L.file as the
reference to the current record.

Definition  Controls |Alerts |Appr0vals |M0del.-"LineItems |ScriptsNiews

Control

Update: false
Approval: true
Close: Itrue
Cloze Description: IElose
Feopen: Itrue
Meszages/Events: Itrue
Generate Orders: Ifalse
Canfirm Actior: Ifalse
Close if Last LI Closed: |

Figure 3-9: Controls tab
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Field Description

Update Allows (true) or disallows (false) the operator to update a
quote within this phase.

Approval Allows (true) or disallows (false) the operator to approve a
quote within this phase.

Close Allows (true) or disallows (false) the operator to close a quote

within this phase.

Close Description

The description of the option that is used to close the phase
(such as, Close or Next Phase).

Reopen Allows (true) or disallows (false) the operator to reopen a
quote within this phase.
Messages/Events Allows (true) or disallows (false) the system to send a message

event within this phase.

Generate Orders

Allows (true) or disallows (false) orders to be generated
within this phase.

Confirm Action Allows (true) or disallows (false) confirmation on an action in
a quote within this phase.

Close if Last LI Allows (true) or disallows (false) a quote to be automatically

Closed closed if the last line item is closed within this phase.

80 I Chapter 3—Catalog Operations



Request Management Guide

Alerts tab

The Alerts tab indicates which alerts are applicable for this line item.

Definition |E0ntr0|s Alerts |Appr0vals |M0del.-"LineItems |ScriptsNiews |

Alert | Alert Contral
Reset: Ifalse
Reeval: Ifalse
Retain: Ifalse
Figure 3-10: Alerts tab
Field Description
Alert Alerts on file. Put your cursor in this field and click Find to search

a current list of alerts with their descriptions to find an applicable
alert or click Fill to bring up the current list of alerts and
double-click an alert to select it from the list.

Alert Controls Area

Field Description

Reset Resets all alerts and recalculates all possible alerts.

Reeval Reevaluates the current active alerts to determine if they are still
valid.

Retain Retains current alerts when the phase changes.
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Approvals tab

The Approvals tab lists those groups comprising approval requirements for
this line item.

Definition |E0ntr0|s |Alerts Appravals | Model/Line ltems |ScriptsNiews |

Approval Name | Approval Contral

M anager Approval Feset: Ifalse
Recalc.: Ifalse
Retain: Itrue

Uze Line ltem/Model Approvals:

Figure 3-11: Approvals tab

Approval NameApproval Definitions on file. Click Find to search a current
list of Approvals with their conditions and descriptions to find an
applicable Approval. Put your cursor in the field and click Fill to bring up
the current list of Approval names and double-click an Approval name to
select it from the list.

Approval Controls Area
Field Description
Reset If set to true, resets all approvals and reevaluates the

conditions on all possible Approval Definitions.

Recalc If set to true, recalculates the Approval Definitions for all
current approvals.

Retain If set to true, retains current approvals if the phase changes.

Use Line Item/Model Additionally calculate approval conditions for the
Approvals meanings in the line item and model definitions.
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Model/Line Items tab

The Model/Line Items tab provides the ability to specify a model quote or
order and line item rules.

Definition | Contrals |Alerts |Appr0vals Model/Line ltems | Scriptz/Views

Model
Model: |
Link: |

Line Item Contral

Add: Ifalse
Auto Cloge: Ifalse
Auto Mark Avail. to Orders: Ifalse
Manual Mark Avail. to Orders: Ifalse
Find Subtatals: |

Figure 3-12: Model/Line Items tab

Model Area

Field Description

Model The number of the model quote or order.

Link Link record to be used to copy information from the model

record into the current record.

Line Item Controls

Field Description

Add Allows (true) or disallows (false) line items to be added within
this phase.

Auto Close Allows (true) or disallows (false) line items to be automatically

closed within this phase.

Note: Especially important on this tab are the next two fields, Auto Mark Avail to
Orders and Manual Mark Avail to Orders.

Auto Mark Avail. If set to true, defines when the system should mark the quote
to Orders line item as available for order processing.
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Field Description

Manual Mark If set to true, controls when this menu option is available to the

Avail. to Orders  operator to mark the quote line item as available for order
processing.

Find Subtotals Allows (true) or disallows (false) line items to be subtotaled
within an order.

Scripts/Views tab

The Scripts/Views tab provides information for special scripts to be used
when a line item of this phase is opened, updated, closed, and so forth, and
to set up the default view for displaying information on the line item in this
phase. Initially, there is an out-of-box default view already set up in the
Default View field.

Definition | Contrals |Alerts

|Appr0vals Model/Line ltems  Scriptz/Views

Script:

Condition:
Fre Catalog Open: ![j |
Post Catalog Open: ¥ |
Update: | ¥ |
Clase: | ¥ |
Reopen: | ¥ |
Copy & Open: | ¥ |
Default iew
Iocmq.view.summary |

Figure 3-13: Scripts/Views tab

Scripts Area

Field Description

Pre Catalog Open The script to be used when an operator begins to open a
new quote, before the catalog is accessed.

Post Catalog Open The script to be used when an operator has selected items
from the catalog.

Update The script to be used during the update process for the
operator to provide further comments on the record in
this phase.

Close The script to be used during the close process for the

operator to provide further comments on the record in
this phase.
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Field Description

Reopen The script to be used during the reopen process for the
operator to provide further comments on the record in
this phase.

Copy & Open The script to be used during the copy and open process for
the operator to provide further comments on the record in
this phase.

Condition Conditional settings for the scripts. For example, the

reopen condition must evaluate to true before the reopen
process occurs.

Default View The default view set up for the record in this phase.

Line Item Phase
To add a line item phase:
1 Open the Request Management menu.
2 Click Line Ttems tab.
3 Click Line Item Phases on the Line Items tab.
A blank phase definition form (ocmoptions.l) displays.
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4 Pass a true query by clicking Search without providing any additional
information in the form. Figure 3-14 shows a list of existing line item phase

definitions.
a ServiceCenter - [ocmoptions] H=1E3
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|

shmj/?eqQle
/0K 3 Cancel € Previous 99 Mew  oflniadd  [JSave (7 Delste .00 Find 4 Fil D‘

Phase Mame Area Description H‘
Changes [I [ Changes
Changes to Lines | Changes to Lines
Common Office Ervironment | Common Office Ervironment LI
Mame: lEhanges
Drescription: IEhanges
Area Line Iterms ¥ Parent Area: I—!l

Definition |Alerts |Appr0vals Model/Line Items |ScriptsNiews Reports |

Model
Model: |
Link: | |

Line Item Contral
Modify D ates: Itrue

Receiving Format: |
Find Subtatals: |

I

Selected line iz row 1 of 32 records retrieved | inzert | ocmoptions.gbe.g [F]

Figure 3-14: Line Item Phase Definition

5 From this list, select a phase definition to base your new line item phase on
by clicking on the name. The phase definition (ocmoptions.l) form appears,
containing the definition data of the selected line item phase.

6 Modify the phase record with your information. See the information
provided about the tabs described in Quote Phases on page 76. See also other
differences described in the explanations and notes listed below.

m The Reports tab lists the specialized Crystal Reports, which are to be run
on issues, such as performance and order-to-receipt time, related to a line
item in this phase.

86 I Chapter 3—Catalog Operations



Request Management Guide

m Especially important on this form is the Parent Area field that designates
which parent area must be valid for a line item under this phase. If NULL
(left blank), all line items under this phase will use this phase definition.

m When the Modify Dates field in the Line Item Controls structure is true,
this allows you to change the ordering dates of a line item; if false, the dates
cannot be modified. If left blank, the default value is false.

Click Add to save and add the new phase to the system.
8 Do one of the following:

m When prompted (status at the bottom of the window displays a message
that states: Ready), click Add To All to add this new line item phase
definition to all events. See Figure 3-8 on page 78.

m [fyou want to restrict the phase to certain events, select only those events
and click OK. (Do not click Add To All.)

Order Phase
To add an order phase:
1 Open the Request Management menu.
2 Click Orders tab.
3 Click Order Phases on the Orders tab.
A blank phase definition form (ocmoptions.o) displays.

4 Pass a true query by clicking Search without providing any additional
information in the form. Figure 3-15 shows a list of existing order phase

definitions.
a ServiceCenter - [ocmoptions] M= E3

@Eile Edit “iew Format Options  List Opfion: Window  Help _|ﬁ||1|
shm/?eqQle
<= Back  —. Refresh Count

Phase Mame Area | Description
lo |

Leaze Phase

purchase o Purchase Phaze

rental o Rental Phaze

[E] o Return Phase

wiork, o Wwork Phase

Selected line iz row 1 of 5 records | inzert | ocmoptions. gbe. gldb. lizt] [P]

Figure 3-15: Order Phase Definition
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From this list, select a phase definition to base your new order phase on by
clicking on the name.

The phase definition (ocmoptions.o) form displays, containing the definition
data of the selected order phase.

Modify the phase record with your information. See the information
provided about the tabs described in Quote Phases on page 76.

Note: The Reports tab lists the specialized Crystal Reports, which are to be
run on issues, such as performance and order-to-receipt time, related
to an order in this phase.

7 Click Add to save and add the new phase to the system.

When prompted (status at the bottom of the window will display Ready),
click Add To All to add this new line item phase definition to all events. See
Figure 3-8 on page 78.

If you want to restrict the phase to certain events, select only those events and
click OK. Do not click Add To AllL

Viewing Phases

Quote Phase

To view a quote phase:

Open the Request Management menu.

Click Phases on the Quotes tab.

A blank phase definition form (ocmoptions.q) for quote phases displays.

Pass a true query by selecting Search without providing any additional
information in the form. A list of existing quote phase definitions appears as
shown in Figure 3-7 on page 77, along with the first record in the list.

From this list, select a phase definition to view by clicking on the name.

The phase definition (ocmoptions.q) form contains the definition data of the
selected quote phase.

Each of the tabs contains information relevant to system behavior and the
level of control an operator will have on a quote in this phase. See the
information provided about the tabs described in Quote Phases on page 76.
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Line Item Phase
To view a line item phase:
1 Open the Request Management menu.

2 Click Line Item Phases on the Line Items tab. A blank phase definition form
(ocmoptions.l) for line item phases appears, as shown in Figure 3-14 on
page 86.

3 Pass a true query by selecting Search without providing any additional
information in the form. A list of existing line item phase definitions appears.
4 From this list, select a phase definition to view by clicking on the name.
The phase definition (ocmoptions.l) form contains the definition data of the
selected line item phase. See the information provided about the tabs

described in Quote Phases on page 76. See other explanations and notes
below.

m The Reports tab lists the specialized Crystal Reports, which are to be run
on issues, such as performance and order-to-receipt time, related to a line
item in this phase.

m Especially important on this form is the Parent Area field shown in
Figure 3-14 on page 86, because it designates which parent area must be
valid for a line item under this phase. If NULL (left blank), all line items
under this phase will use this phase definition.

m When the Modify Dates field in the Line Item Controls structure shown
in Figure on page 86 is true, this allows you to change the ordering dates
ofaline item; if false, the dates cannot be modified. If left blank, the default
value is false.

Order Phase
To view an order phase:
1 Open the Request Management menu.
2 Click Phases on the Orders tab.
A blank phase definition form (ocmoptions.o) for order phases displays.

3 Pass a true query by selecting Search without providing any additional
information in the form.

A list of existing order phase definitions is displayed.
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Note: Figure 3-16 shows the list that appears when Record List in the View
menu is not selected (unchecked).

a ServiceCenter - [ocmoptions] M= E3

@Eile Edit “iew Format Options  List Opfion: Window  Help _|ﬁ||1|
sBE ?eQle
@-‘Q Back ——. Refresh Count
Phase Mame Area | Description
lo L
Purchase Phase
Rental Phaze

Return Phase
Wwork Phase

purchase
rental

return

o o oo

wiork,

Selected line iz row 1 of 5 records | inzert | ocmoptions. gbe. gldb. lizt] [P]

Figure 3-16: Order Phases view

4 From this list, select a phase definition to view by clicking on the name.

The phase definition (ocmoptions.o) form contains the definition data of the
selected order phase.

Each of the tabs contains information relevant to system behavior and the
level of control an operator will have on an order in this phase.

Model File

The model (catalog) file defines the components an operator may order, using
the unique key of Part Number to separate items. The file also contains all
associated component relationships within the catalog.

The model record contains information, such as:

m The rules for processing this component when it is a line item as part of a
quote or order.

m References to component parts included with this parent.

m The names of approval definitions that this component must have when it
is added to a quote or an order.

m [f this part has components, the rules for selecting the dependent
components.

m The quantities of this component that are in use, on hand, on order, and
so forth.
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The information in the model record is copied to the quote line item.

Views

The model file has two different format views available:
m ocmco (the catalog view)

m model (the model view)

Catalog (ocmco or ocmo.detail) View

The ocmco (the co stands for component) form is one of the ways of viewing
the model file. It displays the runtime processing control options for each
part and the relationship of one part to another. Each item has its own unique
component definitions.

To view a file:

1 From the main Request Management menu, click Supporting Files on the
Maintenance tab.

2 Click Catalog in the Catalog tab.

From this approach the Request Management Component Definitions
default form (ocmco) appears, as shown in Figure 3-17.

aSewiceCenlEI-[model 100] [_ (O] %]
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sB@E ?eQle
W0k M Cancel €4 Previous 3% Mew  ofladd  [JSave T[] Dekte [ Wiews . Find T

-

REQUEST MANAGEMEMNT COMPOMENT DEFINITIONS

Part Mo.: 100 Show Yendars |

Desc.: Mew Employee Setup

Manufacturer: |Internal

Model: Mew Employee Setup Model Ext.: |

LI Categaory: INew Employee Setup | Aszszigned Dept: | |

Drefault Pricrity: | Default Quantity: |1

Components | Dependencies | Part Canditions | Companent Conditions | Appravals/dlerts | Receiving/Pasting |

Group | Part Mumber | Description | Guantity | Category | Option Type b
10 Employee Executive Package 1 Common Office optional
102 Employee Standard Package 1 Common Office optional -
103 Employee Basic Package 1 Common Office: default

Fieady | ingert | ocmeo.g(db. view] [F]

Figure 3-17: Device Information in ocmco view
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3 To display alternative views of a record, pass a true query by clicking Search,
or call up a specific record.

4 Click Views in the system tray. The list of alternate views is displayed.

@Eile Edit Miew Format  Options  List Opfions Wwindow  Help ;Iilll
smml?eqQle

@-‘Q Back

Format Mame

ocmen
ocmco. detail

4| | »

Selected line iz row 1 of 3 records | ingert | list. wiewsz.g [P]

Figure 3-18: Optional ocmo list.views

Use the following field definitions to identify the type of data required and
provided on the ocmco form:

Field Description

Part No The unique identifier of the particular component. Linked
to the Parent field so that Find returns any components of
this item.

Desc Brief description, used for QBE and record lists.

(required)

Manufacturer The manufacturer of this component; validated against

(required) the vendor file. (Same as on model form.)

Model A unique definition for the component, usually defined by

(required) the manufacturer. (Same as on model form.)

LI Category The line item category to which this part is associated.

Each partin the catalog must belong to aline item category
(same as on model format).

Default Priority The order in which items are presented for selection when
a part is being selected from the Catalog during the line
item open process.

Show Vendors button  Finds all vendors for this item and presents the associated
modelvendor records.

Model Ext Displays extension applied to model number for more
specific identification.
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Field Description

Assigned Dept If requests for this part are always assigned to the same
department, you can enter that department here.

Default Quantity The default number of parts to be ordered. If the field is
left blank, the default number is set to one.

Components tab

The information in this tab gives details about this part. See the Components
tab shown in Figure 3-17 on page 91.

Field Description

Group The name of the group to which this part is linked.

Part Number The sequence of the numbering scheme for this part.

Description A brief description of this part.

Quantity The number of parts to be ordered for this part. If the field is
left blank, the default number is set to one.

Category The category, or categories, to which this part is associated.

Option Type The option type for the grouping order of this part.

Required, default, or optional.
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Dependencies tab

The information in this tab forms a grouping order, creating dependencies
according to how groups are set up and setting up dependency types.

Components  Dependencies |F'art Conditions |E0mp0nent Conditions |Appr0vals.-"AIerts |F|ec:eiving.-"F'osting |

Group Mame | Dependent On | Dependency Type |

Figure 3-19: Dependencies tab

Field Description
Group Name Define the primary grouping for catalog items and parts.
Dependent On Set up dependencies according to how parts are grouped.

Dependency Type  Select a dependency type, according to your stockroom
options. When a part is received, it may be marked as:

“in stock” and left active

_Or_

“closed”

This depends on your office workflow.

Part Conditions tab
Figure 3-20 shows the Part Conditions tab.

Components |Dependencies Part Conditions |E0mp0nent Conditions |Appr0vals.-"AIerts Feceiving/Posting

Conditions far THIS Part

User Select? [T Copytall? [ Consalidate Parent?
M Shaow Summary? ™ Generate Order? M Select Vendar?
™ Shaw Confim? ™ Create Unigque? - User Modify Quarntity?

Figure 3-20: Part Conditions tab
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Conditions for This Part Area

Field

Description

User Select?

A field to control when the operator can select this particular
item. If true, the operator can select the item during the quote
open process; if not, the item will not display for selection.

Show Summary?

Controls whether the operator is shown a preview of a part’s
sub-components before proceeding to part and vendor
selection.

Show Confirm?

Controls whether the operator is shown the selected parts
summary and confirmation screen after making part/vendor
selections.

Copy to LI?

Controls which Catalog entries are opened as line items. For
instance, “phantoms” would normally not be copied to a line
item, so this field would usually be set to false for phantoms;
however, it may be beneficial for clarity of the structure of an
item to copy the phantom.

Note: If the Defer Selection field in the Component
Conditions tab is true, the entry is always copied to the line
item regardless of the value in the Copy to LI? field.

Generate Order?

A field to allow control over which quote line items are
available for order processing.

Create Unique?

Controls if the system creates some number of unique line
items for this part, based on the quantity defined in the Parent
Qty field.

Consolidate
Parent?

Controls when this part is consolidated to the Parent Part,
that is, where the parent line item field points to the line item
number that was opened to fulfill the requirements of this
Part’s parent. If true, on-hand inventories for this part or the
parent cannot be consumed.

Select Vendor?

Controls when operators are responsible for selecting the
vendor for the items they select. If vendor selection is
deferred, someone else (normally the coordinator of the line
item or quote) must access the line item and manually select
a vendor.

User Modify
Quantity?

Controls when the operator can override the default ordering
quantities during the line item open process.
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Component Conditions tab

Components |Dependencies |F'art Conditions ~ Component Conditions | Approvals/dlerts | Receiving/Posting |

Conditions for the COMPOMENTS of THIS Part

Frompt Meszage

ISeIect the equipment and services needed for thiz new employes |
¥ Can Select One? ¥ Defer Selection
™ Can Select Many? ™ Auto Select All Defaults?
[ Can Select None?

Figure 3-21: Component Conditions tab

Conditions for the Components of This Part Area

Field Description

Prompt Message A character field to control the message sent to the
operator prompting a selection of the sub-components of
this particular item. If NULL, the system sends the
message, These are the available options for Part <part
number> <part description>.

Can Select One? -- Can  Fields that control how many components of this
Select Many? -- Can  particular item the operator can select during the line item
Select None? open process.

Defer Selection Controls when the operator selects the components of an
item. If true, the operator does not select the components.

Auto Select All Defines if the system should automatically select the
Defaults? default components of this particular item.
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Approvals/Alerts tab

Components |Dependencies |F'art Conditions |E0mp0nent Conditions ~ Approvals/lerts | Receiving/Posting

Approval Mame: Alert Mame:

Figure 3-22: Approvals/Alerts tab

Field Description

Approval Names The approval groups or individuals who must approve the
Quote when this item (Part) is opened as a line item
definition.

