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Best practices for configuring rule sets

This section describes the best practices and recommendations for configuring some of the rule sets.
Rules sets can enable Service Manager to perform tasks automatically. For example, Service Manager
can automatically assign a record to the most applicable group based on a preset rule set.

Configure assignment rules

Service Manager uses assignment rules to automatically distribute records, such as tasks, to the most
appropriate groups or individuals for processing. You can configure the assignment rules with different
conditions. For example, you can set a rule so that a record is automatically assigned to a group that
handles the associated service, or you can set a rule so that a record is automatically assigned to an
individual who has the lightest workload.

The following sections provide detailed information about the best practices of configuring assignment
rules:

« Configure assignment rules for groups

o Configure assignment rules for individuals

Configure assignment rules for groups

You can configure group assignment rules so that a record can be automatically assigned to a specific
group or a group that handles the associated service. The assignment rules can be configured either by
using the Assignment form or by using JavaScript.

Assign to a group that handles the associated service

In Service Manager, a record is always associated with a service, so you can usually assign the record to
the Config Admin group or the Support Groups of the service.

Service Manager follows the following logic to decide the assignment group:

« If the service has only the Config Admin group, and no Support Groups are set, the Config Admin
group of the service is used.
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« If the service has both the Config Admin group and the Support Groups, then the assignment
depends on the assignment type you specify for the rule:
o If the assignment type is Automatic - take first, the Config Admin group of the service is used.

o If the assignment type is Manual - let the user choose, a list that combines the Config Admin
group and the Support Groups of the service is shown to the operator for selection.

Note: If this rule is triggered by the system, the assignment type Automatic - take first is used
even when you have selected Manual - let the user choose as the assignment type. This means
that the Config Admin group of the system is used.

The configuration interface is as follows:

Assignment

Assign to a specific group

You can use the Fixed assignment rule to enable Service Manager to automatically assign a record to a
specific group.

The conditions of this rule allow you to make group assignment based on locations or categories. For
example, in the out-of-box configuration, the request task assignment rule is based on categories. Two
assignment rules are configured in the rule set “rmtask.init.assignment.set”: One is for the Purchase
category, and the other is for other categories, as shown below:
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Rule Set
D ﬁ‘ TEE | HP Proprietary
Available as action Table name requestTask G)‘
Name ﬁ‘ Initiali group and assignee for request task |
Rules
Rule Description @
Request Task Assignment Rule for Purchase categary (when { Assigned Group in CurrentRecord = NULL AND ( Category in CurrentRecord != NULL AND Category
in CurrentRecord = "Purchase”)))
Request Task Assignment Rule for Non-Purchase category (when ( Assigned Group in CurrentRecord = NULL AND not { Category in CurrentRecord != NULL AND
Category in CurrentRecard ="Purchase™))) View Rule/Group

For the Purchase category, the system assigns to the group “Stock Managers”:

Assignment

—

Creste & role that Briiged the ticked,

Rubé Deserigtion

Condition

Assignment Type

¥t B4aInmAE

-i. Requiest Task Assigrmeat Rule fod Wah-Purthase (abegary

[ Assigned Growp in CuwrrentRecord = MULL AND [ Categary in CurmentRecard != HULL AND Category in

CurentRecsdd = “Purchase)}

() Bunoemat « ke st

() Matasa o e the sy chese

Detault Greep

Group Fald Kame

Assignment Rule
() Service Bases
@ Foes

) S i Mvascris

| SUFRORT ADMIN EIEY|
o Assigred Group |
: EIE

Assignment Rule

) Hene

) Assign Tz Group Membes

Agaigrenenit Time Field Mamses | mage Date

() Assiga Ta Conrmanter
) Feed

) Ser iuing Jeasarise

Agsignae Field Hame

| R Riotin |~]
~|
+| Assignea Te [~

For the other categories, the system assigns to the group “SUPPORT ADMIN":
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Assignment

Create a nale that sssiges the Tidoet.

Bule Description '| Fequest Task Assignmand Rule for Purchase categary

Cendition | Assignid Geoup in DwrentRecord = NULL AND not | Category in Currenti®econd b= NULL ANID Category in
CuitentRedord = “Puithide)

FRsEAmEnl Type W Aumsenalig - ke Firgt i M) = |87 The wrir Chaag
GrinD Asigrement; SRR, AR EgnmEn!
Defaull Group SUPFORT ADMIN Bla Ascignment Rule
Group Figld Nams # Assigned Group o Hane
Assagament Rule & Assiga To Group Member | AiEnd Robin -
Service Based Assigrement Time Field Mame, | (maate Date -
¥ Fued = SUERQRT ADMIK 8'
A Ta Coaidmaytar

ST Using Ryvusorist

Assignes Field Name #| Assigned To b

Lok Gecl

Use JavaScript to configure assignment rules for groups

In addition to using the configuration forms to configure assignment rules for groups, you have the
flexibility to use JavaScript to implement your assignment rules. In JavaScript, you can use the
groupValue variable to specify an assignment group or a combination of groups.

Configure assignment rules for individuals

You can configure assignment rules for individuals so that a record can be automatically assigned to a
specific individual for processing. The assignment rules can be configured either by using the
Assignment form or by using JavaScript.

You can configure the assignment rules so that a record can be automatically assigned to the following
individuals:
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o None: Do not assign to any individual

o Amember of the assigned group: The member can be decided in a round robin manner or based on
the workload of the group members

« Coordinator of the assigned group

« Aspecific assignee

Assign in a round robin manner

In the round robin manner, the system checks the latest assignment time of the members in a group,
and then assigns the record to the member who has the earliest assignment time.

If you have a huge number of records to be assigned in Service Manager, follow these guidelines to
avoid possible performance issues:

« Only take recent assignments into account. By default, the value of 60 days is set while you add
assignment rules in the round robin manner. You can adjust the value based on your needs. If this
value is set to 60 days, it means that only assignments within the most recent 60 days are
considered; assignments before 60 days are ignored. If the value is set to 0, it means there is no
assignment time restriction; all the assignments of the members are considered.

HP Service Manager (9.41) Page 5 of 102



Process Designer Tailoring Best Practices Guide (Classic Mode)

Best practices for configuring rule sets

Assignment

Create a rule that assigns the ticket.