Defining this field at the part level (rather than at a phase
level within a category) provides a way to differentiate
particular line items for approval. For instance, if two parts
are in the same line item category but one has a NULL value
in this field and the other has a valid Approval group defined,
the latter will require approval by that group.

Alert Names The alert definition that will be scheduled for processing
when this item (part) is opened as a line item.

Receiving/Posting tab

If you are receiving parts and logging them into ServiceCenter, you need to
set up the information in this tab.
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Components |Dependencies |F'art Conditions |E0mp0nent Conditions |Appr0vals.-"AIerts Feceiving/Posting |

Feceiving Format: ||

| Aszzet Tag # Mame: |

Field Mame

| Field Description | Fequired? | Default Yalue | Data Type

Figure 3-23: Receiving/Posting tab

Field

Description

Receiving Format

How this part is to be received from the vendor.

Asset Tag # Name

Create an asset tag number name to identify the part when
it is received.

Field Name

The field name where the receipt information is to be
logged.

Field Description

A brief description of the field.

Required?

Is this information required? (True=yes, false=no.) If left
blank, the default is false (no).

Default Value

The value of this part. If left blank, the default is zero.

Data Type

What data type, so that queries can be performed.
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Available Options

Summarize—Summarizes the current parent-component definitions into
an array which shows at a glance the relationship of various line items.

a ServiceCenter - [Part Summary] [_ (O] %]
@Eile Edit Miew Format  Options  List Opfions Wwindow  Help _|ﬁ||1|
sBm ?7eQle

<= End ‘

Summary Yiew of Request Management Parent{Component Relationships

s e Lzl ssmsssmessamamsasansaaaass ]
Dt { IR kotaiie kOt Wt ronl ey st e B | e B |
If"‘ Mew Employee Setup, 100, 1 j

Employee Executive Package, 101, 1

Executive PC Package, 201, 0
Enhanced Desktop; PIIIB00;296:30, 211, 0
Kepboard & Mouse, 262, 0
21" Monitor Graphic Series, 265, 0
FC Installation, 801, 0
Metwork Connectivity, 802, 0

Accounts & Access - Executive, 307, 0
Setup NT D, 320, 0
Setup Email ID, 321, 0
Setup Intranet Access, 325, 0

Setup Internet Access, 326, 0

Setup Remote Access, 327, 0

Corporate Telecom - Executive, 401, 0 j

B Alllevel: successfully builk | inzert | ocmeo.smiy.g [F]

Figure 3-24: Component Summary View

When you select the Summarize option from the Options menu, the levels
are built and a text report is generated and displayed on the ocmico.smry form.

Each element in the summary array corresponds to a component record in
the model file.

Each summary line contains:

m The ** designates the item as a Default item (the Default condition for the
item is set to true on the ocmco format)

m The Description
m The Part No
m The Quantity required for this item
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m Placing the cursor on any element in the list and pressing Enter presents
a display only summary of the model record for that item, on the
model.summary format.

= Clicking Find from within the Part No field displays associated
modelvendor records.

= Clicking Find within the Part No field from the modelvendor form
displays the complete associated model record.

Print confg—calls Report Exerciser and displays the report
ocmco.print.config, which builds the same summary array as in the
summarize option and prints detailed information on all components in the

summary.
a ServiceCenter - [Report Exercizer] [_ (O] ]
@ File Edit Miew Fomat Opfions Lt Optone  Window  Help & |ﬁ'|1|
shm/?eqQl e
\’:-'Q Back @ Fun D‘
- @ fl
SerVIcecenter Run Report Exerciser:
Fieports Category |
Feport Mame: Iocmco.print.config
Fepart Title: Itonfiguration Listing j
I El
Vel s Rapor snanmaton, Modiie i necessan.
Frimary File Query: |part.n0="1 oo
Stacked Queries: | ﬂ
|
| El
Sequence of Report: |
|
I
) Summary ¥ Print [false = spoal anly) Lines Per Page: I
W Detail C Background
Feady | inzert | report. prompt. exer.g [5]

Figure 3-25: Component Print Configuration

This example shows the Report Maintenance screen describing the
ocmco.print.config report. The primary query reflects the part that was
displayed when the print confg option was selected.
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The report itself shows information from the model file for each of the
components listed in the summary array discussed in the summarize option.

Print detl—calls Report Exerciser and displays the report ocmco.print.detail,
which builds the same summary array as in the summarize option and prints
detailed information for the specific component on the current record.

a ServiceCenter - [Report Exercizer] [_ (O] ]
@ File Edit Miew Fomat Opfions Lt Optone  Window  Help e} |ﬁ'|1|
sBm 7eQle
\’:-'Q Back @ Fun D‘
- @ fl
SerVIcecenter Run Report Exerciser:
Fieports Category |
Feport Mame: Iocmco.print.detail
Report Title: |DEM Component Detail j
I |E]
Vel s Rapor snanmaton, Modiie i necessan.
Frimary File Query: |part.n0="1 oo
Stacked Queries: | ﬂ
Sequence of Report: |
) Summary ¥ Print [false = spoal anly) Lines Per Page: I
W Detail C Background
Feady | inzert | report. prompt. exer.g [5]

Figure 3-26: Component Print Detail

This example shows the Report Maintenance screen describing the
ocmco.print.detail report. The report itself shows the detailed information
from the model record for the part that was displayed when the print detl
option was selected.

Alternate views of the model file are available when you click Views in the
tool bar. The following describe what is displayed in the alternate views, such
as the Catalog (ocmco or ocmo.detail) View on page 91 and Model View on
page 102. Added options available while in these views is discussed in
Additional Options on page 112.
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To add information:

& ServiceCenter - [model 100] H=1H
@Eile Edit Miew Format Options  List Options  Window  Help _|ﬁ'|_i

sBE ?eQle
W0k M Cancel €4 Previous 39 MNest ofladd  [JSave ] Dekte [ Views 00 Find 4 Fil

Request Management Component Definition
Basze & Relationships | Fart Conditions | Component Conditions |
Base & Relationships
Parents I Gty I_ Desc Cat
Part Mo I‘IDD o Oy I‘I_ Desc INew Employes Setup Cat INew Employes Setup | =]
M anuf |Intemal Model INew Employee Setup Ext |
‘Vendors I Fri I_ Level I Seq I
Approval Group: Alert:
Fieady | ingert | ocmeo.detail. g{db. view] [f

Figure 3-27: ocmco.detail View of Record Data

Model View

The model form is an alternate view of the model file. It displays the main part
specifications and order fields, tied in with the current inventory, and
provides control over when to reorder this item.

To display the model alternative view of a record while viewing a record:

1 Click Views in the system tray.
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2 Double-click the model option to select it from the record list that
ServiceCenter creates, shown in Figure 3-18 on page 92.

aSewiceCenlEI-[model 151] H=1E3
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sdBE ?eQle
W0k M Cancel €4 Previous 3% Mew  ofladd  [JSave T[] Dekte [ Wiews 0 Find $FI

-

MODEL INFORMATION

Part Mao.: 151

Brief Description: Move Computer

Manufacturer: |Internal

Model: Move Computer

Model Ext.: |

Y2K, Status: | ¥
Serialized: i

General Information |EunentQuantities Fearder Infarmation |Vend0rs |Eataloglnformation Ficture

Config. File: | Cost: ID.DD
Cumrency: IUSD
Drefault Pricrity: | Default Quantity: |1

Detailed Desc.:

Mowve Computer & Equipment

[ W

Instructions:

| =

Fieady | ingert | model. g[db. view] [F]

Figure 3-28: Model view of model information

Use the following descriptions of the model form fields to identify the data
contained and add or modify the data as needed.

Field Description

Part No The unique identifier for this Catalog entry;
system-generated if not entered by operator when adding the
record.

Brief Description ~ The brief text description used for QBE list.

(required)

Manufacturer The manufacturer of this component; validated against the
(required) vendor file.

Model A unique definition for the component, usually defined by
(required) the manufacturer.
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Field Description

Model Ext. Displays extension applied to model number for more
specific identification.

Serialized Designates if this component is serialized or non-serialized,
that is, to be tracked by individual units by serial number or
simply by quantities; affects the order generating process and
the receiving process.

General Information tab
See the General Information tab shown in Figure 3-28 on page 103.

Field Description

Config File The name of the file to which data is posted when this type of
inventory record is received.

Default Priority A default number to control the order in which items are
presented for selection from the Catalog when opening a line
item.

Cost The price tag assigned to or associated with this item when it

is replaced.

Currency The Currency in which the associated cost is stated.

Default Quantity The default quantity set for this item.

Detailed Desc Text description of the record; copied to the line item
description in the quote summary and printed on orders and
reports.

Instructions Any special instructions or information needed for

completion or assembly of this particular Catalog entry.
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Current Quantities tab

a ServiceCenter - [Search model Records]
@Eile Edit Miew Format Options  List Opfion: Window  Help _|ﬁ||1|

<= Back o Add SSosearch .0 Find 4 Fil

Model Information
General | Current Quantities |Reorder |Cata|0g |Soﬂware |Pic1ure |

By Stockroom |Total |

Stockroom Information
Stockroom Installed | Available | Reserved Unawailable | Received | Cn Order | On Reguest | Backordered
~|
Ready Responze 0.200 drawe 0270 | insert | model gidb.zearch) [UP]

Figure 3-29: Current Quantities tab

Total: By Stockroom Area

Field Description

Installed For serialized items, the number of units in the device file listed
as installed; for non-serialized items, the number of units that
have been delivered over the life of the item.

Available For serialized items, the number of units in the device file listed
as available; for non-serialized items, the current on-hand
quantity.

Reserved For serialized items, the number of units in the device file listed
as reserved; not used for non-serialized items.

Unavailable The number of units in the device file that are listed as
unavailable.

Received For both serialized and non-serialized items, the number of units

currently received--that is, logged during the order line item
receiving process but not yet posted to the appropriate inventory

file.

On Order For both serialized and non-serialized items, the number of units
currently on order.
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Field Description
On Request For both serialized and non-serialized items, the number of units
currently on request.
Backordered For both serialized and non-serialized items, the number of units
currently back ordered.
Reorder tab
a ServiceCenter - [Search model Records] M= 3
@ File Edit “iew Fomat Options List Options  Window  Help = |ﬁ'|1|
<% Back o add Sosearch .0 Find 4 Fil .
Model Information -~

General |Current Quarntities  Reorder |Cata|0g |Soﬂware |Pic1ure |

in. Ordl. Amourit: || | Purchaszing Group: | =l
hdaec. Ordl. Amount: | haterisniaroup: | =l
Lot Size (Ord.): | Consume Syvail.? r
UnitMessure: | Combine? r
Reorder Type: 'Phantom j Track Receiving? r
Stockroom | Reorder Poirt Reorder Amourit |

-
4| N

Ready Responze 0.200 drawe 0270 | insert | model gidb.zearch) [UP]

Figure 3-30: Reorder Information tab

Field Description

Min Ord Amount  The minimum order quantity for this item; if an operator
requests less than this amount, the requested amount is
adjusted upward to this amount.

Max Ord Amount  The maximum order quantity for this item; if an operator
requests more than this amount, the requested amount is
adjusted down to this amount.

Lot Size (Ord) The lot size used when the item is ordered from a vendor;
the order amount is a multiple of this number, or if not, is
adjusted accordingly.
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Field Description

Unit/Measure The standard unit of measure for this item (using a validity
table).

Reorder Type (required) A control field designating the type of processing

used when an item is ordered. Valid values:

® batch - The Order Generation application
ocmo.create.order attempts to fill quote line items with
available inventory (if the Consume Avail? field is
checked); to order according to a planned time and in
batches; and is the only way to combine multiple quote
line items into one order line item for discounts
advantages.

m immediate - When a quote line item is marked available
for ordering, an order create record is scheduled for
immediate processing of that one item.

m phantom - No ordering is performed for a phantom part.

Purchasing Group  The purchasing group from which this part is ordered.

Material Group The type of materials (or services) needed, such as office
supplies, computer supplies, or outside services.

Consume Avail? Designates if available inventory is to be consumed when
the line items within an order are processed. The default is
false.

Combine? Designates if the order generation application

ocmo.create.order combines quote line item quantities into
one order line item. The default is false, so that a unique
order and order line item are created for each quote line
item.

Track Receiving? Designates if the order line item for this component is
received into the system, with information recorded in the
receiving log. If false, the line item is closed but not received.

Stockroom Designates a stockroom where this part should be received.

Reorder Point When on-hand inventory drops below this number, the
quantity shown in the Reorder Amount field is ordered, if
the Reorder Type field is set to batch.

Reorder Amount The amount ordered when the on-hand inventory drops
below the value in the Reorder Point field, if the Reorder
Type field is set to batch.
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Vendors tab

The Vendors tab stores specific vendor information for a product.

Model Information
General |Current Quantities |Reorder “endors |Cata|0g |Soﬂware |Pic1ure |

Vendor Information

Showw Al Vendors I Add & Wendor I

Wendar | Unit Cost | Tranz Type | # Payments | Paymert Amt

-
1 |

Ready Responze 0170 drawe 0.211 | inzert | madel.aldb.search) [LUP]

Figure 3-31: Vendors tab

Field Description
Show All Vendors Finds all vendors for this item and presents the associated
button modelvendor records, through a Link record performing

a search on the Part No of this model record.

Add a Vendor button  Add a vendor in the modelvendor records. See
Modelvendor File on page 113 to learn more about filling
in the modelvendor form.

Vendor Name of vendor.

Unit Cost Total monetary value of this part.

Trans Type Transaction type, such as purchase.

# Payment Number of payments to be made for the cost of the part.
Payment Amt Monetary value to be paid each time a payment is made.
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Catalog tab

Model Information =
General |Current Guartities |Reorder |Vendors Catalog |Soﬂware |Pic1ure |

Catalog Information | Part Conditions | Component Conditions | Approvalsidlerts | Receiving Information |

Catalog Information
LI Categary: I & Azsigned Dept: I &

Sequence; |
Group Part Mumkber Description Cuantity Category Option Type |

Dependencies

Group Mame Dependent On Dependency Type |
‘ -
| | B
Ready Responze 0.180 draw 0180 | inzert | madel.aldb.search) [LUP]

Figure 3-32: Catalog Information tab

The Catalog Information tab stores all the information about the inventoried
parts and items, including:

m Components - see Components tab on page 93.

m Dependencies - see Dependencies tab on page 94.

m Part Conditions - see Part Conditions tab on page 94.

m Component Conditions - see Component Conditions tab on page 96.
m Approvals/Alerts - see Approvals/Alerts tab on page 97.

m Receiving/Posting - see Receiving/Posting tab on page 97.

Field Description

LI Category The line item category to which this part is associated. Each
part in the catalog must belong to a line item category (same as
on model format).

Model File € 109



ServiceCenter

Field Description

Assigned Dept If requests for this part are always assigned to the same
department, you can enter that department here.

Sequence Used to sort the list of parts for a specific category.

Note: You can modify the sort order within the Sequence
field by selecting the category key in the model file. Once
selected, enter the Category field first, and then enter other
field names according to the order in which you would like
the parts sorted.

You can define and control how items/parts are ordered, grouped, approved,
received, and posted.

Software tab

Figure 3-33 shows the Software tab.

Model Information =
General |Current Quantities |Reorder |Vend0rs |Cata|og Software |Pic1ure |

Software Information
Application Marme: I

License Information

Single-User (8 Tatal Mo. of Installs:

tdutti-User (8 Evalustion Rights: I —

Installation Information
Points per Install: I

Wersion: |

Authorized?

-
| |_’|LI

Ready Responze 0.180 draw 0180 | inzert | madel.aldb.search) [LUP]

Figure 3-33: Software tab

The Software tab displays information about software, licenses, and
installation.

Field Description

Application Name The name of the licensed software product.

Single User Select if the application is software to be installed on a single
workstation for a single user.
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Field Description

Multi-User Select if the software is Client/Server or resides on a file server.
When you click Multi-User, a list appears. Select Per named
workstation, Per named user, or Per concurrent accesses,
which is a limit on the number of licenses in use at any time.

Total Number of  Ifyou specified Multi-User, type the number of installations. A
Installs single-user installation appears as 1.

Evaluation Rights The maximum number of installations for demonstration or
evaluation purposes.

Points Per Install ~ For certain types of licenses, the number of points each license
right consumes.

Version Displays the software version number.
Authorized? Checked if this is an authorized version to use.
Picture tab

Figure 3-34 shows the Picture tab.

Model Information

-
1 I B

Ready Responze 0.50 drawe 0.61 | insert | model.gidh search) [UP]

Figure 3-34: Picture tab

Insert a bitmap into the model record. Right-click on the grey box, select
Insert bitmap, and browse your directory to locate the bitmap.
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Relationships

Modelvendor File

The Part No field establishes the relationship between the model and the
modelvendor files. This relationship is maintained by the
model.validate.vendor application, called by Format Control Subroutines.

If the operator:

m changes the Part No, all associated modelvendor records are automatically
updated.

m deletes a model record, all associated modelvendor records are
automatically deleted.

m copies an existing model record, a QBE list of associated modelvendor
records is displayed with the option of copying all or specific records.

Receiving

The Track Receiving? field controls whether the receiving process will occur
for this part. This is independent from the Serialized field, so items can be
received without being limited to particular configuration rules. In other
words, the part does not need to be serialized to be received.

The Serialized field impacts the receiving process in that for each serialized
item received, such as 3 qty, the serial number for each must be specified
during receiving, and 3 records are created in the receiving log.

Additional Options

By pulling down the Options menu while viewing a model record (via ocmco,
ocmco.detail or model form), several additional operator options allow the
operator additional control of how the data can be presented.

From the ocmco and model views, the Options menu has the following
additional controls:

Field Description

Print Send a copy of the record to the default printer.

Validity Lookup Checks the selected field against the ServiceCenter validity
tables for that field.
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Field Description

Export/Unload Allows you to export this record into a file for importing
into a spreadsheet, or unload this dataset for loading into
another ServiceCenter system. Basically, you can export
information to any product that has DDE (Dynamic Data
Exchange) support.

IR Query Accesses ServiceCenter’s IR (Information Retrieval) Expert
application.
Expand Array Add a field to an array (list of elements of the same data type

accessed by an index or element number). A separate
window is displayed to enter the data.

Take inventory Runs the model.take.inventory application to search the file
in Config File field for all items in the inventory with the
same Part Number and totals based on Status (installed,
reserved, available, unavailable); then calculates in the ocml
file the number for on order, on request, and received.

Modelvendor File

The modelvendor file provides relational information between a particular
part, or model, with an associated vendor(s) for that part. Some of the
information tracked includes various costs, lead times, and payment
schedules each vendor offers for a particular item.

To access the file from the main Request Management menu:
1 Click Supporting Files in the Maintenance tab.
2 Click Model Vendors in the Catalog tab.
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Figure 3-35 shows the modelvendor.g format.

a ServiceCenter - [Search modelvendor Records]
@Eile Edit Miew Format Options  List Opfion: Window  Help k _|ﬁ||1|

<% Back o Add  SSosearch .0 Find 4 Fill

MODEL YENDOR INFORMATION

Model Yendor Mo

Part Mo |6z0 B “Wendar: [cme |
Manufacturer: Internal Access Wendaor Part Mo |1 2345

Maclel: phantom Trans. Type: Eervice ﬂ
Cost Information Payment Information

Cozt [ Payment Freg.: | =l
Labor Hours: li Mo. of Payments . |

Labor $iHr: |$25007 Payment Amount : |

Ctime $Hr: li Payment Terms: |

Tax Coce: [ B Rate [ = Bill to Code: [ B

Croering Controls |Warranty |Disc:0unts |

Lead Time: [+ 000000 wendor Cortract Mo, |

Duty Tahle: e [El} Priarity: [o ]

Ship to Cade: | [El} Crder Categary: [k [El}
Crdering Backend: | [E0] Default Yendor: r

Shipping Terms: |

Ready Responze 0.70 dravwe 0.60 | insert | modelvendor.gidh search) [UP]

Figure 3-35: Modelvendor Form

Use the following field descriptions to identify field values and contents:

Field Description

Model Vendor No  Display only, unique sequential number system-generated for
each modelvendor record. Copied to the quote line item.

Part No (required) The unique identifier of the item defined in the
model file that relates to this modelvendor record. This field
establishes the link between the model and modelvendor
files, and is validated against the model file.

Manufacturer Displays information from the model file, associated with the
Part No.

Model Displays information from the model file, associated with the
Part No.
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Field Description

Vendor (required) The name of the organization that provides the
particular service or product. This field has a link to the
vendor file, and is validated against that file.

Vendor Part No The part number assigned to this item by this particular
vendor.

Trans Type (required) The type of service provided by the vendor for this
item. Valid values: purchase, lease, rental, service, maint.

Cost Information Area

Field Description
Cost $ The total monetary value charged by the vendor for the service or
product.

Labor Hours ~ The number of hours required to complete the defined unit of
work.

Labor $/hr The per hour labor cost.

Otime $/hr The per hour overtime labor cost.

Tax Code Identifies a record in the taxcodes file that contains the actual tax
rate. This field is copied to the quote line item.

Rate The link on Code populates the Rate field, but the value can be
modified to override the rate stored in the taxcodes file. This field
is copied to the quote line item.

Payment Information Area

Field Description

Payment Freq. The frequency that the vendor expects payment for the
service or product.

No. of Pmts The total number of times the vendor allows payments of a
fixed portion of the cost. NULL or zero (0) indicates that the
balance must be paid in full in one payment.

Payment Amount  The cost of each payment, calculated by dividing Cost by No.
of Pmts. If No. of Pmts is NULL or zero (0), Payment
Amount equals the Cost.
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Field

Description

Payment Terms

The payment terms defined by the vendor.

Bill to Code The location code (from the location file) of where the vendor
should mail the invoice for the items shipped to your
organization.

Ordering Controls tab

See the tab shown in Figure 3-35 on page 114.

Field

Description

Lead Time

The number of days advance notice the vendor requires to
deliver the product or service. Expressed as a date/time
relative to current date/time and to Duty Table; the default
is zero (0).

Duty Table

The name of the Calendar Duty Table that Lead Time is
calculated against in order to arrive at a date. If NULL, the
system calculates Lead Time against a 24/7 time table.

Ship to Code

The location code (from the location file) of where the
vendor should ship goods when receiving orders for this
particular item.

Ordering Backend

If ordering backend services or line items, select the
vendor to be used for the avail-to-order items.

Shipping Terms

A description of the terms that the vendor is requested to
use when shipping goods to your location.

Vendor Contract No.

The contract number between your organization and the
vendor that establishes a business relationship. Copied to
the quote line item.

Priority

The priority of this vendor record relative to the other
vendor records for this particular item. Controls the order
in which vendors are displayed on the vendor QBE list.
Defaults to 0 (zero) as the first in priority.

Order Category

The name of the order category used by the system when
creating orders due to on-hand replenishment
requirements. (The Order Category field in the Order
Processing Schedule record overrides this field.)

Default Vendor

The default vendor to be used, if a user is not authorized to
select a specific vendor.
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Warranty tab

A description of any warranties offered by the vendor for this particular item.

Ordering Controls W arranty |Discounts |

E
Figure 3-36: Warranty tab
Discounts tab
Figure 3-37 shows the Discounts tab.
Ordering Controls | ‘Warranty  Dizcounts |
Discourt: Mone d
-
Disc. Expr.: j
| I
Figure 3-37: Discounts tab
Field Description
Discounts A description of any special discounts offered by the vendor for
this particular item.
Disc Expr Discount expressions are the processing statements executed, at

open time, to apply discount calculations to the line item when an
order line item is created. (Use variables $model for the current
model record and $L.file for the current order line item.)
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The vendor file provides contact and services information for a particular
vendor.

1 Access the file from the main ServiceCenter menu. Click Vendors in the
Support tab. Figure 3-38 shows the vendor form.

a ServiceCenter - [Search vendor Records] k
@ File Edit “iew Fomat Options List Options  Window  Help = |ﬁ'|1|
[]
<= Back o Add Svsearch .0 Find $ Fil
Vendor / Manufacturer Information
General | Sales | Service | Location |
Mame: |'[ | Creler Contact: |
Type: | Phone: |
I | Contract Ma.: |
URL: | Contract Person: |
Hot Line: | Phone: |
4] | B
Ready Responze 0.190 drawe 0.80 | inzert | vendor gidb.search) [UP]

Figure 3-38: Vendor Details form

The contact and services information for that vendor appears on the General,
Sales, Service, and Location tabs.
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General tab

Vendor / Manufacturer Information

General |Sales |Service |L0c:ati0n |

Mame:

Type:

I
LIRL:
Hot Line:

4

Creler Contact: |

[ |

Phone: |

Contract Ma.: |

Contract Person: |

Phone: |

" Ready

Responze 0.190 drawe 0.80 | insert | vendor gidb.search) [UP]

Figure 3-39: General tab

Use the following field descriptions to identify field values and contents

Field Description

Name Specify the vendor or manufacturer’s name.

Type Specify the type of vendor or manufacturer.

ID Type the vendor or manufacturer’s identification number.

URL Type the web site address for the vendor or manufacturer, such
as www.peregrine.com.

Hot Line Type the vendor or manufacturer’s customer support center
telephone number.

Order Contact  Specify the name of the vendor or manufacturer order contact.

Phone Type the vendor or manufacturer’s contact telephone number.

Contract No.  Specify the contract number for this vendor or manufacturer.

Contract Specify the vendor or manufacturer’s contract administrator.

Person

Phone Type the vendor or manufacturer contract administrator’s phone

number.
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Sales tab

Vendor / Manufacturer Information

General  Sales |Service |L0c:ati0n |

Sales Manager: I Sales Rep. I

3

Phone: | % Phone: |
Sales Hours: | to | —
-
«| | »
Ready Responze 0.190 drawe 0.50 | inzert | wendor.gldb.search) [UP]

Figure 3-40: Sales tab

Use the following field descriptions to identify field values and contents

Field Description

Sales Manager  Specify the sales manager’s name.

Phone Type the sales manager’s telephone number.

Sales Rep Specify the sales representative’s name.

Phone Type the sales representative’s telephone number.

Sales Hours Specify the hours when you can contact the sales representative.
Service tab

Vendor / Manufacturer Information

General |Sales Service |Locati0n |

Service Information
Technician: I After-Hours Contact: I

Phone: | Phone: |
B g

S I Manager: |
Hours: | to | — |

Escalation Procedures

| | B

Ready Responze 0.190 drawe 0.50 | inzert | wendor.gldb.search) [UP]

Figure 3-41: Service tab
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Use the following field descriptions to identify field values and contents

Field Description

Technician Specify the service technician’s name.

Phone Type the service technician’s telephone number.

Beeper Type the service technician’s pager number.

Hours Specify the hours when you can contact the service technician.
After Hours Specify who is the appropriate contact for after-hours and
Contact emergency situations.

Phone Type the after-hours and emergency contact’s telephone number.
Manager Specify the service manager’s name.

Phone Type the service manager’s telephone number.

Escalation Specify what steps to take if service or the response time is
Procedures unsatisfactory.

Location tab

Vendor / Manufacturer Information

General |Sales |Service Location |

Address: - Phone: I
| Fax: |
| I_I | Email: |

Country: E|#
ks I MR Wendor? r
Manufacturer? r

4] | B

Ready Responze 0.190 drawe 0.50 | inzert | wendor.gldb.search) [UP]

Figure 3-42: Location tab
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Use the following field descriptions to identify field values and contents

Field Description

Address Type the vendor or manufacturer’s address.

Country Select a country from the drop-down list and click the adjacent
magnifying glass icon to display the complete description of that
country.

Phone Type the vendor or manufacturer’s telephone number.

FAX Type the vendor or manufacturer’s FAX number.

Email Type the vendor or manufacturer’s email address.

Vendor Check this box if the supplier is a vendor.

Manufacturer  Check this box if the supplier is a manufacturer.
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CHAPTER

Approvals

The approval process automates and formalizes the evaluation of quotes and
orders by the appropriate management entities. This process channels the
risk, cost, and responsibility associated with a request to the proper levels.

Read this chapter to learn more about Approvals:

m Overview on page 124

m Approval Components on page 124
m Using Approvals on page 127

m Approval Log on page 135

m Approval Groups on page 138

m Setting Up Approvals on page 139

m External Event Operations on page 140
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Overview

An approval requirement is assigned when an item requires a
decision-maker’s evaluation. These approvals, though encompassing the line
items and part numbers listed on the quote or order, operate only at the
quotes and orders level. The status of individual line items may change (for
example, from requested to ordered), but it is only the quote or order itself
that is approved or denied.

Those operators authorized to issue approvals within each area and category
of requests and orders are listed in the group definition records. See Security
and Access on page 29 for more information on operator and user profiles
and group definitions.

Approval Sequence

Approvals can either be approved, retracted, or denied. Pending approvals
are awaiting action. Approval groups are placed in sequences in the order
that their approval is required. If groups have the same sequence number,
their approvals can be made independent of each other.

When a pending approval is approved, its status becomes approved and the
quote or order moves on to the next phase.

Approval Components

The Approval Status of a quote or order remains pending until appropriate
approval actions have been taken. The following introduces the components
of the approval process.

m Approval Status
m Approval Files and Features
m Approval Actions

Gen by items are those items which cause an approval to be required. These
items include individual line items, part numbers, quotes, and orders.
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Although all the record types listed as possible Gen by item can generate
individual approval requirements, the approval requirements for the line
items and part numbers are consolidated to the parent quote or order, the
Control item. The line items and part numbers themselves are not approved,
but the approvals are done for the control items for the line item or part
number displayed. Figure 4-1 shows the approval work flow.

Approval A2

Approval Requirement Al

Control.:
Quote/Order A 4 ontrols

Generates

Controls (Ass; gned)

Line Ttem B Generates
Line Item C _M»
Line Item D | Generates
Line Item E | Generates

Figure 4-1: “Generated By” Control Flow

A series of line items B, C, D and E, for example, may each generate an
approval requirement (four separate approval requirements— B1, C1, D1
and E1), thus making each technically a Gen by item. These approval
requirements are then bundled and attached or assigned to the quote or
order (Control item) for the line items displayed, which carries its own
approval requirement (Al).

When an approval (A2) is given for the Control item approval requirement
(A1), the approval is also given to each of the line item approval
requirements (B1, C1, D1 and E1). One approval will approve the whole and
all of its parts.
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The Status of a quote or order is the current state of that record, whether it is
waiting for its items to be ordered or received, but no approvals are required
for the status to change. A unique status is given to each line item within the
quote or order, as well as the quote or order as a whole. Some phases require
approvals, as a phase change most often involves the intervention of a
decision-maker, indicating the request or order needs to be moved on to
another department or area’s responsibility.

The approval status of a quote or order reflects the current condition of all
subordinate approval requirements associated with the Control item. Request
Management contains the following default approval statuses.
approved—all of the approval requirements have been approved.
denied—the approval requirements have been denied.

pending—active and waiting for an approval action.

Approval Files and Features

Two primary files contain approval information: the Approval Definitions
(ApprovalDef) and the Approval Log (ApprovalLog).

Approval Definition—defines the approvals used by all phases (static file).

Approval Log —Current Approvals (lists current approval actions).

m Currently, an unlimited number of approval requirements can be defined
for each item.

m Approvals may have conditions attached, such as Total Cost, Lead, Time
requirements, and Impact.
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Approval Actions

Approval groups have the following options when facing an approval
requirement.

Approve gives authority to proceed with the item or scheduled work, or
accept completed work. There are four pre-defined approval types:

m All means the record is approved when all members of the approving
group issue an approval.

m One must approve means the record is approved with one approval from
any member of the approving group.

® Quorum means the record is approved as soon as a majority of the
approving group indicate approval.

m All must approve - immediate denial means that all approvers must
approve the record. The first denial causes the status to change to Deny.
All approvers do not need to register their approval action.

Deny means there is no authority to proceed with the item or scheduled
work, or reject completed work.

m All must approve - immediate denial means that all approvers must
approve the record. The first denial causes the status to change to Deny.
All approvers do not need to register their approval action.

Otherwise, the record is denied when all members of the approving group
issue a denial.

Retract removes a previously approved or denied action. This resets the
approval status to pending.

Using Approvals

Operator ServiceCenter user profiles will determine whether they see an
Approve Requests button on the main system home menu after they log on.
Users with the appropriate approval authority, such as MAX.MANAGER,
will have access to the Approve Requests button.

Users with the appropriate approval authorities and privileges to the query

and summary screens can access approvals from within Request
Management.
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To access approval process:

m Ifan Approve Requests button is displayed on the ServiceCenter main
menu, select this button. (MAX.MANAGER login has the approval
authority, therefore the Approve Requests button is displayed on the
ServiceCenter home menu.)

m [f this button is not displayed on the main menu:
= Select Request Management on the Services tab.

= Open a quote or order, or search existing quotes or orders.

See Access from Quote and Order Search Forms on page 128 for more
information to continue through the process.

Access from Quote and Order Search Forms

In order to access Approvals from the Search screens, an operator’s Request
Management profile must meet the following requirements:

m The Approvals parameter for the current area (quote or order) must
evaluate to true. See Security and Access on page 29 for more information.

m The Approvals Group field must contain at least one group for the current
Area. See Security and Access on page 29 for more information.

Note: Ifa user does not have access rights to a particular area or to approval
records, a message is displayed in the status bar indicating this.

To access Approvals from the Search screens:
1 Click Request Management on the ServiceCenter home menu.

2 From the Quotes or Orders tab, select Search Quotes or Search Orders
respectively.

3 Click Search to pass a true query without entering any values in the form. A
record list of quotes or orders appears. Select a record to view.
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4 Figure 4-2 shows the Approvals tab.

a ServiceCenter - [Request 01003] [_ (O] =]

@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|
sBEj/?eqQle
‘/ ()3 x Cancel ( Prev } Mext F‘ Save i Views . Find + Fil O EIIoc:ks'-I

uote No. | Cateqorny | Phaze | Status |ADDr0vaI | Description —
1001 custarner Ordering initial approved Mizzing a chair and speakers for new office.
Q1002 custarner Ordering initial approved Meed a new printer and toner.
cLishomer Manager 4pprl inial | pending | Need Office and Outlaok
Feguest Management Software Categories Summary =l
Mumber: [a1003 Statusz: initial
Current Phaze: IManager Approval Approval Status: Ipending c
Brief Desc: INeed Office and Outlook

Detail | Bundles |Line|tems |E0mments Approvals |Hequestor|nformation |F|e|ated Fecords

Current Approvals |Appr0val Log |

Approval Type | Approval Status | # Approved | # Denied | # Pending

Financial Approval pending 1] 1] 1

Manager Approval approved o o o
4 | »
Selected line iz row 3 of 14 records | ingert | ocmg.qgbe.g [P]

Figure 4-2: Accessing Quote Approvals

The Approvals tab consists of two sub-tabs, including Current Approvals and
Approval Log. The following definitions identify the fields of the
ocmq.view.summary form in the Current Approvals tab and Approval Log
tab.

Current Approvals tab
See the Current Approvals tab shown in Figure 4-2.

Field Description

Approval Type Corresponds to the Approval Definition that defines the
approval requirements for the record.

Approval Status The Status of the approval requirement.

# Approved Number of approvals issued.
# Denied Number of denials issued.
# Pending Number of requirements pending approval action.
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Detail |Bundles |Line tems |Comments Approvals |Reques¢or Infarmation |Related Records |

Current Approvals  Approval Log |

Action |Approveri0perator |By |DateIT it |Phase |;
Retracted eatlier 4pg PROCUREMENT &R MANAGER 0205101 21:37:01 Manager Approval
Approved PROCUREMENT MAR MANAGER 0210501 21:36:24  Manager Approval

5 |

Figure 4-3: Approval Log tab

Field Description

Action The action taken by the approver or approval group.

Approver/Operator  The approver, approval group, or operator.

By The operator who performed the approval action.
Date/Time The date of the approval action.
Phase The current phase of the quote or order.

1 If the user has quotes authority in only one group, the record list of current
requests appears, as shown in Figure 4-2 on page 129.

If the user has approval authority for multiple groups, the Approval Group
Select dialog box shown in Figure 4-4 on page 131 appears. Select the groups
that you want searched.
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Request Management places a check mark beside the flagged group boxes
and searches for requests currently awaiting approvals for that group. If all
groups are checked, all groups are queried.

& Select Groups X

*r'ou have approval autharity for these
groups. The default is to select for all
groups. ‘Y'ou may remove a group from the
list by unchecking itz name.

[ Mast MANAGER

ASSET MANAGEMENT Ll
FACILITIES il
HELFDESK

LAN SUPPORT

M/F SUPPORT

ONSITE SUPPORT

WAN SUPPORT

TRAINING

TELECOMS

SUPPORT ADMIN

SYSTEMS ADMIN

SOFTWARE

SERVICE MANAGEMENT
PROCUREMENT

KRR AR R R A

Figure 4-4: Approval Group Selection

2 Click OK. If only one request is found, that request is displayed. Otherwise,
the list of current requests is displayed.

3 If the record list displays, click on the number of the request you want to
view.

4 From the Request (in the Options menu), the user can select an individual
quote and execute one of the following actions, based on the quote’s current

status.

Action Description

Approve Gives authority to proceed with all items in list.
Deny Denies authority to proceed with all items in list.
Retract Removes previous approval actions.

5 Click a quote number to access a quote for action.
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6 Click Options > Approval > Approve or Deny to approve or deny the quote.
Figure 4-5 shows the approval choices.

a ServiceCenter - [Request 01008] [_ (O] =]

@Eile Edit Wiew Format [l Lizt Optionz  Window  Help _|ﬁ||1|

N e

Audit History =
" OK 3 Cancel  Seach Duplicates - Fird 4 Fil (O Clacks ‘

IR el gement Printer Summary
Related 3
Line Items -

Mumber: IQ‘I aog ikl Status: Iinltlal

Current Phaze: IManage ‘iew Actual Order Lines Approval Statug: Ipending n

Erief Desc: IWouIdl Logs »
Current Alerts

Detail |Bundles |Line|tems ation |F|e|ated Recards |

oval

List Pages

Requested For: IIF!W'IN Cofefbis et - JACME ]

Requested Date:  [02/25:  Copy and Open Bill To Location: JACME HO ]

Fequested By: SUSIE  Expand Amay Bill To Department: lAEME.-"F'rofessional Services ]

Aszigned Dept: I_ Generate Maintenance Project ID: |

Assigned To: I LB Ship To: JACME HO =l

Coardinatar: |SUSIE.SUPERTECH ] Reasan: | ¥

‘wark Manager: |SUSIE.SUPERTECH ] Priarity: | ¥

Total Cost [$339.00

Description: -
)|

Feady | inzert | ocmg. view, summary. gl main. dizplay] [P]

Figure 4-5: Quote Approval options

Approval Type Group Options

The Approval Type Group options are presented when you select and click
on an Approval Type group. Select an Approval Type group option for
currently pending approvals or future approvals.

Group Option Description

Approve One | Deny  Ability to approve, deny, or retract a current or future
One | Retract One approval for this Approval Type group.

Approve Current | Ability to approve or deny current approvals for this
Deny Current Approval Type group.

Approve All [Deny All|  Ability to approve all, deny all, or retract all approvals for
Retract All this Approval Type group.
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Approval Definitions

The Approval Definition is a static file that defines the approval groups and
the approval conditions associated with a particular approval group, as well
as their valid functional area.

An Approval Definition record defines the basics of an approval
requirement. The approval condition for each requirement can be based on
any field in the source record, such as cost, category, assignments, or priority.

Accessing Approval Definitions
1 Click Request Management on the ServiceCenter home menu.
2 Click Supporting Files in the Maintenance tab.