Rule Description

Condition

Assignment Type

Group Assignment:

+| Assignment

'@' Automatic - take first

Group Field Name
Default Group
Assignment Rule
() Service Based
() Fixed

C:‘ Set Using Javascript

z‘ Alert Name ‘V‘

-
\ EIEY

Edit

() Manual-let the user choose

Individual

Assignment Rule

{_! MNone

(@) Assign To Group Member t| Round Robin | = |

Assignment Time Field Name $| |v|

Take recerﬂ day's assignments into account

::} Assign To Coordinator
) Fixed

(7) setUsing Javascript

Assignee Field Name ﬁ| |v|

o Create index on the assignment time field and the assignee field of the corresponding table.
This can avoid full table scans and thus can increase the query speed. At run time, the calculation

SQL is as follows:

select [assignee field], max([assign time field]) time from [ticket file] where

[assign time field] >= [assigned time restriction] and [assignee field] isin

[members in group] group by [assignee field] order by time

Assign based on workload

You can use the Number of Assigned Tickets assignment type to configure the assignment rules so that
arecord can be assigned based on people's workload. The system checks the number of working
records of all the members in a group and then assigns the record to the member who has least

working records.

To avoid possible performance issues for this assignment type, follow these guidelines:

« Only take open records into account. Usually you need to append the query that filters out records
other than the open records. You can use the Query Editor to edit the query string. In the example
below, the query string “flag~=false” is appended.
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Query Editor(probsummary) X
& Manch all of the Tellowing conditions + | ¥
Flag Mt Equals Value False + | H| =
Assignment
Cigile bl TR0 SR I B
Bt Durscriphion o Anigermant
Condition
Aggigamgn Ty W denomati; - e it () Mamenl - bt B sy chocnr
Lrzus Atmgremees Felvisinad & i
Detauit Gioup M [ER]a] || |Assinment R
Eroup Fisld Mame: .:_ P ] 1= [a ™™
agaigarans b W b T be e o| Humie ol dgnignad Thoioets i
W) bevice Based eh Flale Narmk o Astectes Senvice -] Fimgt Recoramy:  { Flagiietaise) m
]
() Bmign Tatsermnater
() Seusing uveserion .
[ ]
) S U vasirine
RSzt Pz T o Asignee £

In addition, you can further narrow down the filter result. For example, if you plan to take only the
open and critical records into account, you can append to the query string as shown below:

Query Editor(probsummary)

| ® Match sll of thie following cenditions
| Flag Hot Equals

| Fricrity Equats

X
+ﬂr+1
Faise + 5 -
1 - Cyinical + 5] -
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o Create index on the assignee field and the fields of the appended query. This can avoid full table
scans and can thus increase the query speed. At run time, the calculation SQL is as follows:
select [assignee field], count(*) ncnt from [ticket file] where [assignee field]
isin [members in group] and [the appended query string] group by [assignee

field] order by ncnt

Use Javascript to configure assignment rules for individuals

In addition to using the configuration forms to configure assignment rules for individuals, you have the
flexibility to use JavaScript to implement your assignment rules. In JavaScript, you can use the
assigneeValue variable to specify an assignee or a combination of assignees.

Perform automatic operations with Run Action rules

You can use the Run Action rules to enable Service Manager to perform automatic cross table or
module operations. For example, you can set the rules so that the solution of an incident can be copied
to the interaction from which the incident is escalated.

Service Manager supports three types of the Run Action rules:
o Run Action rules on related records
o Run Action rules on other records

o Run Action rules on the current record

Configure Run Action rules on related records

You can configure the Run Action rules to enable Service Manager to perform automatic operations on
related records. The relationship of the related records is usually maintained by the Related Records
functionality.

For example, when an incident is resolved, you might want to copy the incident resolution to the related
interaction from which the incident is escalated. In this case, you can configure the Run Action rules with
these steps:

1. Define arule set on the source table

2. Define arule set on the target table
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3. Configure the rule set on the source table into an appropriate workflow

Define a rule set on the source table

To copy the incident resolution, you can define a rule set on the source table “probsummary” that
stores incident records. The rule set definition form is as follows:

Rule Set
LI I resolve.copyTolnteratic ] Hepreprierary
Available o5 action [ Tablename [ "ooncimmary
Name o Copyincident resolution to Interaction
Rules
Rule Description Add Rule

Run Action to copy solution |

Add Group

Edit Rule/Group

Remove Rule/Group

Move Down

In addition to the above configuration, you also need to perform the following tasks:
o Select Related Records for the "Run Action on" field

o Select Escalate From Interaction for the "Relation Type" field. This means the target related record
is the interaction from which the current incident is escalated.

o Select sd.copyIncidentSolution for the "Run Rule Set" field. This rule set is executed against the
related interaction.

o Select Save for the "Action after Rule Set" field. The rule set is saved for the related interaction.
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Note: You can select "Do nothing", "save" or one of the back end transitions for this field.

« The back end transition list is retrieved from all the workflows of the current related
record file based on your selected relation type. At run time, if some of the workflows do
not have your selected back end transition, the corresponding transition is not run.

For example, suppose you have a Change file "cm3r" and it meets the following conditions:
o Relation type: You have selected "Caused Changes" as the relation type.

o Workflows: Based on the selected relation type, there are two workflows for the Change
file: "Normal Change" and "Standard Change".

o Back end transitions: The "Normal Change" workflow has the back end transition
"event.close", whereas the "Standard Change" workflow does not.

In this case, if you select the action "Backend Transition: event.close", and if at run time
there are two related caused changes: One for "Normal Change" and the other for
"Standard Change", the back end transition is only run on the "Normal Change" workflow,
not on the "Standard Change" workflow.

« You are suggested to use the same back end transition name in different workflows if
these backend transitions follow the same business logic.

« While a back end transition is selected from the list, the interface is updated to indicate to

which workflows the transition applies and to which it does not apply.

The form on which you can perform these tasks is shown below:
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Run Action on Record

Please choose the back end transition and the rle sets for the chosen recceds filtered by query editor.

Fule Description = Run Action bo copy solution

Candition

Run Action on (@) RelstedRecords () Other Records ) Current Record
Relation Type *Ir Escalate From Interaction | ~ |

Filter Record by

Fun Rule Set | sd.copylncidentSolution || O,

Action after Ruls Set 1I Save w—

T T

Define a rule set on the target table

You need to define a rule set on the target table. This rule set is used as the value of the "Run Rule Set"
field when you define the rule set on the source table. In this example, you define the rule set
“sd.copylncidentSolution” on the target table “incidents” that stores the interaction records.
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Rule Set

L sd.capyincidentSolution |:| HP Propiistary

Available as action Table name

—

neidents @

Hame | setinteraction resolution by copying from Incident

Rules

Rule Description

Set Solution via JavaScript

Add Group

Edit RulefGroup

Remove Rule/Group

Move Down

You need to configure a Set Field rule in this rule set to append the resolution of the incident to the
resolution field of the interaction. To do this, you can use JavaScript, in which you can refer to the
current source record as srcRecord and the original copy of the source record (before any changes are
made by the user) as oldSrcRecord. The system only supports invoking the current rule from the Run
Action rule at run time. The JavaScript of this example is as follows:

value = record.resolution.toArray().concat( ["Copy resolution from Incident " +

srcRecord.number + " on " + new Date() + ":"], srcRecord.resolution.toArray());

In JavaScript, the current record and the original copy of the record are also referred as record and
oldRecord. In this example, they are the current interaction record and original interaction record.
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Set Field

et Field Value with the Value defined via JavaScript.

Rule Description

Condition

Field Hame

«| Sel Solution via Javase ript

«| Salution ~|

This script shonld set the variable “value™ to the desived value for the field.

value=[l;

I T

Configure the rule set on the source table into an appropriate

workflow

In this example, you can configure the rule set into the After successful enter event of the Review
phase of the Incident workflow. This means only after the incident record is resolved, the rule set is

triggered.
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To Do Quews: My Ta Do List Warkflows [ WorkFflow ent ]
By Gave 2 Zoomin . Toomout ) Agaphase 3 Dewte [y Copy
( g =
- Liggng B ‘{3:5:( rizakitn & * nvestigation ﬂ_ * ReCovery

i

Phase - Review

Details  Formd | RuleSers | Actions  Approvals  Alerts
Onenter | Afres successlulenter | Onexit | Witllzation  Ondisplay  Onupdate
4+ fod X Delete @ View o Up 4 Down

Rule Sets

M im.resolve.copyTolnteration

im.auta.closure

ES WorkPlow properies

After successiul update

Eiiga g

ES' O Object Properties

Oasure

Note: The Run Action rule is executed in a sequential manner, which means the configured rule sets
and actions of each related record are called one after another. If one of the rule sets and actions
fails, for example, one of the related record is locked by another user, the whole execution stops
and returns with a failure result. If you want the system to handle the failed execution on related

records caused by record locking, you can combine the Run Action rules and the Run Scheduled

Action rules. For details, see Combine the Run Action rules and the Run Scheduled Action rules.

Configure Run Action rules on other records

You can configure the Run Action rules to enable Service Manager to perform automatic operations on
other records. The relationship of the records is built by manually defined query string. For example, you
might want to sync up the status of an incident to its relevant incident tasks, that is to say, if the

incident is suspended, the relevant incident tasks should be suspended as well.

To configure Run Action rules on other records, follow these steps:

1. Define arule set on the source table

2. Define arule set on the target table

3. Configure the rule set on the source table into an appropriate workflow

HP Service Manager (9.41)
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Define a rule set on the source table

In this example, you can define the rule set on the source table “probsummary” that stores incident

records:
Hule Set
D of imsuspend.synTaTask ' [ HeProsristary
Availableasaction ] Tablerame | Drobsummary \
Mame .| Syncthe Incident suspend status to tasks
Rules
Rule Description = S e

Run Action to 5yng pending s1a1us tahen | Status in CormeniReoord = “Suspended” AND Status in SavedRecong in
“Swsoended ) Add Group

Edit Rule/Group

Remeave Rule/Group

In addition to the above configuration, you also need to configure the Run Action rules in the rule set as
follows:

o Select Other Records for the "Run Action on" field.
o Select imTask for the "Table Name" field. This means the target records are incident tasks.

o Use the Query Editor to configure the Filter Record as shown below. The only incident task that
belongs to current incident record is included.

Query Editor(imTask) »
& Match all of the following cenditions + | 3]
Farent Incident Eguals CumrentRecord (probraammany)  Incident B + (F| =
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o Select im.task.syncSuspendFromParent for the Run Rule Set field. This rule set is executed against
the related incident task.

o Select Save for the "Action after Rule Set" field. The save action is executed against the related
incident task.

Note: You can select Do nothing, Save, or one of the back end transitions for this field.

o The back end transition list is retrieved from all the workflows of the selected record file.
Similar to Configure Run Action rules on related records, at run time, if some of the other
records do not have your selected back end transition, the corresponding transition is not
run.

« You are suggested to use the same back end transition name in different workflows if
these back end transitions follow the same business logic.

« While a back end transition is selected from the list, the interface is updated to indicate to

which workflows the transition applies and to which it does not apply.

The form on which you can perform these tasks is shown below:
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Run Action on Record

Forase choose the DaCK oo Irangition and ohe rube Se15 Tor Ch Choen repords 1lened by guery ediier.

Rule Deseription ..| [Fun Action 1o $yne pnding Status

Condition [ Status in CurremtRecord = “Suspended™ AND Stabus in SawedRecord 1= “Suspended™)

Rur Action on ) Belssed Records () Other Recods
Table Hame o imTask [~]
Filter Record by [ Parent Incident = Inckdent 1D in CurrentRecord )
Roun Rule S8t [ i task synesuspenaFromparent |55 |, |
Action after Rule 5et o] Save et

[ ) Current Pegsed

Define a rule set on the target table

You need to define a rule set on the target table. This rule set is used as the value of the "Run Rule Set"
field when you define the rule set on the source table. In this example, you define the rule set
“im.task.syncSuspendFromParent” on the target table “imTask” that stores the incident task records.
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Rule 5et
I o im.task.syncSuspendFromParent | [] HP Propristary
Ayailable 35 action D Table name | imTask I'?"Ih
Name o Sync suspend to this task from Parent Incident | | ||
Rules
Rule Description ] @, Add Rule
Set Status via Javascript |

Add Group

Edit Rule/Group

Remove Rule/Group

Mowve Down

You need to configure a Set Field rule to change the status of the incident task to the value of
“Suspended”. To do this, you can use JavaScript, in which you can refer to the current source record as
srcRecord and the original copy of the source record (before any changes are made by the user) as
oldSrcRecord. The system only supports invoking the current rule from the Run Action rule at run time.
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Set Field

et Field Value with the Value delined via Javaseript.

Rule Description = Set Status via JavaScript

Condition

Fisld Name x| Status ~

This script should set the variable “value” to the desired value for the field.

value="Suspended®;

BT T

In JavaScript, the current record and the original copy of the record are also referred as record and
oldRecord. In this example, they are the current incident task record and original incident task record.

Configure the rule set on the source table into an appropriate
workflow

In this example, you can configure the rule set into the After successful update event of the incident
workflow, which means when the status of the incident record is changed to “Suspended”, the rule set is
triggered.
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To Do Queues My To Do List Warkflows |

B save z Ioomin . Zogm gut O Acapruse X B Workdlow properties S Open Dbject Properties
L oo b 1
-
Legaing * \{éff‘;:" zation ﬁ »  Investigation '|:I i Retovery t:: * Rayioy * Chorsare
i
L1

Workiow Based ConTiguration
Workflow properties | workllow Based Rule 321 | WorkPlow Bided Actions. Woricllow Backend Transitions

On add Alter surpessiul add 10n enter Aler sworessiul enter O exit Initializatian O desplay On update Alter sucoessivl update

+ Aod

Rule Sets

IMLIURLSLA, proc ess
imusync.status.tounteraction

im.suspend.syncToTask

Note: The Run Action rule is executed in a sequential manner, which means the configured rule sets
and actions of each related record are called one after another. If one of the rule sets and actions
fails, for example, one of the related record is locked by another user, the whole execution stops
and returns with a failure result. If you want the system to handle the failed execution on related
records caused by record locking, you can combine the Run Action rules and the Run Scheduled
Action rules. For details, see Combine the Run Action rules and the Run Scheduled Action rules.