3 Click Definitions in the Approvals structure of the Support tab. A blank
Approval Definition (ApprovalDef) form is opened.

4 Click Search to pass a true query and retrieve a list of all current Approval
Definition records.

5 From the record list displayed, double-click an Approval Name to select an
Approval definition. Figure 4-6 shows the selected Approval Definition

record.
a ServiceCenter - [Approval Definition: App approval] k
@ File Edit “iew Fomat Options List Optons  Window  Help = |ﬁ'|1|
= [
/ OK x Cancel ({ Previous }) et + A m Save rj' Delete
[ame: |App approval
Approval Condition: |true
Approval Type: | =l
Approval Description: d
GroupfOper | Sequence Condition | Description =
[mor) 1 true
ALl 9 true
=
Selected line iz rowe 1 of 32 records retrieved Responze 0.80 drave 0.80 |insert | ApprovalDet.ghbe.g [UP]

Figure 4-6: Approval Definition Records
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This form displays the unique values for this approval definition record.

Field Description

Name Unique name of the Approval definition record.

(required)

Approval Condition  The condition that must evaluate to true before the

(required) approval requirement is made active. The default is false.

Approval Type Type of approval required for this approval group
definition.

m All must approve. All members of the group must
approve the request.

® One must approve. Only one member must approve the
request.

® Quorum. A majority of the approval group must
approve the request.

m All must approve - immediate denial. All approvers
must approve the record. The first denial causes the
status to change to Deny. All approvers do not need to
register their approval action.

Approval Description A text description of the approval requirement.

Group/Oper The list of operators or groups who can take action on this
approval.

Sequence The order that this Approval Requirement is processed in

(required) relation to other requirements of the Quote/Order. The

default is 0 (zero).

Condition The condition that must evaluate to true before the
approval requirement is made active. The default is false.

Note: Any condition that references the current record
will use the $L.file as the current file variable.

Description A text description of the approval requirement.
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The Approval Log lists all the approval actions performed for an approval
request.

When a quote, order, or line item is opened, the system determines that
item’s approval requirements by searching ApprovalDef for those definitions
that match what appears in the Phase definition (ocmoptions) for the item, or
in the Catalog definition (ocmco). When the Approval log is run, all currently
approved items are included in the list.

Accessing Approval Logs

You can access Approval Logs from the Request Management menu.

1 Click Supporting Files in the Maintenance tab.
2 Click Approval Logs in the Approvals structure of the Support tab.
An empty Approval Log form (ApprovalLog) displays.

3 Click Search to pass a true query and retrieve a list of all current approved
records.
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4 Figure 4-7 shows the record list. Click the name of the record to open it and
the selected record appears.

a ServiceCenter - [ApprovallLog] [_ (O] %]
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
sdBE ?eQle
= Back {( Presvious )} Next ﬁ Delete D‘
Phase Action ggr Group/Oper Date By For I:I
Mariager Approvy Approved I WET |
Manager Approva Approved FROCUREMENT D2.-"05.-"D1 21341 MAX.MANAGEF!
Manager Approva Approved FROCUREMENT 02/05/01 21:35:2 MAX MANAGER LI
ID: [
File M ame: Iocmq
Unique Key: IQ‘I i)
Category: Icustomer
Current Phaze: IManager Approval
Action: IApproved
Approval Group/Oper: INET
D ate/Time: |DS;"29£DD 12:6302
Operator: Ipbudic
Delegate: |
Approval Mame: |
Selected line iz row 1 of 15 records | inzert |Appr0vaILog.qbe.g [F]
Figure 4-7: Approval Log Record List
The following fields define the unique values of this approval log:
Field Description
ID Unique identification number of this approved record.
File Name Unique name of the Approval Group.
Unique Key Unique key to this record.
Category Category associated with this approval record.
Current Phase Current phase of this approval record.
Action Last action taken against the approval requirement:
approved, denied, or retracted.
Approval Group/Oper ID of the operator who last modified the record.
Date/Time Date and time of the approval.
Operator Operator or Approval Group that performed the approval
action.
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Field Description
Delegate Designated Approver or Approval Group.
Approval Name Name of the Approval definition.

From a Request Management Record

When using this method to access the Approval Log records, different
formats are displayed under different conditions. The Approval Log option
in the Options menu of the Quote or Order Summary screen opens the
appropriate Approval Log form and record.

1 From the Request Management Quotes tab, click Search Quotes.

2 Pass a true query by clicking Search without entering any data in the form.
This displays a list of all current quotes.

3 Locate the number of the quote you wish to view, and click to display the
quote. Figure 4-8 shows the quote details.

@ ServiceCenter - [Request Q1005] |- [O] x]
@ Fle Edit “iew Format Q] List Options  Window Help =
SBEl 7 e Q| Pt
e AudtHistons = a
7Ok K Carcel Seaich Duplicates Hsave B Views 0 Find & Fil (5 Clocks
Categor elfliyy Lty pproval | Drescription |;|
1004 customer Related ¥ boproved Executive fumiture for new office. =]
Line [tems
01006 customer Hew Line ltem hpproved Meed a new high end PC setup. -
Wiew Actual Dider Lines
Alert Log i
Cuirent Alerts s Eiaty i
List Pages
Murmber: |m 005 Caleulate Impact Status: [iritia
Current Phaze: IManagE Copy and Open Approval Status: |pandmg u
Brief Desc: INaw PC  Expand Anay
Generate Maintenance
Detail | Bundles | Line Items_rm equestor Information ‘ Related Records
Requested Far: JGaLLawiay, SUSAN EEl Compary: [GENERICOM =
Requested D ate: |02.-"DS.-"U1 00:00:00 Bill To Location: |Chicago GC B
Requested By, [M& MANAGER =1 Bill To Department:  [RENERICOM /A dmiristration =
Azsigned Dept: | LB Project I |
Assigned To I ¥ -lr Ship Ta [Chicaga GC =
Coordinator: [Max MANAGER =|®  Reason | |
“work Manager: [M& MANAGER =1 Pricrity: | ¥
Total Cost: [$1380.00 [
Description: B
hd

Selected line is row 5 of 14 records | inzert ‘ ocmg. view. summary. afrmag. main. display) [P]

Figure 4-8: Request Management Quote Summary form

4 Pull down the Options menu.
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5 Select Logs > Approval Log. If an Approval Log record (ApprovalLog) exists
for this quote, it is displayed.

Approval Groups

a ServiceCenter - [Request Management Groups] [_ (O] %]
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
shmj/?eqQle
/0K M Cancel €4 Frevious 39 Mest ofmadd  []Save (] Delete .00 Find T
escriptian I:I‘
! la | danagers
EME EMERGENCY GROUP
FACILITIES a Facilities 50U >l
REQUEST MANAGEMENT GROUP DEFINITION
Mame: [ASSET MANAGEMENT
Area: ] ¥
Description: IAsset Managers
Duty Table: [standard |
Members Approvers
FALCON
Max MANAGER
falcon
=l
Selected line iz row 1 of 17 records | inzert | ocmgroups. glgroup. view] [US]

Figure 4-9: Approval Group Definition

For directions on how to access the Groups form and definitions of the form
fields, see Viewing Group Records on page 57.

The Approvers array of the Group Definition form displays the list of
operators who issue approvals for that group. In addition, they can be
designated to receive messages about system events, involving quotes, orders,

or line items.
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Membership in this group is specified by the Members array values. Those
operators specified in this array can also receive messages when quotes,
orders, and line items are entered into the system.

To add a name to an array, update the operator record to use a request profile
that specifies the group is an approval group.

Events/Messages

Messages can be sent to operators when an event occurs in the system.
Examples of events include opening a quote (request), approval of a request,
opening a line item, and closing a phase.

Event records are defined in the ocmevents file. These records indicate what
message will be sent as a result of the specified action. See Alerts, Events, and
Messages on page 143 for more information on events and messages.

Setting Up Approvals

Setting up approval authorities and requirements involves the components
explained earlier in the chapter; several Security and Access elements,
described in Security and Access on page 29; and several Phase definitions and
Catalog features, described in Catalog Operations on page 61.

m Inorder for operators to have approval authority in Request Management,
their operator records must reflect access capability for the functional
areas of Request Management (for example, Capability Words in the
operator record must indicate Request Management access, such as
SysAdmin, OCMAdmin, OCMO). Setting this up is explained in Security
and Access on page 29.

= Within Request Management, the user must be included in the
membership of a designated approval group, in the ocmgroups file. See
Approval Groups on page 138.
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m The user’s authority within Request Management must be defined in the
designated Request Management profile, ocmprofile record, specified in
the operator record. This includes:

= A list of the approval groups for which the user(s) of this profile can
approve.

m Approval capabilities defined on the various check box tabs of the
ocmprofile form. Setting this up is explained in Security and Access on
page 29.

m The approval groups for which this user has approval authority must be
included in the definition of the approval that is required for the request
or order.

m Approval requirements are defined on the Phase definition Control tab
(ocmoptions) or Catalog part record Control tab.

m Approval Definition, ApprovalDef, records must be defined according to
the Phase definition approval group requirements, which means an
approval definition record must exist for any group defined as the
approval group of a particular Phase definition. See Approval Definitions
on page 133.

External Event Operations

You can use the method described in the ServiceCenter Automate for
Windows NT and Unix Guide to send events via email. However, as defined
below, the event can be configured as an open, approval, denial, or any of the
other accepted events in the system. Use the method described in the above
guide for manipulating the data and placing it in the eventin table.

ServiceCenter applications have been set up to support incoming events for
Request Management. The supported events are as follows:

m rmgqin - Supports Open, Update, and Close-phase of Quotes
m rmlin - Supports Open, Update, and Close-phase of Line Items
m rmoin - Supports Open, Update, and Close-phase of Orders

With the above events, it is expected that the event will include the following
initial data elements:

number”®operator®action
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Where number is the item to work on, operator is who to work as, and action
is what to do (open/update/close).

m approval - Supports Approval actions on Quotes (Approve, Deny, and
Retract).

The following initial data elements will be included in the event listed above:
area®numberAgroup”actionAdateroperatorAcomments

Where area is quote (ocmq), order (ocmo), or line (ocml); number is the item
to work on; group is the Approval group; action is what to do
(approve/deny/retract); date is date of the transaction; operator is who to
work as; and comments is any extra information, such as for billing or

shipping.
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5 Alerts, Events, and Messages

CHAPTER

Events are system occurrences, triggered by user activity or certain
conditions, that require additional user action. Examples of events in
Request Management include open, update, close, and approval (of quotes).

This chapter describes how to set up and manage standard and special events,
such as messages and alerts, in Request Management.

Read this chapter for information about:

m Overview on page 144

Alerts on page 144
m Alert Processing on page 146

Events on page 154
m Messages on page 163

Background Processing on page 166
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Events in Request Management can spawn messages to designated parties
(operators or groups) within the system. For example, messages can indicate
if a quote (request) has been opened, and set into action the need for a user
to provide additional interaction, namely providing an approval for the
quote.

In the event a certain time limit set for accomplishing an approval is not met,
an alert is triggered. An alert is an optional timed-delayed event, which
triggers another event to send out a message.

As soon as a request is approved, that action constitutes an event. A message
is sent by that event indicating the state of the request.

In this way, events, alerts, and messages build the communication chain,
notifying users of pending quotes and orders and the status of requested
items throughout their life cycles.

Note: Setting up alerts, events, messages, and approvals requires the
operation of the ocm background scheduler. The scheduler must be
included in the system start-up schedule record. See Background
Processing on page 166 and Generating Orders on page 172 for help in
setting up these processes.

Alerts

Quotes, orders, and line items progress in phases according to a predefined
schedule. Alerts monitor the progress of these phases and take action when
circumstances warrant an automated response, such as when the progression
is delayed. For example, the late notice alert notifies a designated
management group that a quote line item(s) is overdue for approval, and
updates the alert status to include late notice.

The user can define any number of standard or customized alerts for any
phase, control who is notified for each alert, and control the naming
convention used for the alert itself.

Alerts support several functions within the system:
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Alert Messaging—alerts trigger events. The event manager generates
messages to certain designated recipients as a result of an alert, which
update the original request.

Batch Scheduling—all alerts associated with a phase are scheduled at once
when the phase opens.
To access Phase Definition Alert controls:
1 Click Request Management on the ServiceCenter home menu.

2 From either the Quotes, Line Items, or Orders tab, select Quote Phases, Line
Item Phases, or Order Phases.

3 Click Search to perform a true query without entering any values in the blank
ocmoptions form. A record list of alert records is displayed. Make your
selection by clicking on a phase name.

4 Select the Alerts tab.

Figure 5-1 shows the Phase Definition Alert controls.

a ServiceCenter - [ocmoptions] [_ (O] %]
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sBEaj/?eQle
o0k 3 Cancel €€ Previous 39 New s add  [JSave 7] Delste .00 Find 4 Fil ‘

FPhase Mame | Area | Drescription lil
Customer follow-up q Customer Approves Delivery of ltem
=
N
Mame: IlFinanc:iaI Approval
Drescription: IFinanciaI Group's Approval
Area: Cuotes ¥

Defintion | Contrals  Alerts |Appr0vals |M0del.-"LineItems |ScriptsNiews |

Alert | Alert Contral

Fequest not approved Feset: Ifalse

Fequest Mat Ordered Feeval.: Ifalse
Retain: Itrue

-
4| | »

Selected line iz row 2 of 13 records | inzert | ocmoptions. q.g(db. view] [F]

Figure 5-1: Phase Definition Alert Controls

Certain alert controls are specified on the Phase (ocmoptions) record.
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Alert Controls on the Phase record form include:

Reset—sets the status of all current Alert records associated with the current
quote or order to inactive and marks the last action field as reset. Then, it
schedules a calculate alert record to recalculate the item’s alerts and restart
the alerts process.

Reeval—retrieves each Alert associated with the quote or order and performs
the following processing:

m If current alert status is active, the alert condition is reevaluated and the
alert is updated to reflect the correct status; processing ends.

m If current status is not active, the Schedule Condition field is reevaluated.
If this evaluates to true, the following fields are updated:

m Status is set to scheduled.
m Last Action is set to recalc.
m Action Time is set to current date/time.

m Schedule Condition is reevaluated. If true, Alert Time is recalculated and
Status updated to scheduled. If false, Status is set to not required.

Retain—determines whether alert log records should be held in the
ocmalertlog file after the associated item (quote, order, line item) has been
closed.

Alert Processing

There are two primary files used in alert processing:

m Alert Definition (AlertDef)—defines the alerts used by all phases (static
file).

m Current Alerts (Alerts )—tracks the alerts created for each phase (active
alert file).

Alert Definitions

The Alert Definition is a static file, which defines the basic alert information
for each named alert and all general alert definitions.
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To access the Alert Definition File:
1 Click Request Management on the ServiceCenter home menu.
2 Select Supporting Files in the Maintenance tab.

3 From the Request Management Support tab, select Definitions in the Alerts
structure.

An empty Alert Definition form (AlertDef) is opened.

4 Click Search to pass a true query and display a list of all current Alert
Definition records.

5 Select a record to view from the list by clicking on the alert name. Figure 5-2
shows the selected record.

aSewiceCenlEI-[AleﬂDe[ Pending.1] [_ (O] %]
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sdBE ?eQle
o/ 0K 3 Cancel €4 Previows 39 Mewt s add [ Save ] Delste .00 Find 4 Fil D‘
Alert Name Description Alert Status Sched Cond Alert Cond I:I

Pending &ppro] Pending.1 | open in $L file=true and | appros 5 in $L.file="pending"
Pendlng.2 Pending Appro Pendlng.2 open in $L.file=true and v approval statuz in $Lfile="pending"
Request Late Notice Fequest Late Motic open in $L.file=true open in $L.file=true |
Alert Definition b=t
Alert Mame: IPending.‘I
Drescription: Pending Approval ﬂ

Scheduling |Update|nf0 |Parents Druty T able

Alert Status: IPending.‘I

Schedule Condition: Iopen in $L.file=true and nullsublalert. stage in $L.file, "'1~="off"" and approval status in $L.file="pending’
Schedule Class: Ichange

Alert Condition: Iapproval.status in $L.file="pending"

Calculation Type: W Uze field in recard + interval

T Use expression to set $L.alert. time:

Calc Field: Iassign.date

Calc Interval: |1 00:00:00
| |
Selected line iz row 1 of 16 records | inzert |AIertDef.g[db.view] [F]

Figure 5-2: Alert Definition Record List with first record displayed
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The following field definitions identify the type of data needed for the record:

Field Description

Alert Name Unique name of the Alert.

(required)

Description A text description of the Alert Condition.

Scheduling tab
See the Scheduling tab shown in Figure 5-2 on page 147.

Field Description

Alert Status Status of the alert. Current file referenced by $L.file.

Schedule Condition =~ Condition that determines if the Alert is scheduled. The
default is false.

Schedule Class Classification of the scheduled Alert.

Alert Condition (required) Condition that must evaluate to true before the
alert is set. If evaluations are false, the alert goes away. The
default is false.

Calculation Type Calculation method used for setting alert conditions. Use

one of the following:

m Use field in record + interval
Calc Field—name of the date/time field in the quote or
order that the interval field value is added to in order to
determine the alert time. (Request Management uses
the current date/time to apply the alert interval if this
field is null in the quote or order data record.)
Calc Interval—(required) relative interval of time that is
added to the Calc Field time to determine the alert time.
Can be positive or negative time intervals.

m Use expression to set $L.alert.time

Calc Expression—text expressions parsed into a
message and presented at alert time.

148 b Chapter 5—Alerts, Events, and Messages



Request Management Guide
Update Info tab

Scheduling  Update Info |Parents |Dut_l,l Table

Farmat Cantral: I
Triggers OIff: r
Statements:

Update Process:

|
|
|
Motifications: |
|
|
I

Add Matification | =]
Figure 5-3: Update Info tab
Field Description
Format Control Name of the Format Control record to be processed in

addition to the regular alert processing, when the Alert
Condition field evaluates to true.

Triggers Off Always set to false (unchecked). DO NOT change this setting.

Statements Processing statements executed in addition to the regular
alert processing, when the Alert Condition field evaluates to
true.

Update Process Update process to be used when setting up alerts.

Notifications Notification process to be used when alerts are processed. See

Notifications on page 168 for an introduction to
notifications. See the ServiceCenter System Tailoring Guide,
Notifications for details about accessing, adding, editing, and
so forth.
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Parents tab

Scheduling |Update|nf0 Farents |Dut_l,l Table

Farent Type:
|° Mo parent definitions

O User Defined
O Use expressions ta set $L. parent file and $L parent.id

Figure 5-4: Parents tab

Important: Do not make any changes to the definitions in this tab.

Parent Type Area

The parent type that is defined and reflected in the alert status phase.

Field Description
No parent definitions No parent definitions to be defined.
User Defined m Parent File—unique name of the Parent file.

m Parent Id—unique identification number of the
parent part.

Use expressions to set m Expressions—enter the expressions to set the
$L.parent.file and $L.parent.file and $L.parent.id.

$L.parent.id

Duty Table tab

The Duty Table is the work table that is used to calculate alert times. When
scheduling alerts, the Alert processor determines which shifts are valid for
sending alerts.

Scheduling |Update|nf0 |Parents Duty Table |

Diuty T able Type:
@ Na Duty Table [2447]

) Define a Dty T able
(@ Lookup a specific Duty Table

Figure 5-5: Duty Table tab
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Duty Table Type Area

Field Description

No Duty Table (24x7) Duty Table not defined. Use standard 24x7 clock and
calendar.

Define a Duty Table ~ Create a new table.

Duty Table User defined Duty Table. Customized to set your office
group’s working hours.

Lookup a Specific Allows standard validity Table Look-Up processing so that
Duty Table the Alert processor can determine valid shifts, based on an
existing Duty Table.

Group Lookup Name  Allows standard validity Table Look-Up by name, so that
you can use another Duty Table in the Table Lookup file.