Configure Run Action rules on the current record

You can configure the Run Action rules to enable Service Manager to perform automatic operations on
the current record. Usually this rule type can be used to easily expose a back end transition call as an
action. To expose a back end transition configured in a workflow, you can use JavaScript or RAD calls as
well. However, that approach is not quite user-friendly. By using the Run Action rules, you can easily
expose the back end transitions. For details about calling back end transitions, see the Workflow back
end transitions section in Configure a workflow.

For example, in the out-of-box incident workflow, there is a back end transition “close.any.time” that
can move the incident to the Closure phase whatever current phase is. The back end transition is shown

as follows:
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To Do Quewe: My To Do List Workilows £ | Workflowz Incident @
FY save & Zoomin S Zooenout ) Acdphase 3 Detete [y Copy  [5] Faste B Workilow properties ES' Open Object Propesties
¥ ? ¥ a ¥
* ¥
0@ ——» Lategorization —y—»  Iwestigation —¢r—»  Recovery gy —» Revizw —> Cosie
*.
e
Workflow Based Configuration
Warkilow properties  Workfiow Based Rule Sets  Workflow Based Actioss. | woriliow Bacoend Transitions
+ Agd 4 Edit 3 Delete f Up 4 Down
Action To Phasa Conditien Rula Set
|+:Lc|5e.arrgr,time Closure im.incident.closure

To be able to invoke the transition, you need to first add a rule set that contains the Run Action rule,
and then mark this rule set as Available as action, as shown below:

Rule Set
D .| im.close.anyway | [] =P eroprietary
Awvailable as action Table name [ probsummary @
Name | close the Incident anyway ] | ||
Ruiles
Rule Description @, Add Rule
Run Action

Add Group

Edit Rule/Group

Remove Rule/Group

In addition, you also need to configure the Run Action rules in rule set as follows:
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o Select Current Record for the "Run Action on" field
o Keep the "Run Rule Set" field empty

o Select Backend Transition:close.any.time for the "Action after Rule Set" field. The save action is
executed against the current incident record.

Note: You can select Do nothing, Save, or one of the back end transitions.

« The back end transition list is retrieved from all the workflows of the selected record file.
Similar to Configure Run Action rules on related records, at run time, if some of the other
records do not have your selected back end transition, the corresponding transition is not
run.

o You are suggested to use the same back end transition name in different workflows if
these back end transitions follow the same business logic.

o While a back end transition is selected from the list, the interface is updated to indicate to
which workflows the transition applies and to which it does not apply.

The form on which you can perform these tasks is shown below:

Run Action on Record

Plemse chasde the batk end trantitics sed the nole sats fod the chosen raconds filbered by query sditer

Rule Description «| Bun Action

Run Actionon Relaned Aecorss Other Reczids @) Curent Record

Filter Record by

Run Rule Set E 5_'-

Action afber Rule Set | Backend Transitioneciose any.time |~ JTr' < Backend trassition applies to tollowing
workllows: Incident.
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Upon completing all the above configurations, you can expose the rule set as an action by adding it to
the workflow level actions:

WarkPlow Bated Configuratior

Wortflowpropartis  WorkSiow Beued Bule S68t  wooctw Eileacotess  Worthow Basdend Tramitiens

4w
1] Bation Lcation Gptin... Action Condithen Action whven complete Requires btk
Cioar Aoy LR R AR ! . My Cprns LAz our! o apart wler B tha T /- et
[ BTkngwWIEdge AdEntwienge [ase Exchange  Mane Dplions Lst Uptdte Lavcr ralse

Solution Matching Inciaent mabohing Mg Options Lt 36 SLEBbIAATOELL BpaRtE Snd.. raise

Note: Only expose such actions to specific persons or operations. For example, you can expose it to
the person who has the Expert permission on the Incident area by setting the security level with the
Action Condition. If you want to make it available only to a Web Service call, set your Action
Condition accordingly.

Configure Run Scheduled Action rules

You can configure the Run Scheduled Action rules to enable Service Manager to perform scheduled
automatic operations on the current record. This rule can be used in situations like automatic record
closure.

For example, you might want the system to automatically close the incidents that were resolved seven
days ago. To do that, first define a rule set with the Run Scheduled Action rules. You can define the rule
set on the table “probsummary” that stores incident records, as shown below:
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Rule Set
D *l Jm.auto.closure [ ] =P Proprietary
Available asaction [ Teblename [ propsummary | @,
Name *| Incident auto closure " ||
Rules

Rule Description @, Add Rule

Run Scheduled Action (when { Priority in CurrentRecord = “4" OR Priority in
CurrentRecord = *37)) Add Group

Edit Rule/Group

Remove Rule/Group

Move Down

In addition to the above configurations, you also need to configure the Run Scheduled Action rules in
this rule set as follows:

« Set the conditions as follows. This only takes the low priority incidents into account.

Condition Editor »
# Match any of the following conditions + | F]
CurrentRecord Priarity Equals Value 4-Low + [ F| -
CurrentRlecord Priority Equals Value 3- Average + | 5| -

At run time, only when the condition is matched, this rule is executed to generate a scheduled record
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with the class of “scheduledAction”. Note that this rule type introduces a new back end scheduler
process named “Scheduled Action processor”, which checks for the schedule records and executes
them.

o Select Use field in record + interval for the Calculation Type field

« Select Resolved Time for the Calc Field field

Note: Make sure the resolve time of the incident is set correctly while the incident is resolved,
because the schedule execution time is calculated based on the value of that field.

o Set 7 00:00:00 for the Calc Interval field. This means the scheduled action is executed after seven
days.

o Set the Action Condition as follows. The condition is checked when the scheduled time arrives. In this
example, it is seven days after the incident is resolved. Only when the status of the incident is still
Resolved, and the priority is still low at the time, the action is executed; otherwise the action is

ignored.

Condition Editor X
® Match all of the fellowing conditions + | ¥
CurrentRecard Cratus Equals alue Resolved -+ ¥ —
= Match any of the following conditions + | & -
CurrentRecord Friarity Equals Valus 3 = Average +  F -
CurrentRecord Friarity Equals Value 4-Low + ¥ -

o Keep the Run Rule Set field empty

« Select Backend Transition:close.any.time for the "Action after Rule Set" field. The save action is
executed against the current record by the back end scheduler process when the scheduled time
arrives.
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Note: You can select Do nothing, Save, or one of the back end transitions.

« The back end transition list is retrieved from all the workflows of the selected record file.
Similar to Configure Run Action rules on related records, at run time, if some of the other
records do not have your selected back end transition, the corresponding transition is not
run.

o You are suggested to use the same back end transition name in different workflows if
these backend trasitions follow the same business logic.

« While a back end transition is selected from the list, the interface is updated to indicate to
which workflows the transition applies and to which it does not apply.

The form on which you can perform these tasks is shown below:
Run Scheduled Action on Record

Plasts s 1 bk end 1ransition And ks nule 6es b8 run when the schaduler it triggened.

Fiule Description v| Run Schedubed Action

Condition [ Prigrity in CurréntRecord = =4 DR Prigrity in CurrentReécord = 37

Caleulation Type @) Use field in record + interval Use janBsoring ta Set varisbile scticn Execution Tims
Calc Field o[ Resolved Time -

Cale Intenval v 7 O0:00:00

Action Condition [ Status in CurnentRecord = “Resolved™ AND [ Priority in CurrgntRecard = =37 OR Priogity

in CurrentRecord = *4%)

R Roube Set =4

=

Action after Rule Set +| Backend Transitioniclose.any.tis |~ | This ackend transition applies to following
. “workfiows: Incident,

I T
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Note: The Run Scheduled Action rule does not support selecting work schedule and time zone in this

release.

To make the Run Scheduled Action rules work at run time, make sure the back end processor

“Scheduled Action processor” is started, as shown below:

To Do Queue: My To Do List

End

Name =

More s

KMUpdate

linker.startu

lister.startu

Marquee

printer.startup
problem

refcheck starfup
report.startup
scauto. starfup

SLA

startu

Survey Service Agent

Sync

1to 250l 25

Select startup record E3

Description

Checks for update records and sends them to the indexer

Problem/Incident Sync Task
Global List Builder Routine
marquee agent

OCM processor

print scheduler

IM alert and message processor
reference missing check scheduler
report processor

SCAUTO startup

Scheduled Action processor
SLA background agent

system startup default

Info for the Survey Integration

7]l
»

4k

Show . 50 records per page =

Combine the Run Action rules and the Run Scheduled

Action rules

In Service Manager, the Run Action rules are executed in a sequential manner. Take the related records
as an example, if one of the rules sets or actions against the related records fails, the whole execution
stops and return a failure result. To ensure successful execution, you can combine the Run Action rules

HP Service Manager (9.41)
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and the Run Scheduled Action rules, so that the execution can be scheduled if it fails due to record
locking.

In the out-of-box configuration, when the status of an incident changes, the status of the related
interaction also changes accordingly. To achieve this, a rule set “im.sync.status.to.interaction” is
configured in the “After successful update” event of the Incident workflow, as shown below:

To Do Queus: My To Da List Waorkflows Workflow: Incident B
B £ Zoomin . Zoomoul ] Addphase 3 Delet E 5! Workdlow properties 5 Open Dbject Properties
{ I o )
Logging Ok ‘{llﬁc'n:i:mr X+ Investigation r - Recowtry o Riview 1] Ol

Woarkflow Based Configuration
Waorkflow peoperties Workllow Based Rule Sels Workllow Bated actions ‘Workilow Eadoend Transitions

Onasad  Aftersuccesshaladd  Onenter  Afler sucoessfulenter  Onewit  initialization  Ondisplay  Onupdate .il'.l?"aJ:H'aS.'IilJ:a.‘ili
+ Afd 3 Delete A View  f Un 4 Dowm

Rule Sets

Irmrun.slaprocess
imsyne.statws.to.interaction

This rule set is configured on the "probsummary” table that stores incident records:
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Rule et
2. ynCitatus tolinberactio HP Frozristary
Avallableasaction [ Table name ——
Namig ®| Symi Status 10 Intéraction

[R5

Aok Descrpton 2

Synt interaction S2abus [whin | Expressisde problem.status in SL1e-=problemstatus in SLAT e savel)
' Add Group

Edit Rule/Group
Remaowve Rule/Group

In addition, you also need to configure the Run Action rules in the rule set as follows:

Name the condition something like "Sync Interaction Status", which makes it easy for you to
understand the purpose of the condition

Select Related Records for the "Run Action on" field

Select Escalate From Interaction for the "Relation Type" field. This means the target related record
is the interaction from which incident is escalated.

Select sd.sync.status.from.escalation for the "Run Rule Set" field. This rule set is executed against
the related interaction. To handle the operation failure on locked interaction, this rule set must
contain the Run Scheduled Action rule.

Select Do nothing for the "Action after Rule Set" field. Actions like the save operation on target
records are configured in the “sd.sync.status.from.escalation” rule set.

The form on which you can perform these tasks is shown below:

HP Service Manager (9.41) Page 29 of 102



Process Designer Tailoring Best Practices Guide (Classic Mode)
Best practices for configuring rule sets

Run Action on Record

Plesse choose B back end transition and the role sets for the dhasen records fithered by query editor.

Fule Desoription -| Fyne Interaction Status

Condition | Expression; problem.status in SL.Me~=problem.status in SLMe.save)

Foun ALticn an 'é} Pelated Becords ':: Otheer Recoeds ':: Currens Becord
Roetation Type #| Edealate From inteaction |
Filter Recerd by

Edit Query

Feuift Ruslie S »| sagynestatus fromoescalation | (C

Action after Rue Set <[ Do mathing .

After defining the rule set on the source table, you need to define the rule set on the target table. The
rule set on the target table is used as the value of the "Run Rule Set" field when you define the rule set
for the source table. In this example, you define the rule set “sd.sync.status.from.escalation” on the
target table “incidents” that stores the interaction records:
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Rule Set
I o sasymectatustromescalation Bd P Frozesmy
Avallable a5 action : Tatde name Incidents
Hamé | SyncStatus From ather Module
Ruiles
Rule Description N AddRue
Sy, Inberbction Stitud From ELCalion (when Aleriyd)
Edit Rule/Group
Remave Rule/Group

In this rule set, a Scheduled Action rule is configured to sync up the status of the incident and the status
of the interaction. The configuration is as follows:

« Specify the scheduled execution time as the current time by using JavaScript. This ensures the
schedule is executed as early as possible, that is, it is executed the next time the back end scheduler
“Scheduled Action processor” is activated.

o Select Escalate From Interaction as the Relation Type. This means the target related record is the
interaction from which the incident is escalated.