Group Lookup File Allows standard validity Table Look-Up by file, so that you
can use another Duty Table in the Table Lookup file.

Group Lookup Field  Allows standard validity Table Look-Up by field.
Duty Table Field Uses the definition in the Duty Table field.

Alert Log

The Alert log is a file that lists currently scheduled and active alerts.

To access the Alert Log file:
1 Click Request Management in the ServiceCenter home menu.
2 Click Supporting files in the Maintenance tab.

3 From the Request Management Support tab, select Alert Logs in the Alerts
structure.

An empty Alert Log form (Alertlog) displays.

4 Click Search to retrieve a list of all current Alert Log records. Then click on a
record in the list.
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Figure 5-6 shows the selected Alert Log record.

@Eile Edit Wiew Format Options  List Options  Window  Help ;Iilll
sBE|/?e Qe

= Back {( Presvious )} Next fﬁ Delete .‘
alert.id file.name et b file
e Jog ! |

]

ocmg

Alert 1D:

File: Mame:
Unigue Key:
Category:
Current Phaze:
Alert Status:
Alert Time:
Gen by File:
Gen by [D:

IE]
Iocmq
[aims

Icustomer

IManager Approval
IHequest Mot Ordered
|01/09/02 17.01:00

|

I

Selected line is row 1 of 2 records

[ insert | Alettioaldy. view) [P]

Figure 5-6: Selected record in the Alert Log

The following descriptions identify the data contained in each field:

Field

Description

Alert ID

Unique identification number of this alert.

File Name

Name of the alert file.

Unique Key

Unique key to this record.

Category

The category associated with this alert.

Current Phase

Current phase of this alert.

Alert Status

Status of the alert. Current file referenced by $L.file.

Alert Time

The date/time the alert condition evaluated to true.

Gen by File

Gen by file items are those items which cause an alert to be
required, including individual line items, part numbers,
quotes, and orders.

Gen by ID

Gen by ID items are those items which cause an alert to be
required, including individual line items, part numbers,
quotes, and orders.
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Accessing the Alert Log When Viewing a Quote, Line Item, or
Order Record

1 Click Request Management on the Services tab of the ServiceCenter home
menu.

2 From the Quotes, Line Items, or Orders tab, click Quote Queue, Line Item
Queue, or Order Queue, respectively.

3 Click Search in the sc.manage.ocmq, sc.manage.ocml, or sc.manage.ocmo form
respectively.

4 Click Search again in the ocmq.search, ocml.search, or ocmo.search form
respectively to perform a true query and retrieve a list of all current records.

5 Select a record to view by double-clicking on the number.

For this example the Quote queue is accessed, so the record displays in the
ocmq.view.summary form.

Note: A QBE list is displayed with the first record only if the Record List
option in the View menu is selected. Otherwise you make your
selection from the QBE list and select a record to display that record.
In this example, the Record List option is checked in the View menu.

6 Pull down the Options menu.
7 Select Alert Log, as shown in Figure 5-7 on page 154.

8 Ifan alert record has not been defined for this quote or order, you are
prompted to select an alert for the record.
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9 Click Back to back out and return to the queue.

a ServiceCenter - [Request 01001] =] E3

@ File Edit “iew Fomat el List Options ‘window Help _|ﬁ||1|
BB 2 eq P
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customer | OrdjAEEEE] L a chair an ew office.
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as Alert Log
Current Alerts Approval Log 'l X -
Generate Orders T SllEs BUAIHER ]
List Pages
MNumber: IQ‘I oo Calculate Impact Status: Iinitial
Current Phaze: IDrdering Copy and Open Approval Status: Iapproved g
Brief Desc: IMissing Expand Array ice.
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Requested Far: [BROWN, NICHOLAS =l Company: JACME EI]
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Requested By: [M2X MANAGER EI] Bill To Department:  [ACME /Administration EI]

Aszigned Dept: I ¥ Project ID: |

Agsigned To: I ¥ =l Ship To: JACME HO =l

Coardinatar: [M2X MANAGER EI] Reason: | ¥

‘wark Manager: [M2X MANAGER EI] Priarity: | ¥

Total Cost [$158.33

Description: «|
| |
Selected line iz row 1 of 14 records | inzert | ocmg.gbe.g [P]

Figure 5-7: Selecting the Alert Log Option

Events

Events are system occurrences triggered by the creation or update of quotes,
orders, and line items, such as opening a quote, approving a quote, or
changing the dollar amount of an order. Events can be used to trigger special
processing, such as alerts and messages. When these specific activities occur,
Request Management sends mail messages to users, as part of the default
processing. Other customized routines can be executed for particular events.

Several default events are included with Request Management. Others may
be added, according to your business needs (for example, activities or
conditions that need to be checked or unique events warranting
notification).
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When an Alert Condition evaluates to true, Request Management treats it as
an event, and notifications can then be sent for this alert condition.

Event Controls

m The option to schedule events is on the quote, order, and line item
environment records (environment.ocmq, .ocmo, or .ocml). See
Environment Access on page 33 for details on how to access the
environment records.

The Schedule Events? field in the Quote Options structure (Figure 2-3 on
page 33) sets when events are processed for categories and phases.

m If this check box is unchecked (false), events are not scheduled for
processing or recorded in the message log, msglog file.

m If this check box is checked (true), and Messages/Events? in the phase
record (ocmoptions) is false, the event is scheduled and recorded in the
msglog, but no other processing occurs.

m The option for processing messages and events is located on the quote,
order, and line item Phase definition (ocmoptions) record. See Phases on
page 75 for details on how to access and create phase definitions.

The Messages/Events field in the Controls tab (see Figure 3-9 on page 79)
sets the controls that define when events are processed for the particular
phases named.

m All event names must be defined in the ocmevents file, or no event
processing can occur (see Request Management Events (ocmevents) File on
page 155).

m Events are processed when the phase of the quote, order, or line item is
defined in the Phases field of the ocmevents file. If the Phase field is NULL
on the ocmevents record, the event is processed for all phases.

m The Exec Cond option in the ocmevents record controls -- at the event
level -- when an event is processed.

Request Management Events (ocmevents) File

This file contains the names and definitions of all valid Request Management
events.
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To access the event definition form:

1 Click Request Management on the Services tab of the ServiceCenter home
menu.

2 Click Supporting Files on the Maintenance tab.

3 From the Requests Management Support tab, click Events in the Support
structure.

A blank events definition form (ocmevents) is displayed.

4 Click Search to perform a true query and display the record list of all
currently defined events.

5 Selectarecord to view by clicking on the name of the event. Figure 5-8 shows
the selected event record.

a ServiceCenter - [ocmevents] [_ (O] %]
@Eile Edit Wiew Format Options  List Options  Window  Help _|ﬁ||1|

sdBE ?eQle
/0K M Cancel €€ Previous 39 New s add  [JSave ] Delste .0 Find 4 Fil E‘

Events | Alea | Phases/Cateqories lil
alerts recalc o wiork,
alerts recalc q Customer follow-up Ll
REQUEST MANAGEMENT EVENTS =
Event: [alerts reset Arear Crders ¥
Drescription: |
Exec. Cond.: Itrue
Format Mame:  [ocma.mail | Phases: [wark. ﬂ
Farmat Crl.: | | |
Application: | | | |
Mames: | Walues: |
Operators: Ifalcon ﬂ
Field Mame | Member List Append Text b
coordinator operator The alerts were reset. Bl

4 ( le

Selected line iz row 3 of 32 records retrieved | inzert | ocmevents.gbe.g [P]

Figure 5-8: Accessing the ocmevents File
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The following information describes the field definitions in the record:

Field Description

Event Name of the event. Must be unique within each area; quote,
(required) order, or line item.

Area The Request Management area for this event: Quotes,
(required) Orders, Line Items, or All.

Description Brief description of the event.

Exec Cond Conditional field that defines the processing condition for

this event, which is processed only when this condition
evaluates to true. The default is false. (The condition for the
gen order delayed event, however, should always be true.)

Format Name

Name of the form used to build the message sent to the
users. Allows basic information about the record associated
with the event to be included in the message; otherwise, the
standard message is sent.

Format Ctrl

Name of the Format Control record executed against the
particular quote, order, or line item data record when the
event is processed.

Application Name of the RAD application executed when this event is
processed. If both Format Ctrl and Application contain
values, the Application field takes priority.

Names Names passed to the RAD application when the event is
processed. See the ServiceCenter System Tailoring Guide for
detailed information.

Values Values passed to the RAD application when the event is
processed. See the ServiceCenter System Tailoring Guide for
detailed information.

Phases Control over which events are valid for which phases within

(quote/order/line each area. If this field is NULL, the event is valid for all

item) phases of the area. (The event gen order delayed is not
affected.)

Operators Login IDs (names) of those operators who should receive a
copy of the messages sent via this event.

Field Name Input field names from the ocmg, ocmo, or ocml files

containing either group names, or operator IDs or Full
Names (depending on the option specified in the
Environment record).
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Field Description

Member List An indication of which list of operators in the ocmgroups

file should receive mail notification. Valid values include:

m member—each operator in the ocmgroups Members
array will receive mail notification

m gpprover—each operator in the ocmgroups Approvers
array will receive mail notification

m gll—operators in both arrays will receive mail
notification

m operator—this choice is only used if you intend to put an
individual user ID in the field name.

Append Text The character string added to the generic message that is
sent as the first line of the message. The message syntax is:

Notice: <type> <number > Phase: <phase name>
<append.text> <date>

Event Names and Definitions

Request Management includes several predefined system events. You can
define additional events as needed. The following partial QBE list shows
some of the most commonly used predefined system events, and to which
Request Management areas they apply.

Commonly Used Predefined System Events

The following table describes predefined system events.

Events Area
alerts recalc o (orders)
alerts recalc q (quotes)
alerts reset 0

alerts reset q
approval o
approval q
approval reeval o
approval reeval q
approval reset o
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Events Area
approval reset q
approved 0
approved q

close - category change o

close - category change q

close - partial received 1 (line items)

Default List of System Event Names and Definitions

The following is the default list of system event names and definitions. (Some
apply to certain areas, and others apply to all areas.)

Event Name

Description

alerts recalc

The quote/order’s alerts have been recalculated.

alerts reset

The quote/order's alerts have been reset.

approval

An operator has approved one of the approval requirements
of an item.

approval reeval

The approval requirements of a quote/order have been
reevaluated.

approval reset

The approval requirements of a quote/order have been reset.

approved All approval requirements for an item have been approved.
close - The category of a quote/order has been manually changed.
category change

close - A line item has been closed, but not all of the ordered

partially received

quantities have been received.

close -
phase change

The phase of an item has been closed due to a manual phase
change.

close -- received

A line item has been fully received; or, all of the line items of
an order have been fully received.

close final

The final phase of an item is complete. The item is closed.

close phase

An intermediary phase of an item is complete, but the item is
still open.
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Event Name Description

copy&open Anitem (quote, order, or line item) has been copied to a new
1tem.

denial One of an item’s approval requirements has been denied.

denied The quote/order is denied based on the Approval Status rules.

drop avail A line item has been manually dropped from the available to

order status.

due date notice

This contains sample system data.

gen order delayed

The background generate orders process has been delayed
due to a posting process that has not yet completed. The
generate orders schedule record has been updated to run at its
next normally scheduled time.

late notice

This contains sample system data.

mark avail A line item has been made available for order processing.
open An item has been opened.

open next The next phase of an item has been opened.

open next- A new phase has been started due to a manual category

category change

change.

open next- The next phase has been started due to a manual phase
phase change change.

pending vendor - A line item is pending the selection/assignment of a vendor
select and cannot be processed until the vendor is assigned.

post bg - The line item that was targeted for posting could not be
error found.

post bg - A background posting schedule record has been rescheduled
excessive resched ~ more than three times.

post bg - During background posting of line item data, an unknown
process error processing error occurred.

post bg - During background posting, the parent quote could not be
quote not found found; no data was posted.

post bg - The parent quote/order could not be locked.

rescheduled

posting not
complete

When quantity > 0, and Received + BO’d + Cancel +
Returned = 0 (the fields on ocml.receive.post format)
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Event Name Description

reeval For approvals or alerts.

reopen A closed item has been reopened.

reset For approvals and alerts.

shortage The OCM Order Create background processor attempted to

process a quote line item; there is insufficient available
inventory to satisfy the requirement of the line item. There
are no open orders for this Part.

sap order pricing

SAP associates and verifies prices for individual items to be
ordered

sap purchase req

SAP processed ServiceCenter request and queries for items
available to order

sap quote pricing

SAP associates prices with items that are displayed on the
ServiceCenter quote.

unapproval An operator has retracted one of the approval requirements
of an item.

update An item has been updated.

waiting The OCM Order Create background processor attempted to

process a quote line item; there is insufficient available
inventory, but there is already an outstanding order for the
Part. Waiting on receipt of item.

Defining Additional Events

A new event can be defined and called by Format Control calculations, in the
case that a specific condition must be checked for the event to occur at

specialized times.

The syntax generally used to check for an event is as follows:

(x=0, q, or l): if (condition=true) then ($ocmx.events.pntr in $ocmx.events="event
name”;$ocmx.events.pntr+=1)

m The variable $ocmx.events (where x = the area g, o, or ]) is an array of
character strings used to track the events that occur during a particular
phase of processing.

m The variable $ocmx.events.pntr is a pointer to the next array element that
can be used to record an event name.
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Important: Once an event has been added to the array, it is important to
increment the pointer by I (one). If this does not happen, the
event previously recorded will be overwritten.

The event that is scheduled if the condition is true must be defined in the
ocmevents file.

Adding New Events
The following steps are required for adding new events to the system:

1 Activate the OCM Processor (ocm), see Background Processing on page 166
for more details.

2 Set the environment record Schedule Events? option for the area to true. See
Environment Access on page 33 for more details.

3 Define the Messages/Events option for the phase. See Phases on page 75 for
more information.

4 Set any RAD or Format Control definition to track a custom event. See the
ServiceCenter System Tailoring Guide, Format Control to learn more about the
Format Control options. See Event Controls on page 155 for more
information.

5 Define the operator groups in the ocmevents record in the ocmgroups file.
6 Define the appropriate operator records.
7 Define the event in the ocmevents file.

a Define the Exec Cond.

b Define the Format Name in the format file.

¢ Define any Format Ctrl in the formatctrl file.

[«

Set any Application to a valid RAD routine with valid parameter names
and values.

e Define the field names in the Area database dictionary file. See the
ServiceCenter System Tailoring Guide to learn more about the Database
Dictionary.

f Validate the member list.

For more information on Format Control operations and customization
options, see Format Control in the ServiceCenter System Tailoring Guide.
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Messages are sent in response to an event. They can be directed to specific
operators listed in the event record and contain values from certain fields in
quote, order, and line item records, which cause the initial event.

Request Management message processing involves:

m The background processor looking at the ocmoptions record for the phase
or category that generated the event. If the record does not exist,
processing ends.

m Evaluation of the Messages/Events option in the ocmoptions record. If
false, processing ends.

m Checking for Field Name and Operators in the ocmevents record. If none,
processing ends (unless this event is gen order delayed).

m Recording in the msglog the generic message (from the ocmevents
record’s Append Text field).

m Sending the standard message and the mail message to the operators
defined in the Operators field of the ocmevents record.

m Sending a message to the operators defined in those fields referenced by
the Field Name field of the ocmevents record.

The content of these fields is first assumed to be a group. If this group name
is found in the ocmgroups file, then either the Members or Approvers
(depending on the Member List field) of that group are added to a working
list.

If this group name does not exist, the system searches the operator file; and
if an operator record is found, it is added to the working list.

m Checking the working list for operators, and sending the message.
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Message Classes

H W N =

wn

ServiceCenter has several default message classes where a user can define
additional messages to display in Request Management.

To display the list of available classes:
Click Administration on the Utilities tab of the ServiceCenter home menu.
Select the Notifications tab in the Administration menu.

The Message Classes structure contains the buttons for the various message
classes. The buttons displayed are: On-Screen (msg), Print (print), Log (log),
TSO (TSO), External E-Mail (email) and Internal E-Mail (email). These
represent the possible action types for message classes.

Message Class Button Description

On Screen Send a message to the user’s screen.

Print Sepd a copy of the message to the receiver’s default
printer.

Log Send a copy of the message to the msglog file.

TSO Send a copy of the message to the receiver’s TSO ID.

External E-Mail Send a copy of the message to the receiver’s e-mail

address as specified in the operator or contacts record.

Internal E-Mail Send a copy of the message to the receiver’s internal
ServiceCenter mailbox.

A message class record may be entered into multiple message class types.

Viewing a Message Class Record

To view a Message Class record:

Click Administration on the Utilities tab in the ServiceCenter home menu.
Select the Notifications tab of the Administration menu.

Click Log in the Message Classes structure.

Enter a Class Name, or click Search to pass a true query and display a current
class list.

Select a record to view from the list, which displays by clicking on the name.

View the desired record. Each class message presents a different form
associated with the msgclass.log file.
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1 Click Administration on the Utilities tab. of the ServiceCenter home menu.
2 Select the Notifications tab of the Administration menu.

3 Select an action type from the Message Classes structure (see Message Classes
on page 164 for a description of each action type).

A blank Message Class File record is displayed.
4 Do one of the following:

m Begin entering the message name and data; Class Name can be the name
of the particular event.

m Call up the message record, select an existing class record on which to base
your new record. Make appropriate modifications, including a name
change.

5 Click Add to confirm the new record shown in Figure 5-9.

a ServiceCenter - [msgclass] H=1E3
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
shE/?eqQle

V ()8 x Cancel s Add E Save f'j' Delete D‘
Class Name [ Type [
zample message quote 01 mag
4| >

MESSAGE CLASS FILE

Clazs Mame: Isample message quote 01

Description: Thiz iz a sample message to be sent when a quate is issued.
Type: AT

Default Mezzage Level: |1

ALWAYS send to THESE uzers [ue/falze]: I

User Mames:

-
1| | »

B magclass record added. | insert | megelass. meg.gldb. view] [P]

Figure 5-9: Sample message in Message Class file
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Background Processing
A great deal of the processing which enables the alerts and updating in

Request Management occurs in the background. Figure 5-10 shows the
general event processing flow of the application.

1) User/System does something/something happens.

2) Events list is appended with an action (something the system
runtime must now do) on open or reset.

3) End of user/system process.

4) Schedule the event process -- schedule the daemon.

[ «

5) For each event in the list: <

A 4
Look for Message definition/Event
(Event Pool)

background 7 Next
- Event

Yes
Process Format Control Jor Application |

’Send Message/”Event”}

‘ 6) When the Alert scheduler wakes up: ‘

Check the condition|
on the Alert -

Applies? )—

ﬂ Process Format Control or Application

ﬂ Process Statements ‘

K ‘j Schedule “Event”

Figure 5-10: Process flow
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The background processor for Request Management event processing and
ordering is named ocm. This processor only handles schedule records with a

class of ocm. By default, the processor checks for new records every
60 seconds.

Viewing the Processor
1 Click Maintenance on the Utilities tab in the ServiceCenter home menu.
2 Click Startup Information in the System tab.

The blank info.startup record form is displayed.

3 Enter ocm.startup in the Type field, and then press Enter or click Search to do
a narrow search for the ocm.startup record type.

The ocm.startup record appears in the info.startup form shown in
Figure 5-11. This is the default start-up record for the Request Management
(ocm) background processor.

@Eile Edit Wiew Format Options  List Options  Window  Help ;Iilll
sdBE ?OeQle

V ()8 x Cancel s Add E Save T=j' Delete D‘
Mame Description

ocm. startup

Agent Initialization Registry

Type: Iocm.startup

Drescription: IDEM proceszor

Agent Information

Mame: Iocm RaD Application: Ischeduler |
Class: Iocm
il s Restart?
iR ‘Wakeup Interval [zecs.): IBD
Pricrity: ID
Mame: | RaD Application:

Class:
r Suppress Restart?