« Specify the Action condition to call a JavaScript method
StatusSyncServiceBeanWrapper.callBeanMethod("setSyncStatus",$L.file). All the main
logic is included in this JavaScript method.

o If status synchronization is needed and successful, this method returns true, and then the Save
action is executed.

o If status synchronization is not needed, this method returns false, and then the Save action is
ignored automatically.

« Keep the Run Rule Set field empty.

o Select Save for the "Action after Rule Set"field. While the record is saved, if it is locked, the saving
operation fails, and a schedule record is rescheduled instead of being deleted.
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Note: Variables, which are referred to as srcRecordfor the current source record and as
oldSrcRecord for the original source record in JavaScript, are not supported if the Run Scheduled

Action rules are used.

Run Scheduled Action on Record

Please chogse the back end bransition and the nile ezc 1o nun when the tcheduler i triggered.

Rule Description -| Eyne Interaction Status From Estalation |
Conditien Always
Calculation Type .L-_. Uce el innecoed = incerval ':'.i:':' Usse fanaiscript oo 5et varisble actonExsoutionTime

actionExecutionTimesnew Dated;

Lavascript

Action Condition [ Expressi [seallMstatusSyneSendoeBeanirapnercallBzanMethod™, setSyncStatus” SLILEN
Rur Rule 581 I =1E

Action after Rule Set o Lave [~ ]

T ST
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Best practices for using the Condition Editor

The Condition Editor enables you to build a condition without any knowledge of programming languages.
Conditions always evaluate to True or False. When a condition evaluates to True, the system runs the
rule or applies an action that the condition controls. This section provides information about the best
practices of using the Condition Editor.

Use cross-table fields in Condition Editor

Cross-table fields, which are defined by a reference record, are the fields of related tables. The table
relationship is maintained by the Relation Manager in Service Manager. You can use cross-table fields in
Condition Editor to configure various conditions.

To configure the cross-table fields as part of a condition, you can select the cross-table field names in
Condition Editor. However, using cross-table fields might be time-consuming because the system needs
to prepare the variable of the reference record at run time. For example, an incident record has the
field “Contact”, which refers to the Contact record. You can configure the Rule condition to use the
Location of the Contact record directly, as shown below:

Run JavaScript

| Condition Editor *

B e ] + %

At run time, the expression is evaluated to something as follows:
location in $L.file.contact.name.contacts.contact.name="Asia"

The variable $L.file.contact.name.contacts.contact.name is prepared by the rule engine.
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If you use the Condition in your own scenario, make sure to invoke the JavaScript method below at run
time before evaluating the condition expression, which automatically prepares the cross-table
reference record for you:

lib.Workflow.initVarForCondition(conditionXml);

Use user option fields in Condition Editor

You can configure the User Option fields as part of a condition by specifying the names and values of
the user option fields in Condition Editor.

However, using the user option fields might be time-consuming because the system needs to prepare
variables for the user option fields at run time. For example, you configure to use the User Option as
part of a task condition in Task Planner as follows:

-] =] a
B HR Reghitra [} Crea A > Lap alla
-] a a
Condition Editor x
® Manch all o the lellewing cenditins + |+
UserQiztizn ErgiomeTyne Egusts L Reguli + | = —
weut-Outpet
] ral
Task Ca b L34
Opeen I Prae | Fulliliment
Bk Termplate
Task Conditherc | { $L.00. EmpITEETIoE ™S T - -

At run time, the expression is evaluated to something as follows:
$L.UO.EmployeeType="Regular"
The variable $L.UO.EmployeeType is prepared by the system.

If you use the condition in your own scenario, make sure that you invoke the JavaScript method below at
run time before evaluating the condition expression, which automatically prepares the user option
variable for you:

lib.Workflow.initVarForCondition(conditionXml);
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Note: The instance data of a user option is stored as a string value in the file userOption, and thus
at run time, when the user option value is evaluated, it is also treated as a string value.
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Consider rule set execution order

Arule set contains a list of rules that you may run against a record. Rules implement business logic to
drive a workflow or a process. In Service Manager, you can define rule sets at the object level, workflow
level, or phase level. The rule sets defined at different levels are executed in order. For example, rule
sets defined at the object level are executed first. The following diagram illustrates this execution order
(from top to bottom):

Object Level

Workflow Level

Phase Level

Master FC

For each action in Service Manager, such as creating a record, rule sets defined at different levels might

be executed. The following table provides a high level view of the execution order of these rule sets:

Action Execution order of the rule sets (from left to right)

Create arecord On add, On enter, Format control (add), After successful add,
After successful enter, Format control (subroutine after
add), Initialization, Format control (initial), On display,
Format Control (display)

Update a record On update, Format control (update), After successful
update, Format control (subroutine after update),
Initialization, Format control (initial), On display, Format
control (display)

Search and access a record Initialization, Format control (initial), On display, Format
control (display)
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Action Execution order of the rule sets (from left to right)
Fill, find, screen-redraw On display, Format control (display)

« Move from one phase to another On exit (global + old phase), Transition, On enter (global +
new phase), Format control (update), Format control

» Close record (inactive) (subroutine after update), Initialization, Format control
(initial), On display, Format control (display)

Note: The term "global" means rule sets defined at the
object level or the workflow level.

When you define your own rule sets in Service Manager, you might need to consider the execution order
of the rule sets, so that you can optimize the definition of your own rule sets accordingly.

The following tables provides a more detailed view of the execution order of the rule sets that are
executed for each action. The events and their corresponding rule sets are executed from top to
bottom.

Open an existing record

Events Rule sets

Initialization « Initialization rule sets at the object level
« Initialization rule sets at the workflow level
« Initialization rule sets at the phase level
« Master format controlinitialization

o Format controlinitialization for the form of
the phase

Display o On-display rule sets at the object level
o On-display rule sets at the workflow level
o On-display rule sets at the phase level
« Master format control display

« Format control display for the form of the
phase
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Create a new record (launched from document.new)

Events Rule sets

Initialization « Initialization rule sets at the object level
« Initialization rule sets at the workflow level
« Initialization rule sets at the phase level
« Master format controlinitialization

o Format controlinitialization for the form of
the phase

Display o On-display rule sets at the object level
o On-display rule sets at the workflow level
o On-display rule sets at the phase level
« Master format control display

o Format control display for the form of the
phase

Add arecord and stay in the logging phase

Events Rule sets

On-add o On-add rule sets at the object level
« On-add rule sets at the workflow level
o On-enter rule sets at the object level
« On-enter rule sets at the workflow level
o On-enter rule sets at the phase level
» Master format control on-add

o Format control on-add for the form of the
phase
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Events

Add the record to the database

Note: This is a user action, not an event.