‘Wakeup Interval [zecs.]:

PFriority:

2]

Selected line is row 1 of 1 records

| inzert | info.startup. glinfo. view] [F]

Figure 5-11: Request Management Startup Agent Record

4 The Request Management (ocm) background processor should be defined as
an agent on the default system start-up record (startup).
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The system startup default record lists the background agents, or processors,
that start up each time ServiceCenter is started. Most are set for 60-second
wake-up intervals. This list includes despooler, report, alert (for Incident
Management), change, availability, agent, marquee, lister, linker, event, and
scautod.

5 To add any of the remaining start-up records to the system startup record,
enter the start-up record’s information at the bottom of the system start-up
record’s agent array.

This system startup default record processes records that are in the schedule
file. The appropriate background agent picks up the schedule record and
processes it.

Note: Enter sch on a command line at any time to display the schedule file.

Notifications

The Notification Engine is primarily responsible for sending messages that
are generated by ServiceCenter events, such as opening or closing a quote or
order. Administrators can edit these messages, add new messages, change the
conditions under which the messages will be sent out, as well as select who
will receive the messages.

The notification file works with the message file to define notifications for
common system events. Administrators can modify the notification
arguments that trigger the notification, as well as define who receives the
notification.

To open the notifications file:

Click the Utilities tab in the ServiceCenter main window.
Click Administration.

Click the Notifications tab.

Click Notifications.

H W N =

The notification form is displayed.
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5 Enter the Notification Definition name in the Name field and press Enter or

perform a true query by clicking Search to see a list of all notification records
on your system.

@ ServiceCenter - [notification]
@Ei\e Edit Wiew Fomat Options List Options ‘Window Help

s’ ?eal s
W Ok K Cancel €4 Previows 3% Nest e Add Hsave f’j Delete

Name [ Candiion
RM Request Close true
Rl Reguest Defened false

AM Fiequest Open
R Request Open Mext Phase false

RM Reguest Phase Change false
Notification Definition
Mame: [FiM Fequest Open
Conditior: [true

Message |Ema\IJMa\ISuhiectLina ‘

Mszq Class | Mg No. |A|guments | Condition | Format Naotify Methad ‘ Recipient(s
acm 44 tstrlnumber in $Lfile), strfcurent phase in $L.file), stillast operator in $L.file)} | coardinatar in $L. msg coordinator in $1

Selected line is row B0 of B4 records retrieved

Figure 5-12: Request Management Notification definitions

To learn more about notification records and their definitions, see the
ServiceCenter System Tailoring Guide, Notification Records.

The following fields are in the notification definition record:

Field Description
Msg Class Message class relates to the application area. For example ocm.
Msg No Message number corresponds to the scmessage.qbe.g file. The

Message Class, Message Number, and language fields make up
the unique key for this notification. If you add your own
message to the message file, the combination of the Msg Class,

Msg No and Language fields must not exist in the system
already.
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Field Description

Arguments Message arguments can range from none to many. The
arguments correspond to the %S in the message text. If there is
only one argument, enter the value directly. List multiple
arguments in an array. For example ({<argl>,<arg2>, <and so
on>}). Elements of the array can be string literals or expressions.
To reference a value in a record, enter: fieldname in $Lfile.
Strings must be enclosed in double quotes.

Condition Enter the condition under which the message should be sent.
Values can be True, False, or an expression that evaluates to
either True or False. The default value is True.

Notify Method  Specifies the how the message is sent (for example fax, email,
etc.). This field can also specify the name of a message class.

Recipients Specifies to whom the message should be sent. Enter an
expression or string literal that references an individual user or
group name.

Note: The following fields are only necessary if the Recipients field contains a
group name.

Group File Enter the file that the group name is referencing. Use this field
with the files ocmgroups, which allow multiple records to be
created with the same group name.

Group Area Acceptable values for use with the ocmgroups file are:
All, Quotes, Line Items, and Orders.

Subgroug The Subgroup field further specifies the user list. Values are:
Members/Reviewers, Approvers and All.
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Ordering

An order is an indication to a vendor that an organization wants a service
performed or a product delivered to a particular destination. The Ordering
aspect of Request Management is, therefore, particularly useful when
vendors are included in the business process. Vendors can be internal
providers of parts and services, as well as external providers of parts and
services.

This chapter covers the following areas, which involve order generation and
control:

m Overview on page 172
m Generating Orders on page 172
m Routing Orders to External Purchase Systems on page 180
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The best way to access order information is directly from the line item
records, rather than order records themselves. The line items provide the
detailed information about the items being ordered, rather than the order
header fields. More useful query fields (such as Vendor Name or Assignee)
are displayed through line items for the vendors to access information about
their work or procurement obligations.

The benefits of orders when vendors are involved include:
m the ability to track the vendors.

m preparation by service organizations (such as, internal vendors) for
upcoming work orders.

m simultaneous updating or closing order line items without interfering
with others’ access of the quotes.

m the use of Purchase Orders.

Generating Orders

Order generation occurs primarily in the background, with several methods
available for triggering the actual generation.

Process

The Request Management order generation process allows control over
several features:

m order frequency
m treatment of on-hand inventory

m combining line items into a common order line item

Locks

Request Management utilizes the concept of locks— the system’s attempt to
restrict access to records to ensure that multiple users are not applying
updates to the same record at the same time. Locking is implemented at the
Control Item level when a quote or order is viewed. When the quote or order
is locked, all associated items are locked as well, including line items. For this
reason, processing, such as the movement between and through phases,
cannot occur while the user is modifying the control item records.
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The system’s background order processing attempts to lock the Control Items
(parent quotes) of line items being processed or ordered. Therefore, certain
implementation issues need to be considered. These include:

m scheduling of background order processing

m establishing the use of the Inactivity Timer (for parameters to kill inactive
users) (See the ServiceCenter System Administrator’s Guide for details
about the Inactivity Timer.)

Background Processing

The background processor ocrm manages Request Management ordering and
event processing. This processor’s interval is set by default to check every 60
seconds for ocm schedule records to process.

There are two ocm class schedule records for the ordering process:
m OCM Order Create for Line Item Schedule Record
= also called Background Order Demand
m (for batch -- demand order processing) executes the rmo.create.order
application.
m OCM Check Availability
= also called Background Order Check Availability

» (for batch -- anticipated order processing) executes the
rmo.create.check.avail application.

Viewing the Processor
1 Click Maintenance on the Utilities tab.
2 Click Startup Information from the System tab.
The blank info.startup record form is displayed.
3 Enter ocm.startup.

4 Press Enter.
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Figure 6-1 shows the ocm.startup record. This is the default start-up record
for the Request Management (ocm) background processor.

a ServiceCenter - [Information] | _ (O] %]
@ File Edt “iew Fomat Options List Options ‘Window Help 181
smElzeal9

V u].8 x Cancel + Add I_:I Save ﬁ Delete D|

RETES Description

ocm.startup

Agent Initialization Registry

Type: |ocm.startup

Description: |DEM processor

Agent Information

Mame: ocm RAD Application: |schedu|er =
Class: |ocm
™ Suppress Restan?
o ‘wakeup Interval [secs.|: |BD
Pricrity: |D

Mame: I RAD Application:

|
Class: |
|
I

™ Suppress Resta?
b ‘Walkeup Interval [secs.):

Pricrity:

17|

Selected line is row 1 of 1 records ‘ insert | infa startup. gfinfo. view] [P]

Figure 6-1: Request Management Background Schedule Agent

5 The Request Management (ocm) background processor should be defined as
an agent on the default system startup record (startup).

The system startup default record lists the background agents, or processors,
that start up each time ServiceCenter is started. This list includes despooler,
report, alert (for Incident Management), change, availability, agent, marquee,
lister, linker, event, and scautod. Most are set for 60-second wake-up intervals
(Wakeup Interval (secs) field).

6 To add any of the remaining start-up records to the system start-up record,
enter the start-up record’s information at the bottom of the system start-up
record’s Agent array.

This system startup record processes records that are in the schedule file. The
appropriate background agent picks up the schedule record and processes it.

Note: Enter sch on the command line at any time to display the schedule file.
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Viewing Order Schedule Records
Viewing the schedule.looksee Schedule record:
m also called Background Order Demand

m (for batch -- demand order processing) executes the rmo.create.order
application.

m uses the ocmo.schedule.demand form

To view the schedule record:
1 Select the Maintenance tab from the Request Management home menu.
2 Click Administration.
3 Click Order Create Schedule on the Orders tab.

A blank ocmo.schedule.demand form is displayed.

4 Click Search from the system tray to retrieve any ocm schedule records. There
is only one schedule record, OCM Create Order, shown in Figure 6-2.

@ ServiceCenter - [schedule 1202497] H=l B3
@ File Edit “iew Fomnat Options List Options Window Help A5 |ﬂ|5|
LBE TeQ 9
I‘/ Ok x Cancel + Add H Save T‘Jj Delete D‘

1D MName Humber E =pii Class
1 OCM Create Order | 05
4] | *

REQUEST MANAGEMENT BACKGROUND ORDER GENERATION SCHEDULE RECORD -

Scheduling

Name: [OCM Create Order

Schedule Class: ocm

Application: |rmo create.order

Schedule Time: IDW #1802 05:00:00 Status:  [rescheduled

FRepeal: [100.00:00 M EJ & El g

Processing & Printing | Order Breaks ‘ Line tem Breaks ‘

Processing Control

Line Item Cluery: |

[Dwerides default query - refer ta documentation)

Order Categary: I [create Order with this Cateqary]

[Overides default category - refer to documentation)

Printing
Frint? [false
Report Name: | N
Frinter: [
=
4] | ;l_l
Selected line is row 1 of 1 records ‘ insert | schedule.gbe.g [P]

Figure 6-2: Background Order Schedule Record with Line Item Query
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Important: If this record does not display, enter create default in the Name
field, then click Add. The record is created and saved to the
system.

OCM Check Availability Schedule Record
m also called Background Order Check Availability

m (for batch -- anticipated order processing) executes the
rmo.create.check.avail application.

m uses the ocmo.schedule.check.avail form

Processing Control Records

Line Item Query—if entered, the query will override the default query
executed against the ocml file:

avail.to.order=true and reorder.type=“b” and
open=true and quantity.balance>0 and target.order<=tod()

Order Category—if entered, the order category used when the new order is
created overrides the default order category, that is, the order category
associated with the line item as defined in the modelvendor record.

To view a schedule record:
1 Select the Maintenance tab from the Request Management home menu.
2 Click Administration.
3 Click Check Available Schedule in the Orders tab.

A blank ocmo.schedule.check.avail form is displayed.

4 Click Search from the system tray to retrieve any ocmo schedule records.
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There may not be any at this time. The schedule record shown in Figure 6-3),
OCM Check Availability, is an example.

a ServiceCenter - [schedule 1940934] H=1E3
@ File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
sBE ?eQle

V ()8 x Cancel s Add m Save ﬁ Delete .‘
[8] | Mame | Humber | Expiration | Class [
1940934 | OCM Check Availability ocm
| |

| v

REQUEST MANAGEMENT CHECK AWVAILABILITY ORDER GENERATION SCHEDULE RECORD

Scheduling
Mame: IDEM Check Availability
Schedule Class: Iocm
Application: Irmo.create.check.avail
Schedule Time: | Statusz: Irescheduled
Repeat: [oo.0n:00 [ M o il s s
Processing
Model Qry: Iimmediate
[Overides default query - refer to documentation]
Frinting
Print?: | =
Fieport Mame: |
Frinter: |
| | L’J
B schedule record added. | insert | ocmo.schedule. check. avail gldb. view] [P]

Figure 6-3: Order Availability Check Record

Important: If the record is blank, click Add to save the new record to the
system.
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Methods

The following order-generation methods are supported by Request
Management. Enter a method in the Processing Model Qry field.

m Batch: immediate—as soon as a line item with a reorder type of immediate
is marked available to be ordered, a schedule record is created that will
create an order for the line item. The order created has one line item that
corresponds to the quote line item (one to one). It is ordered regardless of
the planned order date. When the order line items are closed, the
corresponding quote line items are closed. This is especially useful for
work or service line items or high priority items.

m Batch: demand—this type of ordering gathers all line items that have been
marked ready for ordering, are batch reorder types, and the planned order
date has passed. The orders created use the high and low breaks, as set in
the schedule record. Each order line item may have several quote line
items that have been combined to allow for bulk purchases. When the
order line items are closed, the corresponding quote line items are closed.

m Batch: anticipated—this type of ordering is a scheduled process, which
goes through the model file, looking for catalog items that are batch
reorder types. The reorder amount>0, and the reorder point is greater
than the available + on order + backordered. This process creates orders
for the specific parts.

m Manual: physical—the ability to create an order manually. This is similar
to creating a quote with line items, but instead of a quote it’s an order with
line items.

m Manual: gen orders option—the ability to generate an order directly from
a quote, through an option in the Options menu. This option creates a
background process schedule record to create an order for each quote line
item that is marked available to be ordered, one order for each line item.

Batch Ordering

Batch ordering is controlled by the demand schedule records. There can be
more than one of these demand schedule records in the schedule file at one
time, to be processed at different intervals and executing different queries.

These schedule records determine when and how often to generate orders.
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They also define what field values cause a break to a new order, as quotes are
processed. The options here include values found in the vendor,
vendor.contract.no, trans.type, bill.to.code, ship.to.code, shipping.terms,
tax.rate, payment.terms, payment.freq, and no.of.payments fields.

Determining what causes a break to a new order line item is also contained
in the demand schedule records. The options include values from the
part.no, unit.cost, unit.of.measure, and discount fields.

Processing Control Fields

To view a schedule record:
1 Select the Maintenance tab from the Request Management home menu.
2 Click Administration.
3 Click Check Available Schedule in the Orders tab.

A blank ocmo.schedule.check.avail form is displayed.

4 Click Search from the system tray to retrieve any ocmo schedule records.
Processing Control records (see Figure 6-2 on page 175):

Line Item Query—if entered, the query will override the default query
executed against the ocml file:

avail.to.order=true and reorder.type=“b” and
open=true and quantity.balance>0 and target.order<=tod()

Order Category—if entered, the order category used when the new order is
created overrides the default order category, that is, the order category
associated with the line item as defined in the modelvendor record.

Order Breaks and Line Item Breaks

To tailor an implementation’s order processing, the Order Breaks and Line
Item Breaks array fields on this Demand schedule record allow listing of field
names in a sequence that must coincide with a key in the ocm| Database
Dictionary record. The system checks these field names for differences, as
each record is processed, to control when to complete the current order or
line item and start a new one (for example, when to “break”).
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Important: In the base system’s ocml Database Dictionary record, there is a

key containing the following five fields: avail.to.order,
reorder.type, open, quantity.balance, and target.order. Do not
modify this key.

OCM Order Create for Line Item Schedule Record:

also called Background Order Demand

(for batch -- demand order processing) executes the ocmo.create.order
application.

uses high breaks for Order Breaks (for example, creates new order record)

uses low breaks for Line Item Breaks (for example, creates a new line item
entry within current order).

will automatically use the “backend” field as the first high break. This field
is used when certain orders are sent to an external system.

Routing Orders to External Purchase Systems

The processing for orders is the same as for quotes (for example, an order can
have approvals, alerts, associated events and messages defined).

Specifically for orders, certain possibilities are available for interfacing with
external systems:

Email notifications can be sent as usual.

In Format Control, an eventout record could be created (see the
ServiceCenter System Tailoring Guide, Format Control).

If batch processing is used, the order can be printed to a specific printer.
(Note that printing of the immediate ordering type is not supported.)

Alternatively, a file unload process could be performed for recently
created orders, and the file moved to an external procurement system with
receipt information fed back into ServiceCenter.
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Prepare for Background Ordering Requirement

Request Management may be set up to automatically send orders to an
external system. So with the Background ordering of events and line items
requirements in place, those items become ready for ordering (avail-to-order
items). Orders that are created with an external backend defined will be
routed to the external system, according to the ocmbackend definition for
that event.

Line items are defined as ready to order on the ocml.view.default form.

To create a Background Event (ocmbackend) record:
Select the Maintenance tab from the Request Management home menu.
Click Administration.

Click Backend Order Destinations on the Orders tab.

H W N =

Begin entering the appropriate values for the backend event, based on the
field definitions below.

-0r-
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Click Search from the system tray to bring up a list of existing backend event
records. Figure 6-4 shows an ocmbackend form.

& ServiceCenter - [ocmbackend AssetCenter] | [O] x|

[T] File Edit “iew Fomat Options List Options ‘window Help =& =]
rmm| 7 e qlel
p” 0k M Cancel &€ Previous 3P Newt  sffm Add [H5ave [ Delste . Find & Fil
Marme D escription Create Order Event
] ; ite lnorder |

Center procurement e rrnorder

il

Regquest Management Backend Event Configuration =
Marmne: |AssetCenter
Description: |AssetEenter procurement via Archway
Create Order Event: [rmarder =]
Create Line Item Event: | =
Update Order Event: Irmurderupdale =] Update Lineitem E vent: Irmlineilemupdale =]
When which fields change?: Iproiect.id j When which fields change?: Iassigned.to j
I | I 7|
4| | »

Selected line iz row 1 of 2 records | inzert | ocmbackend. gldb. view] [F]

Figure 6-4: Adding a new Backend Event

a Choose an event you would like to base your new backend event
configuration on, and open it by clicking the name.
b Enter a new backend event Name.

¢ Begin additional modifications to the record to create your new backend
event configuration record. See the field definitions below.

Field Description

Name Unique name for this Backend Order event.

(required)

Description A short description of this event item (no more than 30

characters in length).

Create Order Event Creates a Backend Order event, based on what
information should be sent every time an order is placed.

Create Line Item Event Creates a Backend Line Item event, based on what
information should be sent every time a line item part is
ordered.
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Field Description

Update Order Event ~ Updates will be applied to the order, according to the
fields noted in the When which fields change? field
(below) for Backend Order events.

When which fields Indicates which of the order’s fields should change when
change? the Backend Order event is sent.

Update Lineitem Event Updates will be applied to the line items, according to the
fields noted in the When which fields change? field
(below) for Line Item events.

When which fields Indicates which of the Line Item fields should change
change? when the Backend Line Item event is sent.

5 When you have completed setting up the values for this new event, click Add
to add it to the ocmbackend file.

Access ocml.view.default Line Item View

The ocml.view.default Line Item view form displays the ordering controls
that were set in the Catalog for the part and copied over to the line item
during the request process (see Catalog Operations on page 61).

1 Select the Line Item tab from the Request Management home menu.
2 Click Line Item Queue.

A blank screen (sc.manage.ocml form) is displayed.
3 Click Search to bring up a blank ocml.search form.

4 Pass a true query by clicking Search without entering any values into the
fields, or enter any information you know about a line item order record
value in the form and press Enter to call a specific line item category record.

A list is displayed along with the first item in the list.

5 Select a line item record from the displayed queue of current items by
clicking on the number.
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Figure 6-5 shows the selected line item record in the ocml.view.default form.

aSewiceCenlEI-[Line Item 02001-001] [_ (O] %]
@Eile Edit Miew Format Options  List Options  Window  Help _|ﬁ||1|

sBE[/?eQl9
W70k M Cancel €L Pev 39 New []Save ¢ Close B Views o0 Find 4 Fil (D) Clocks'

MHumber Cateqory Status Description
02001-001 Toner Products Toner Products ot
02002-001 Chairz ordered Leather Executive Chair
0z2002-002 Frinter ordered The HF Lazerlet 2100ze iz a high-performance printer th'LI
ORDER LINE ITEM SUMMARY Jed
Mumber: |D2DD‘I -0 Category: |T0ner Products
Statusz: Iordered Parent Order: |D2DD‘I
Froject 1D: | Parent LI: |

General | Dates/Description | Parts & Labor | Comments | Requested For Information |

Yendar: [Hewilett-Packard EI Coordinatar: [M2X MANAGER EI

Tranz. Type: Ipurchase Aszszigned Dept: I—M

Duty Table: | EI Aszigned Ta: I—M

Company.: | Bl Requested Far: [BUTLER. RICHARD EI
Bill Ta Dept: [ECME /Customer Support | W[ =] ]

Part Mao.: 856 Bl Total Cost: $255.00

Fart Desc.: Itoner for hp 4=i printer Original Quantity: I‘I—

Manufacturer: [Hewlett-Packard Bl Quantity Received: ID— o

Model: IW I— From Stock: ID—

Serialized e Balance: |1

-
1| | »

Selected line iz row 1 of 32 records retrieved | ingert | ocml. view. default. g(rml. main. display] [F]

Figure 6-5: Order Line Item summary

To see different views of the data, select Views in the system tray and select a
different view from the menu.
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CHAPTER

Closing and Receiving

Once a quote has been officially entered into the system, approvals made, and
the associated orders generated, the order process moves into a receiving
mode and closes the individual line items.