After-add

Initialization

Display

HP Service Manager (9.41)

Rule sets

N/A

After-successful-add rule sets at the
object level

After-successful-add rule sets at the
workflow level

After-successful-enter rule sets at the
object level

After-successful-enter rule sets at the
workflow level

After-successful-enter rule sets at the
phase level

Master format control subroutine after-
add

Format control subroutine after-add for
the form of the phase

Initialization rule sets at the object level
Initialization rule sets at the workflow level
Initialization rule sets at the phase level
Master format controlinitialization

Format control initialization for the form of
the phase

On-display rule sets at the object level
On-display rule sets at the workflow level
On-display rule sets at the phase level
Master format control display

Format control display for the form of the
phase
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Add a record and automatically move to next phase

Events Rule sets

Old phase on-add o On-add rule sets at the object level
» On-add rule sets at the workflow level
o On-enter rule sets at the object level
« On-enter rule sets at the workflow level
o On-enter rule sets at the phase level
» Master format control on-add

o Format control on-add for the form of the
phase

To phase on-enter o On-exit rule sets at the object level
« On-exit rule sets at the workflow level
o On-exit rule sets in the "from phase"
« Transition rule sets
o On-enter rule sets at the object level
« On-enter rule sets at the workflow level

o On-enter rule sets in the "to phase"

Note: In this event, if you need to use the
current phase of the record in the rule
sets or format control, the value of the
current.phase field in the "current record"”
is the name of the "to phase," and the
value of the current.phase field in the
"saved record" is the name of the "from

phase."
Add the record to the database N/A
Note: This is a user action, not an event.
From phase after-add o After-successful-add rule sets at the
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Events Rule sets

object level

o After-successful-add rule sets at the
workflow level

o After-successful-enter rule sets at the
object level

o After-successful-enter rule sets at the
workflow level

o After-successful-enter rule sets at the
phase level

o Master format control subroutine after-
add

o Phase form’s format control subroutine
after-add

To phase post o After-successful-enter rule sets at the
object level

o After-successful-enter rule sets at the
workflow level

o After-successful-enter rule sets at the
phase level

o Master format control subroutine after-
add

« Phase form’s format control subroutine
after-add

To phase initialization « Initialization rule sets at the object level
« Initialization rule sets at the workflow level
« Initialization rule sets at the phase level
« Master format controlinitialization

o Format controlinitialization to the form of
the phase
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Events

To phase display

Rule sets

o On-display rule sets at the object level

o On-display rule sets at the workflow level
o On-display rule sets at the phase level

« Master format control display

o Format control display to the form of the
phase

Save arecord and stay in current phase

Events

On-update

Save the record to the database

Note: This is a user action, not an event.

After-update

HP Service Manager (9.41)

Rule sets

o On-update rule sets at the object level

« On-update rule sets at the workflow level
o On-update rule sets at the phase level

» Master format control on-add

o Format control on-add for the form of the
phase

N/A

o After-successful-update rule sets at the
object level

o After-successful- update rule sets at the
workflow level

o After-successful-update rule sets at the
phase level

o Master format control subroutine after-
update

« Format control subroutine after-update for
the form of the phase
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Events Rule sets

Initialization « Initialization rule sets at the object level
« Initialization rule sets at the workflow level
« Initialization rule sets at the phase level
« Master format control initialization

o Format controlinitialization for the form of
the phase

Display o On-display rule sets at the object level
« On-display rule sets at the workflow level
o On-display rule sets at the phase level
o Master format control display

o Format control display for the form of the
phase

Save a record and automatically move to the next
phase

Events Rule sets

From phase on-update o On-update rule sets at the object level
o On-update rule sets at the workflow level
o On-update rule sets at the phase level
« Master format control on-update

« Format control on-update for the form of
the phase

To phase on-enter o On-exit rule sets at the object level
o On-exit rule sets at the workflow level

o On-exit rule sets in the "from phase"
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Events Rule sets

« Transition rule sets
o On-enter rule sets at the object level
o On-enter rule sets at the workflow level

o On-enter rule sets in the "to phase"

Note: In this event, if you need to use the
current phase of the record in the rule
sets or format control, the value of the
current.phase field in the "current record"”
is the name of the"to phase", and the
value of the current.phase field in the
"saved record" is the name of the "from

phase".
Update the record to the database N/A
Note: This is a user action, not an event.
From phase after-update o After-successful-update rule sets at the

object level

o After-successful-update rule sets at the
workflow level

o After-successful-update rule sets at the
phase level

o Master format control subroutine after-
update

« Format control subroutine after-update for
the form of the phase

To phase post o After-successful-enter rule sets at the
object level

o After-successful-enter rule sets at the
workflow level

o After-successful-enter rule sets in the "to
phase"
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Events Rule sets

o Master format control subroutine after-
update

« Format control subroutine after-update
from the form of the phase

To phase initialization « Initialization rule sets at the object level
« Initialization rule sets at the workflow level
« Initialization rule sets at the phase level
o Master format controlinitialization

o Format controlinitialization to the form of
the phase

To phase display o On-display rule sets at the object level
« On-display rule sets at the workflow level
o On-display rule sets at the phase level
» Master format control display

o Format control display to the form of the
phase

Manual transition without selecting “Save record prior
to executing the transition”

Events Rule sets

To phase on-enter o On-exit rule sets at the object level
« On-exit rule sets at the workflow level
o On-exit rule sets in the "from phase"
« Transition rule sets

« On-enter rule sets at the object level
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Events Rule sets

o On-enter rule sets at the workflow level
o On-enter rule sets in the "to phase"
« Master format control On-update

« Format control on-update from the form
of the phase

Note: In this event, if you need to use the
current phase of the record in the rule
sets or format control, the value of the
current.phase field in the "current record"”
is the name of the"to phase", and the
value of the current.phase field in the
"saved record" is the name of the "from

phase".
Save the record to the database N/A
Note: This is a user action, not an event.
To phase after-enter o After-successful-enter rule sets at the

object level

o After-successful-enter rule sets at the
workflow level

o After-successful-enter rule sets in the "to
phase"

o Master format control subroutine after-
update

« Format control subroutine after-update
from the form of the phase
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Manual transition with “Save record prior executing

the transition” selected

Events

From phase on-update

Save the record to the database

Note: This is a user action, not an event.