This chapter discusses the following topics in regards to closing and receiving
ordered and requested items:

m Overview on page 186
m Closing/Receiving Order Line Items on page 186
m Posting on page 191
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This part of the process begins with the receiving and closing of individual
order line items. These line items, which make up the larger orders, are then
traced back to the initiating quote, which can then be closed itself when all
items (parts and services) have been received/closed. Along this route, there
are several automatic and manual procedures, which track and associate
related processes.

Closing/Receiving Order Line Items

Although the workflow of request processing through Request Management
can be considered the front-end component to be interfaced with an external
purchasing system, Request Management does receive against the orders
within the system.

If you use an external purchasing system, the recommendation is to record
the other system’s Purchase Order Numbers (usually found on packing slip
information) on the order in Request Management. This involves creating a
field on the quote and/or order line item formats associated with the ocml
file. Remember to add the field to the dbDict as well (see the ServiceCenter
System Tailoring Guide for information about adding fields to the dbDict).
Then the actual order generated through the external purchasing system can
be tracked and associated with the original quote, or request, in
ServiceCenter.

Note: If you order items through Get.It! Resources, you do not need to
receive in ServiceCenter.

m Order line items for services are closed after the work is completed.

m Order line items for parts marked in the Catalog for receipt are received --
these parts can be serialized or non-serialized (for example, distinguished
by a unique serial number or not).

After receiving parts representing order line items that may have been
combined from several different quote line items, a distribution screen is
presented by default to post the receipt information back to the quote line
items that generated the order.

After the user completes the receiving and posting process for an order line
item, the system can be set to automatically close the original quote line item.
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Close Process

1 Select the Orders tab from the Request Management menu.
2 Do one of the following:

m [f you know the number of the order you wish to retrieve, click Search
Orders and enter the number of the order you want. Click Search again.

m [fyou do not know the order number:
= Click Order Queue on the Orders tab to bring up the order record list.

= A record list, including all line items which have been grouped in each
order, will display.

= Select a record to open and double-click on the number.

= The order record appears, including all line items which have been

grouped into this order. Double-click the order number you would like
to view.

3 To view one of the line items, click the numbered button (Line Number
button) beside the status and other item information in the Order Summary
tab.
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Figure 7-1 shows the selected order line item record.

a ServiceCenter - [Line Item 02005-001] [_ 0] =]
@ File Edit “iew Fomat Option: List Options Window Help _|ﬁ| 5[
sBal7zeqls
y/ oK x Cancel ﬂ Save  we Receive [ Wiews - Find 3 Fil O Clocks -
Murber Categorny Status Description
001 Desktop o

ORDER LINE ITEM SUMMARY

|

MNumber: IDZDUE-Um Categony: |Desktup
Status: Iurderad Parent Order: [02005

Project 10 I Parent LI: |

General | Dates/Description | Parts & Labor ‘ Commerits | Requested For Information |

‘Wendar: Compag =m Coordinatar: [FaLCON =m
Trans, Tppe: Ipulchase— Assigned Dept: | LS|
Duby Table: I—_IZI Assigned To: [ L]
Compary - B S Plequested Far: [SIMMONS, JEREMY =]

Bill To Dept: [GENERICOM:Finance L]
Part Mo.: 212 (=) Total Cost [#1100.00
Part Desc. Standard Deskiop; PG00, 28,20 Driginal Quantity [
M anufacturer: Im Quantity Received: ID— =
adel: |p5UD— I_ Frarn Stock: ID—
Seralized ¥ Balance: |1 =l

Selected line iz row 1 of 1 records ‘ insert | ocml. view. default.g(rml.main. display] [P]

Figure 7-1: Sample Order Line Item summary

= A partline item record will display a Receive button.

m A service line item record will display a Close button.

4 Click Receive or Close to achieve the following:
m Update the current phase of the order.
m Close the order line item with a status of closed.

m Close the originating quote line item.

For this example, click Receive and then click OK.

Note: Scripts can be used during the close process for the operator to provide
further comments about the work performed. The name of the Close
Script is displayed on the line item’s phase definition.

When you click Receive, the default receiving screen (ocmlrec.receive) shown
in Figure 7-2 appears. A different receiving format can be designated on the
line item category phase definition for the part selected from the catalog.
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Receipt Verification

a ServiceCenter - [verify this information] [_ (O] %]
@ File Edit “iew Fomat COpfions  List Optons  Window  Help i |ﬁ'|1|
sdBE ?eQle
:J/ ak. x Cancel D‘
Yerify this receiving information. Select OK when ready.
Feceipt Mo | Date ID‘I AF02 161501
Operator | Statuz Ireceived
Order LIt [02005-001 Guaote LI# |
Logical Mame IDPEDDDDB
Azzet Tag IDPEDDDDB Guantity |1
Serial Mo | Unit Cost |$1 100.00
Locatian | ¥
Stockroom ISan Francisco GC Part Mo |21 2
Other Information Wendor Part Mo |
Field Name | Walue | Req? | =] Manufacturer [Compag
Monitar Size 17 false Model Ext |
Building falze Tranz Type Ipurchase
Bios false Part Desc IStandard Desktop; PIIS00;1 28,20
Operating System  Windows 98 true ‘Vendor IEompaq
Fiéskd 128 Mb falze Model IDEDD
Hard Dizc Size 20Gb falze LI Cat IDesktop
CPU Speed B00Mhz falze
B Verify this receiving information. Select log receipt when ready. | inzert | ocmlrec.receive. pe.g [F]

Figure 7-2: Sample Line Item Receipt Verification

The receiving process:
m Logs the receipt of serialized equipment.

= The Catalog indicates whether an item is to be received and whether it
is serialized.

= If an item is serialized, it must:
= be Received
m have a quantity of 1

= have a Serial No.

m Posts data to the model record.

m Distributes (posts) the received quantities to the original quote line items.
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Confirmation

When you click OK to confirm receiving/distribution (see Receipt
Verification on page 189), a distribution confirmation screen can be
presented, according to your business rules and the user profiles. Users must
provide confirmation for the process to complete, terminate, or reset.
Depending on the site’s process flow, receiving personnel may or may not be
able to provide this information.

By default, the system assigns the receipt to the first line items possible.

(@ ServiceCenter - [Receiving Distribution]
@ File Edit Wiew Fomat Ootons ListOpton: window  Help _|5' 5[
$m@al?zealel
B Fost 7% Overide = Redistib »
Receiving/Distribution Confirmation
Select "post” after confirming/adjusting the guantities.
Ordered Received Stocked Receive Now Backordered  Canceled Retumed To Stockroom
Order LI #: 02005-001 1 a a il IU 1] IU 1]
Closed LI's: a a a [t} a
Target Date
GEN'D FROM: 01013-005 i a 1 IU 1] IU 02/01/01 220000 |
m i e
. W =
m mal = e
N - e e
N m e .
- @ n = .
B BN = .
- @ mn = . L
N BN = .
@ am . E|
B Verily the distribution of these quarttics. Select "post” when ready [ insert | el receive post verity o [F]
Figure 7-3: Confirmation of Receipt
Confirmation options
Option Description
Post Creates schedule records to post the indicated quantities to

original quote line items in a background process. The process
waits until the targeted record is released (not locked or in use
by another user) before posting is completed.

Override Bypasses the cross-checking for line item totals that occurs after
the Post selection; forces the system to accept the quantities as
entered, even if cross-checking issues an error message.

Redistribute Sets quantities back to original distribution.
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m Ifthere are any dependent line items ready for ordering, the system marks
them accordingly.

m If there are no further line items to be ordered, the order goes to the next
phase.

m If there is no next phase, the order is closed.

Receiving Log

The receiving log tracks the receipt of serialized and non-serialized
equipment. The system populates this file after the receiving process.

A benefit of the receiving log (ocmlrec) record is that it provides the serial
number of the particular item or device for posting to the inventory.

To access the log:
1 Select the Maintenance tab from the Request Management menu.
2 Click Administration.

3 From the Line Items tab, click Receiving Log.

Format Control and Link Records

The Format Control record for the ocmlrec form updates the receiving log.
This Format Control record can be tailored to implement the posting
process. See the ServiceCenter System Tailoring Guide to learn more about
Format Control settings.

The link record ocml.receive.copy copies data from the line item to the
receiving log. This link record (and the ocmlrec database dictionary record)
can be modified to track additional data fields. See the ServiceCenter System
Tailoring Guide to learn more about linking records.

Posting

Posting is the process of copying data from a source record to a target record.
The purpose of posting is to update similar fields in other records without
having to open those records to modify each field.

A link record defined to support the posting process copies data from orders

(source records) to quotes (target records). Its Comment field(s) must start
with the word POST.
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1 Click Tools in the Utilities tab in the system administrator’s home menu.
The Tools menu is displayed.
2 Click Links.

3 Enter the name of the Link record you wish to create in the Form field of the
Link Manager dialogue box.

4 Click New.

5 Enter the following values in the first line of the new Link record:

Field Value
Source Field Name requested.by
Format/File Name contacts
Target Field Name contact.name
Comments POST

Important: You must enter POST in upper case letters in the Comment field
for the Posting process to work.

Figure 7-4 shows the new Link record.

a ServiceCenter - [Link ocmllrec_post] H=1E3
@ File Edit “iew Fomat Options List Options  Window  Help i |ﬁ'|1|
sBE ?eQle
V ()8 x Cancel s Add m Save ﬁ Delete .‘
name | system | sysmodtime | sysmoduzer |
ocmlliec. post 01417/02 16:28:41 FALCON
Link File
Mame: Iocmllrec.post Systenm: || |
Drescription: |
Source Field Mame | Format/File Mame | Target Field Name | Add Guery | Comments ﬂ
requested. by contacts contact name FOST
B Link record added. [insert [ link. allink. view] [P]

Figure 7-4: Posting Link Record
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Posting to a new inventory record is done automatically for all models that
have a configuration file defined. However, further posting of actions may
occur, but these require tailoring to the system.

If the background posting process cannot lock records, the posting is
rescheduled for a certain time in the future (for a maximum number of
times). If the risk of two users accessing and modifying a record
simultaneously is unacceptable, other alternatives should be considered for
posting to records that need to be locked.

The process of posting is covered in the Format Control section of the
ServiceCenter System Tailoring Guide. In Request Management, the master
Format Control records (ocmg, ocmo, or ocml) execute first; then the category
Format Control (name=phase definition’s default view). These Format
Control records can call the post.fc application.
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8 Request Management Event Services

CHAPTER

Increasingly, enterprise-wide network management tools depend on
automation to detect activity on the network and to execute the appropriate
procedures. These network incidents are often called alarms or alerts;
ServiceCenter refers to them as events.

This chapter discusses the following topics:

m Overview on page 196

External Event Services on page 196

Logical Actions on page 197

Accessing Event Services on page 199

Quote Events on page 201
m Order Events on page 204

Line Item Events on page 206
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Overview

ServiceCenter includes Event Services enhancements in Request
Management to support external event processing. To modify the Event
Services enhancements, see the ServiceCenter Event Services Guide for detailed

information.

External Event Services

The External Event Services enhancements include the following events.

Description

Approve a quote

Deny a quote

Retract a quote

Create a new quote

Update an existing quote

Close current phase and goto next if exists

Approve an order

Deny an order

Retract an order

Create a new order

Update an existing order

Close current phase and goto next if exists

Create a new line item

Area Action
Quote Approve
Quote Deny
Quote Retract
Quote Open
Quote Update
Quote Close
Order Approve
Order Deny
Order Retract
Order Open
Order Update
Order Close
Line Item  Open
Line Item  Update

Update an existing line item

Line Item  Close

Close current phase and go to next, if exists
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There are 12 logical actions that are executed via four actual event classes.

Event Class Description

rmlin Used for open/update/close of all line items
rmoin Used for open/update/close of orders
rmqin Used for open/update/close of quotes
approval Used to approve quotes and orders.

Approval Classes

Approval classes are used to send approval actions into Request
Management. The structure of their event strings is as follows:

Sequence Description

1 File name of the object to be acted upon.
ocmgq = quotes
ocmo = orders

2 Number of the object to be acted upon.

3 Group for which the operator has rights to approve orders. If left
blank, operator has rights to all groups.

4 Action taken, indicating whether approve, retract, or deny.

5 Date and time approval was sent.

Mapped data fields containing changes to the record.
Processed along with the approval.

6 Identification of the operator who is executing this approval. The
approval happens in this operator’s security context.
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Record Modification Classes (rmlin, rmqin, rmoin)

These three events (rmlin, rmgqin, rmoin) are used to send record
modification actions into Request Management for line items, quotes, and
orders. The structure of their event strings is as follows:

Sequence Description

1 Number of the object to be acted upon. If in rmlin, this will be a line
item number. If in rmqin, this will be a quote number. If in rmoin,
this will be an order number. In the open process, this field is
discarded.

2 Operator ID who is executing this action. The action takes place
within this operator's security context.

3 Action Token, indicating what type of modification action to take.
One of open, update, close.

4.n Mapped data fields, containing changes to the record. Processed
along with the approval.

Example Event String Start Sequences (Ignores Data Fields)

See Accessing Event Services on page 199 to access Event Services.

To approve a quote (such as, number Q1234), acting as FALCON, within the
security group management:

» Send an Approval event with this string:
ocmq”rQ1234AAapprover02/20/01 06:00AFALCONAok

To update a line item (such as, L78), acting as BOB.HELPDESK:
» Send an rmlin event with this string:
L78ABOB.HELPDESKAupdateX............

To move an order (such as, O89) to its next phase, acting as
MAX.MANAGER:

» Send an rmoin event with this string
089AMAX.MANAGERAcloseA...........
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Accessing Event Services

Windows Client
To access Event Services:
1 Log on to ServiceCenter.

Note: You must be a ServiceCenter system administrator to work in Event
Services.

For detailed information about accessing Event Services, see the
ServiceCenter Event Services Guide.

2 Select the Utilities tab on the ServiceCenter main menu, as shown in

Figure 8-1.
a ServiceCenter - [FALCOM] [_ (O] %]
@ File Edit “iew Fomat Opfions  List Optons  Window  Help 2 |ﬁ'|1|
sB@m ?7eQle
. Logout — Command -
. ® e |
ServiceCenter P @ i)
Services | Support  Utilities | Toolkit |
i Administration SQL Utilities
[E ‘l Common system administration H M aintain mapping to an external
R functians. RDBMS.
-, Maintenance Event Services
"m.-"' Common maintenance s Defing extemal events, interface
functionality and logs. to external systems.
; Tools Knowledge Engineering
5 1 { ¢ Customization taals, utilties, g Examine solution candidates,
reports and logs. generate core knowledge.
Development Auditing SCD 1
System auditing of development ]ﬂ ServiceCenter Distributed
cugtomization changes. adminiztration menw.
Feady | ingert | menu.gui.home [P]

Figure 8-1: Utilities tab in the system administrator's home menu

3 Click Event Services.
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Figure 8-2 shows the Event Services menu.

E! ServiceCenter - [FALCON]
3! [0

Figure 8-2: Event Services Main Menu

4 Click the Queues tab.

Queues tab
Figure 8-3 shows the Queues tab.

Figure 8-3: Queues tab
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Button Action

Input Events Opens the eventin file for review. This file contains all events
awaiting action by ServiceCenter and those that have been
processed but not deleted.

Output Events Opens the eventout file for review. This file contains all
ServiceCenter events awaiting action by an external
application and those that have been processed but not
deleted.

Quote Events

The following table describes quote events.

Map Name Sequence Position File Name Field

rmq 1 1 ocmq number

rmq 1 2 ocmgq $L.void.operator
rmq 1 3 ocmq $L.void.action
rmq 1 4 ocmq open

rmq 1 5 ocmq page

rmq 1 6 ocmq category

rmq 1 7 ocmq current.phase
rmq 1 8 ocmq phase.num
rmq 1 9 ocmq phase.start.date
rmq 1 10 ocmq orig.operator
rmq 1 11 ocmgq last.operator
rmq 1 12 ocmq impact

rmq 1 13 ocmq total.line.items
rmq 1 14 ocmq alert

rmq 1 15 ocmq alert.names
rmq 1 16 ocmq approval.status
rmq 1 17 ocmgq pending.groups
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Map Name Sequence Position File Name Field

rmq 1 18 ocmq status

rmq 1 19 ocmq priority

rmq 1 20 ocmq reason

rmq 1 21 ocmq business.area
rmq 1 22 ocmq submit.date

rmq 1 23 ocmgq update.date

rmq 1 24 ocmq close.date

rmq 1 25 ocmq cancelled.date
rmq 1 26 ocmq requestor.name
rmq 1 27 ocmq requestor.dept
rmq 1 28 ocmq coordinator

rmq 1 29 ocmq coord.dept

rmq 1 30 ocmgq assigned.to

rmq 1 31 ocmq assigned.dept
rmq 1 32 ocmgq description

rmq 1 33 ocmgq justification

rmq 1 34 ocmq comments

rmq 1 35 ocmgq ship.to.code

rmq 1 36 ocmq bill.to.code

rmq 1 37 ocmgq shipping.terms
rmq 1 38 ocmq total.cost

rmq 1 39 ocmgq completion.code
rmq 1 40 ocmq completion.notes
rmq 1 41 ocmq li.mark.flag

rmq 1 42 ocmq bill.to.ext

rmq 1 43 ocmgq ship.to.ext

rmq 1 44 ocmgq phase.desc

rmq 1 45 ocmq project.id

rmq 1 46 ocmq orig.manager.group
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Map Name Sequence Position File Name Field

rmq 1 47 ocmgq requested.date
rmq 1 48 ocmq admin.lead.time
rmq 1 49 ocmq duty.table

rmq 1 50 ocmq parts.summary
rmq 1 51 ocmgq foreign.id

rmq 1 52 ocmq requestor.phone
rmq 1 53 ocmq manager

rmq 1 54 ocmq logical.name
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Order Events

Map Name Sequence Position File Name Field

rmo 1 1 ocmo number

rmo 1 2 ocmo $L.void.operator
rmo 1 3 ocmo $L.void.action
rmo 1 4 ocmo open

rmo 1 5 ocmo page

rmo 1 6 ocmo category

rmo 1 7 ocmo current.phase
rmo 1 8 ocmo phase.num
rmo 1 9 ocmo phase.start.date
rmo 1 10 ocmo orig.operator
rmo 1 11 ocmo last.operator
rmo 1 12 ocmo impact

rmo 1 13 ocmo total.line.items
rmo 1 14 ocmo vendor

rmo 1 15 ocmo alert

rmo 1 16 ocmo alert.names
rmo 1 17 ocmo approval.status
rmo 1 18 ocmo pending.groups
rmo 1 19 ocmo status

rmo 1 20 ocmo priority

rmo 1 21 ocmo reason

rmo 1 22 ocmo business.area
rmo 1 23 ocmo submit.date
rmo 1 24 ocmo update.date
rmo 1 25 ocmo close.date

rmo 1 26 ocmo coordinator
rmo 1 27 ocmo coord.dept
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Map Name Sequence Position File Name Field

rmo 1 28 ocmo total

rmo 1 29 ocmo description

rmo 1 30 ocmo justification

rmo 1 31 ocmo comments

rmo 1 32 ocmo invoice.no

rmo 1 33 ocmo vendor.contact
rmo 1 34 ocmo shipping.terms
rmo 1 35 ocmo po.number

rmo 1 36 ocmo completion.code
rmo 1 37 ocmo completion.notes
rmo 1 38 ocmo net.total

rmo 1 39 ocmo tax.code

rmo 1 40 ocmo tax.rate

rmo 1 41 ocmo tax.amount

rmo 1 42 ocmo ship.to.code
rmo 1 43 ocmo vendor.zip

rmo 1 44 ocmo bill.to.code

rmo 1 45 ocmo shipping.carrier
rmo 1 46 ocmo freight.on.board
rmo 1 47 ocmo payment.terms
rmo 1 48 ocmo freight.charges
rmo 1 49 ocmo vendor.contract.no
rmo 1 50 ocmo discount.rate
rmo 1 51 ocmo discount.amt
rmo 1 52 ocmo ship.to.ext

rmo 1 53 ocmo bill.to.ext

rmo 1 54 ocmo phase.desc

rmo 1 55 ocmo project.id

rmo 1 56 ocmo target.date
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Map Name Sequence Position File Name Field

rmo 1 57 ocmo shipping.terms

rmo 1 58 ocmo orig.manager.group

rmo 1 39 ocmo parts.summary

rmo 1 60 ocmo foreign.id
Line Item Events

Map Name Sequence Position File Name Field

rml 1 1 ocml number

rml 1 2 ocml $L.void.operator

rml 1 3 ocml $L.void.action

rml 1 4 ocml page

rml 1 5 ocml phase.num

rml 1 6 ocml phase.desc

rml 1 7 ocml category

rml 1 8 ocml current.phase

rml 1 9 ocml status

rml 1 10 ocml parent.quote

rml 1 11 ocml parent.order

rml 1 12 ocml parent.line.item

rml 1 13 ocml gen.ord.li

rml 1 14 ocml project.id

rml 1 15 ocml alert

rml 1 16 ocml alert.names

rml 1 17 ocml orig.operator

rml 1 18 ocml last.operator

rml 1 19 ocml trans.type

rml 1 20 ocml open

rml 1 21 ocml avail.to.order
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Map Name Sequence Position File Name Field

rml 1 22 ocml business.area

rml 1 23 ocml receiving.priority
rml 1 24 ocml track.receiving
rml 1 25 ocml consolidate

rml 1 26 ocml combine

rml 1 27 ocml deffered.select
rml 1 28 ocml generate.order
rml 1 29 ocml serialized

rml 1 30 ocml reorder.type

rml 1 31 ocml submit.date

rml 1 32 ocml phase.start.date
rml 1 33 ocml update.date

rml 1 34 ocml close.date

rml 1 35 ocml ordered.date

rml 1 36 ocml received.date

rml 1 37 ocml returned.date
rml 1 38 ocml backorder.date
rml 1 39 ocml cancelled.date
rml 1 40 ocml requested.date
rml 1 41 ocml projected.date
rml 1 42 ocml target.date

rml 1 43 ocml actual.date

rml 1 44 ocml requested.lead.time
rml 1 45 ocml target.lead.time
rml 1 46 ocml normal.lead.time
rml 1 47 ocml actual.lead.time
rml 1 48 ocml duty.table

rml 1 49 ocml coordinator

rml 1 50 ocml coord.dept
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Map Name Sequence Position File Name Field

rml 1 51 ocml assigned.to

rml 1 52 ocml assigned.dept
rml 1 53 ocml quantity

rml 1 54 ocml quantity.returned
rml 1 55 ocml quantity.received
rml 1 56 ocml quantity.bo

rml 1 57 ocml quantity.cancelled
rml 1 58 ocml quantity.balance
rml 1 59 ocml from.stock

rml 1 60 ocml description

rml 1 61 ocml comments

rml 1 62 ocml ship.to.code

rml 1 63 ocml ship.to.ext

rml 1 64 ocml bill.to.code

rml 1 65 ocml bill.to.ext

rml 1 66 ocml serial.no.

rml 1 67 ocml shipping.terms
rml 1 68 ocml completion.code
rml 1 69 ocml completion.notes
rml 1 70 ocml part.no

rml 1 71 ocml part.desc

rml 1 72 ocml manufacturer
rml 1 73 ocml model

rml 1 74 ocml model.ext

rml 1 75 ocml unit.of.measure
rml 1 76 ocml level

rml 1 77 ocml sequence

rml 1 78 ocml neg.level

rml 1 79 ocml neg.seq
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Map Name Sequence Position File Name Field

rml 1 80 ocml unit.cost

rml 1 81 ocml labor.hours

rml 1 82 ocml labor.cost

rml 1 83 ocml labor.overtime.hours
rml 1 84 ocml labor.overtime.cost
rml 1 85 ocml tax.code

rml 1 86 ocml tax.rate

rml 1 87 ocml tax.amount

rml 1 88 ocml modelv.no

rml 1 89 ocml vendor

rml 1 90 ocml vendor.part.no
rml 1 91 ocml vendor.contract.no
rml 1 92 ocml vendor.contact

rml 1 93 ocml vendor.dt

rml 1 94 ocml payment.freq

rml 1 95 ocml payment.terms
rml 1 96 ocml no.of.payments
rml 1 97 ocml payment.amount
rml 1 98 ocml discount

rml 1 99 ocml discount.amt

rml 1 100 ocml total

rml 1 101 ocml warehouse

rml 1 102 ocml logical.name

rml 1 103 ocml rma.no

rml 1 104 ocml asset.no

rml 1 105 ocml current.location
rml 1 106 ocml warranty

rml 1 107 ocml request.number
rml 1 108 ocml cm3.access
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Map Name Sequence Position File Name Field

rml 1 109 ocml target.completion
rml 1 110 ocml target.order

rml 1 111 ocml actual.order.lead
rml 1 112 ocml foreign.id

rml 1 113 ocml contact.name

rml 1 114 ocml location

rml 1 115 ocml license.number
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A Pre-Implementation Planning

This appendix provides a synopsis of planning considerations for
implementation of a Request Management system. It should be considered a
foundation tool for initial planning, to be detailed in conjunction with
technical consulting services.

This appendix covers the following topics:

The Catalog on page 212

Structure of the Catalog on page 213
Building the Catalog on page 214
Approvals on page 215

Phases on page 216

Notifications and Alerts on page 218
Closing a Quote on page 218

Closing and Receiving Order Line Items on page 218
Trickles/Bumps/Retiring on page 219
Profile Definition on page 219
Inventory/Reporting/Auditing on page 219
Process Validation on page 220
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The Catalog

The Request Management application is based on the concept of a catalog. A
catalog, or list of parts and services, is created containing all the items that a
requestor might order. This would include request categories, master
categories, and line items, such as a new phone, move/add/change of a PC,
and a new logon ID.

The Catalog contains all the items that users can conceivably request,
including request category packages, such as Employee Office Move or
whether they directly request add something to their order at a later time.

Catalog line items require detailed definitions, such as specific model
numbers, prices, and delivery lead times. Other items that can be tracked
include descriptions, vendors, and approval requirements. The Request
Management system can only be as detailed as the Catalog entries. If it is
necessary for cable drops, labor related items, training, etc., to be part of a
quote, they must be defined to the Catalog.

A feature of the Catalog is the ability to group items in commonly ordered
bundles. For example, a common desktop workstation might be identified as
a 133MHz Pentium with a 2GB hard drive, 15" monitor, 8X CD-ROM, 16 MB
RAM, etc. The requestor could then just order a Standard Workstation rather
than the individual components. On the other hand, you may also want to
give the requestor the option of changing components or ordering just an
individual component. This is true of services as well, such as. a New
Employee Office request that may consist of a new phone connection, a LAN
drop, a standard workstation, and a telephone.

Master Catalog Sections

Think of these as being the sections in the mail order catalog you receive at
home, such as men’s clothing, women’s clothing, furniture, hardware, and
kitchen items.

Within each master catalog section, the groups are further subdivided into
line item categories.
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Structure of the Catalog

Master Catalog Section Description Line Iltem Category
PC & Peripheral Personal Computers and PC
Supplies
PC parts
Pager Pagers pager
pager parts
Phone Office Phones and Accessories  phone

phone parts

Security IDs and Sign-on Needs security

An entry in the catalog (such as High End PC) may be subdivided into
further component entries (the bundles previously referenced). These entries
are also items in the catalog. When an order is placed, the top-level item
(considered a Parent item, and possibly a place-holder phantom item) is
ordered. The requestor does not need to know any more about the line item
than that. If the catalog item has been identified as being a bundle of lower
level components, or Children items (also in the catalog), those items will
automatically be broken out on the request. Each component then becomes
a separate line item with its own costs and delivery dates.

The following table describes an example of a catalog entry.

Relationship Part No Catalog Name

Parent 1 High End PC

Child 8 Pentium 200 MHz CPU,
24 MB RAM

Child 12 17” Monitor

Child 25 Keyboard

Child 87 Mouse

When the customer requests a High End PC, all the underlying components
are ordered and processed as line item entries.
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A customer may also order the 17" Monitor as a separate line item. Each
entry is a catalog item in its own right.

Building the Catalog

Vendors

To create the catalog, identify the parts and services that people request. If
you wish to break the catalog entry down into further items, create an entry
for each one and consider which part will serve as the Parent item of the
individual components.

Required Information

Description of the entry

Catalog Line Item
Model

Manufacturer

If this is a sub-component, what catalog item(s) is a parent?

Should this item generate an order?

Should this item create separate line items for quantity orders?

Are there any limits on the quantity that may be requested?

Who should approve this item?

If this is one of several sub-components of another Parent part, should the
requestor be able to substitute a different item?

How should this item be ordered? Batch or Immediate?

Is this item serialized?

The vendors may be either external suppliers or internal departments. Please
fill in at least the first 7 items. You may have as many vendors as you need.

Vendor Information

Catalog Description

Vendor Name

Vendor Part No.
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Vendor Information

Transaction Type (purchase, lease, etc.)

Cost (in $)

Labor Hours

Labor Cost/Hour

Lead Time

Overtime Cost/Hour

Payment Frequency

No. Of Payments

Billing Code

Shipping Terms

Vendor Contract No.

Priority

Type of Order (purchase, lease, return, rental, work)

Warranty

Discounts

Approvals

Approvals give controlling authorities (Approval groups) the responsibility
of costs and risks associated with a request, the ability to stop work, and to
control when certain work activities can proceed.

m Which categories of catalog items require approvals?
m Which catalog items require approvals?
m What are the Approval groups?

m Who is in each group?
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Approval
Require Approval Group

Category Item Approval? Group Name Members
PC Parts Pentium 200 MHz Yes IT Supervisor Cathy Jones,

CPU, 24 MB RAM Al Smith

Pentium 100 MHz, No

CPU, 16 MB RAM

177 Yes IT Supervisor Cathy Jones,

Al Smith

15” Monitor No

Ergo Natural Yes IT Supervisor Cathy Jones,

Keyboard Al Smith

Win95 Keyboard No

Microsoft Mouse No

8X CD No

3 1/2” Floppy No

3COM NIC Card No

9600 bps Modem No

Microsoft Office No

Suite

Phases

Phases are administrative steps in the life cycle of a Quote. Typically, Request
Management is configured for three phases: User Entry, Coordinator, and
Ordering. The intent for these is:

m User Entry. During this phase, the average user can access the Quote and

change information on it, such as the client making the request, items
requested, and requested delivery date.
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m Coordinator. During this phase, the coordinator can replace the user’s
request for generic items with specific items and add detailed information
to both the line item and the Quote. It is assumed that the coordinator will
be responsible for gathering enough information to bill for the items and
deliver them properly.

m Ordering. During this phase, items are passed to ordering, and the actual
order is generated.

Some considerations for phase definitions include:
m Are these phase names acceptable?
m What requirements are there before closing a phase and opening the next?

m Should users who do not have update capability in a phase have browse
capability at that phase?

m What is the administrative lead time at the Coordinator phase?

m How long does it take for the coordinator(s) to review a user’s request and
process it into an order?

User Data Entry

Perhaps the requestor will be required to enter a minimal amount of data
during the User Entry phase. For instance, the requestor would enter contact
information, location, and type of request on a description form.

Coordinator Data Entry Fields

The request would then be routed to a coordinator who will contact the
requestor for specific information. Think about these specifics when
answering the following questions:

m What information do you need from the requestor for each catalog item
you have previously identified?

m What fields must be validated in a certain format, and which must be
validated to exist in a supplementary table?

Some data items will be defined as coming from another table. A common
example of this is contact information.
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During the process of opening a Quote, the coordinator may be required to
supply the first and last names of the individual requesting an item.

m Should this information be checked against the contacts table?

m What should be done if the individual is not yet in the contacts table?

Order Process

m How often will orders be generated?
= Will orders be combined to minimize paperwork given to vendors?
m What are the basic criteria to batch line items and create new Orders?

= How will Request Management interrelate with any external purchasing
system already in use? If you use Get.It! Resources, you won’t need to
order through Request Management, but access Get.It! Resources through
the convenient button icons located within Request Management.

Notifications and Alerts

m What events will generate notification and alerts?
m For each event, who will be notified (typically the approver of something)?
m For each event, what manner of notification will be used (for example,
pager, e-mail, or fax)?
m The alerts to be defined in the system?
Notify: By:

Category Event (approval group) (pager, e-mail, etc.)
Pager Pending approval > 24 hrs. IT Supervisor e-mail

Not closed > 2 weeks IT Supervisor e-mail

Closing a Quote

m How will customer follow-up be handled?
m Will the operators doing follow-ups close the Quotes?

m What information needs to be collected at completion time?

218 - Appendix A—Pre-Implementation Planning



Closing and Receiving Order Line Items

m Who will enter receipt information into Request Management when parts
arrive at the receiving dock? Remember, if you use Get.It! Resources, you
do not need to receive items into Request Management.

= How will Inventory be updated by this information?

m Will scripts be used when technicians close order line items for
work/service/labor after their task is completed?

Trickles/Bumps/Retiring

m What is the inventory trickle process?

m Who determines where the old device goes?

Profile Definition

Generally, the standard user will have minimal direct access to Request
Management. This user will have limited data views and limited options
within the module. It is best to begin with a more restricted system and
expand the options over time, rather than provide an open system and
rescind permissions and accessibility to the product options at a later time.

Inventory/Reporting/Auditing

Inventory
m Are there plans for posting received inventory information into the
inventory tables?
m s there a schedule in place for when this plan will be implemented?
Reporting

m Are there specific reporting requirements?

m Will the reports be scheduled or on demand reports? Will Request
Management meet the reporting requirements defined in the customer’s
design document?

Closing and Receiving Order Line Items < 219



ServiceCenter

Auditing
m Which fields will be audited?
® Who will maintain the audit records?
m What are the reasons behind selecting to audit fields as opposed to
tracking entire records via paging?
Process Validation

There is a need to validate the implementation of Request Management to

your office’s expectations. Changes may be required in both the tool and the
process to meet the your office goals. You need to determine what you want
to accomplish and how Request Management will meet those requirements.

m Does your office’s process make sense in relation to the Request
Management tool?

m Does Request Management make sense in relation to your office’s best
practices and process?
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Link Records

You can copy data from different data records to a line item via a standard
link record. Request Management checks for the following link records for
the indicated process

Note: The following are the Request Management link records which should
be modified according to any renaming of Request Management files

or forms.

Link Name From To When Used

ocml.copy.quote ocmgq ocml When opening a line item
from a quote

ocml.copy.order ocmo ocml When opening a line item
from an order

ocml.copy.model model ocml When opening a line item
from a catalog part

ocml.copy.modelvendor modelvendor ocml When opening a lien item
from a catalog part and the
user selected a vendor

ocml.receive.copy ocml ocmlrec ~ When receiving process

copies data from the line
item to the receiving log
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If found, Request Management copies data from the source record to the line
item based on the data fields defined at the detail level of the first element in
the appropriate link record.

Do not use these link records for any other purposes. Request Management
always uses the first element of the link record for copying data from the

source record to the line item. It does not examine any other link elements.

For more information on how to use link records and the roles played by link
records, see the ServiceCenter System Tailoring Guide.
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APPENDIX

There are no specific macros for Request Management. The standard macro
options are available through the Macro Lister application. These can be set
up to create actions from within Request Management. The standard options
include:

m Fax 1 Assignment Group
m Fax 1 Person

m Fax Many People

m Mail 1 Assignment Group
m Mail 1 Person

= Mail Many People

m Page 1 Person

m Page Many People

m Page an Assignment Group

To reach the Macro Lister:
1 Click Incident Management from the ServiceCenter home menu.

If you have administrative rights, the Security Files button is available on the
Incident Management Menu tab.

2 Click Security Files.

3 Click ML (Macro List) from the Security Files tab on the Incident
Management Security Administration Utility screen.
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4 From the Macro Lister screen that is displayed, click Add (+) to call the
Macro Editor and define a macro for use in Request Management.

Click the down arrow to display a list of available macro types.

a ServiceCenter - [Macro Editor] M=k
@Eile Edit Miew Format Options  List Opfion: Window  Help _|ﬁ||1|

SBE|/?eQlo
VDK x[ﬁancel

Macro Mame: |
Applies When:
Macro Type:

Macro Condition:

DEE

Evaluate Expreszions

Fax 1 Person

Fax 1 Azzignment Group

F 2 b any People

Fax an Incident Ticket to 1 Person

Set Parameters

Feady

| ingert | macro.edit.form. new. g [F]

Figure C-1: Selecting A Macro Type

See the ServiceCenter Tailoring Guide for more information on macros,
Macro Lister, and the Macro Editor.

224 p Appendix C—Macros



Glossary

The following table describes frequently used terms.

Term

Definition

Alerts

A series of checkpoints taken against a Quote or Order to
ensure that required work activities occur within specified
time frames.

Approvals

A list of groups that must acknowledge or accept the risk,
cost, etc. associated with a specific Quote/Order and their
associated Line Items. Approvals give controlling
authorities the ability to stop work and to control when
certain work activities can proceed.

Area

A code that designates a level of processing or a record type.
The codes are:

B Quotes—q

m Orders—o

m Line Items—I

Catalog (model file)

File that contains the definitions that support the various
parts and services which customers may order.

Categories

The major logical classification of Quote/Order/Line Items.

Dependency Type

The catalog creates dependency types by defining an item’s
components and their grouped order. When a quote is
created and items are grouped, then those items are ordered
according to their dependency type within the group.

Event

The occurrence of a specific detectable action or condition.
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Term

ServiceCenter

Definition

Group

One or more operators assigned to a common area of
responsibility. Typically, each group reflects a business or
technical area (or department). Certain operators are
designated as having approval authority for these groups.

Grouped

Similar items are grouped in the catalog under a common
name. The primary grouping for catalog items.

Line Items

A detailed record that defines part information such as cost,
vendor, vendor part number, billing and shipping
information, tax codes, and descriptions. Line Items are
subordinate to Quotes and Orders.

Modelvendor

A file that defines the vendor for each item in the catalog.

Order

A high level record that defines the basic ordering
information such as assignee, vendor, required dates,
coordinator and description. An Order does not contain
detailed part information.

Part

A specific item that can be ordered by customers. It can
have parent-child relationships with other parts.

Phase

An administrative step in the cycle of a Quote or Order.
Each category must have at least one phase defined in the
category specification, and may have any number of phases
defined (except Lien Item categories, which have only one
defined Phase).

Profile

The security record that defines which options are available
for each Request Management operator or group.

Quote

A high level record that defines the basic request
information such as requestor, required dates, coordinator
and description. A Quote does not contain detailed part
information.

Receiving Log

A file that tracks the date/time, operator, serial number and
quantity for the receipt of physical items.

Vendor

The entity who delivers the physical purchase items or
performs the actual work/service items. Vendors can be
internal or external to the organization.
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