From phase after-update

To phase on-enter

HP Service Manager (9.41)

Rule sets

o On-update rule sets at the object level
« Workflow level on-update rule sets

o On-update rule sets in the "from phase"
« Master format control On-update

« Format control on-update from the form
of the phase

N/A

o After-successful-update rule sets at the
object level

o After-successful-update rule sets at the
workflow level

o After-successful-update rule sets in the
"from phase"

« Master format control subroutine after-
update

« Format control subroutine after-update
from the form of the phase

o On-exit rule sets at the object level

« On-exit rule sets at the workflow level
o On-exit rule sets in the "from phase"

« Transition rule sets

« On-enter rule sets at the object level

« On-enter rule sets at the workflow level
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Events Rule sets

« On-enter rule sets in the "to phase"
« Master format control on-update

« Format control on-update from the form
of the phase

Note: In this event, if you need to use the
current phase of the record in the rule
sets or format control, the value of the
current.phase field in the "current
record" is the name of the"to phase", and
the value of the current.phase field in the
"saved record" is the name of the "from

phase".
Save the record to the database N/A
Note: This is a user action, not an event.
To phase after-enter o After-successful-enter rule sets at the

object level

o After-successful-enter rule sets at the
workflow level

o After-successful-enter rule sets in the "to
phase”

« Master format control subroutine after-
update

« Format control subroutine after-update
from the form of the phase

Back end transition

Events Rule sets

From phase initialization « Initialization rule sets at the object level
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Events Rule sets

« Initialization rule sets at the workflow level
« Initialization rule sets in the "from phase"
o Master format controlinitialization

« Format controlinitialization from the form
of the phase

To phase on-enter o On-exit rule sets at the object level
« On-exit rule sets at the workflow level
o On-exit rule sets in the "from phase"
« Transition rule sets
o On-enter rule sets at the object level
« On-enter rule sets at the workflow level
« On-enter rule sets in the "to phase”
« Master format control On-update

o Format control on-update from the form
of the phase

Save the record to the database N/A

Note: This is a user action, not an event.

To phase after-enter o After-successful-enter rule sets at the
object level

o After-successful-enter rule sets at the
workflow level

o After-successful-enter rule sets in the "to
phase”

« Master format control subroutine after-
update

« Format control subroutine after-update
from the form of the phase
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Codeless module

This chapter describes the best practices and recommendations for creating Service Manager Codeless
module from scratch or for tailoring an out-of-box Service Manager Codeless module.

Create a Security module

Note: If you are going to use an existing Service Manager Codeless module rather than adding a
new Service Manager Codeless module, ignore this section.

Service Manager does not include a menu entry for the Security module. To access the Security module,

run the db command in Service Manager, and then select the secModule table to access the Security
modaule.
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To Do Queue: My To Do List [ secModule: Incident Management 3

% Mass Unload Mare s

el
»*

Name

o F 1 R B A A PR AR B R R

Ak

Contract Management

Incident Management

Knowledge Management

Problem Management

Report Management

Reguest Management v
1w 160l 16 1 Show | SOrecords per page | v|

[v]ok [x]cancel 4 Previous < Next + Add [P} save X Delete Mire »  »

Service Manager Module

Name: | Incident Management | HP Proprietary

License Token: | Incident Management |

If you want to add a new Service Manager Codeless module to Service Manager, you must first add a
new Security module. Usually, each Service Manager Codeless module maps to a Security module. For
example, if you want to add a new Service Manager Codeless Release Management module, you must
also add a Release Management security module.

To Do Queue: My To Do List . secModule: Release Management E
0k [%]cancel + Add [ save X Delete More s L T oW
Service Manager Module
Name: Feleaﬁe Management [ ] s Proprietary
License Token: I
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Configure Security Areas for the module

A security area defines a specific functional area within Service Manager, such as Incident, Incident
Task, or Incident Management Configuration. Each security area definition includes default rights that
are copied to the role whenever a new role is created.

Usually, you must create the following Security Areas for Service Manager Codeless module:
o ASecurity Area that contains the default security rights and settings for tickets

o ASecurity Area that contains the default security rights and settings for the module’s Management
configuration. For example, the security rights for maintaining the Categories, Approval Definitions,
and so on

« ASecurity Area that contains the default security rights and settings for request tasks (only if your
Service Manager Codeless module includes tasks)

The default rights and settings in the Security Area are copied to new roles that are created for this
area. However, the values of specific settings are inherited only if no value is specified for those
settings in the role.

For example, an out-of-box Request module contains the following Security Areas:
o Request
o Request Management Configuration

o Request Tasks

Configure the Security Area settings

If you need to configure additional security rights in addition to the default rights (such as View, New,
Update, Delete/Close, and Modify Template) to control a Security Area, you can modify the Security Area
settings.

For example, out-of-box Request modules include a security control that determines whether users
have the right to edit the task planner for a record. You can add settings such as this to the Request
Area.
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To De Quews: My To Da List Security Area: Request 1@
i MysiUpdste D MassDetete T Mass Unlos Mg W - W
Hame % [Descriplion =
Request This area ¢ontaing the default security rights and settings for request tickets. The rights will be copied to re..
Request Management Conligurat This area confains the default security rights and settings for Request Management configuration. The rights_.
Request Tasks This area ontains the detault security rights and settings for request tasks. The rights will be copied to new _.,
Tiodald 1 Show || 501802055 B pAgE W
[#] Cancel 4 Previows 4 Hext R SovelEmt Y Seve X Datete | More we i1 8 4 [ L B
I +  Default Settings
Thiese settings wil be inherited by all new robes
[0 conAmsnsce Fam
[] tenapmrove
j Con Celepate dpprovels
[ o= Task Pumner
_' Bpifen
[ st madficanne Gutry waining
nitial Fommak; =
“a'ﬂ‘iﬁ" Grodspe r:'
QBE Format =
Eecyoeat initial View: =
Beguest Duess Faremat: = -

Configure the Security Roles

Security Roles are groups of rights in Security Areas.
Note: Security Roles replace the profiles in Service Manager Classic modules.

Out-of-box Request modules include the following Security Roles:
o Request Analyst
« Request Approver
o Request Coordinator
« Request Manager
o Request Process Owner

« Requestor
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Assign Security Roles to an operator

To grant an operator the rights associated with a specific role, you must assign the Security Role to the

operator.

The following screenshot demonstrates the Request module Security Roles that are assigned to

Request Analysts in an out-of-box Request module.

To Do Quews: My To Do List Operator: Request.Analyst B
(8] Massupaste T MassDelete T MassUnlcad  =F MassCreateContacts (B Egice Pastwords | Mare o 5 %
Login Hame + Full Name = Printer =
RequestAn ANALYST REQUEST
REQUEST AFFROVER
CODRMMATOR REQUEST
MANAGER REQUEST
PROCESSOWNER REQUEST
REQUESTOR REQUESTOR
1126016 1 Snow [ 50 records per page :-..-:I
[wlox [x] cancet 4 Previous o Next b Asd Py save X Deiste O Fing More s = oW |

Application Profiles Data Access Faolger Entitlemant
User Role: [ g0, |  Configuration Profile:

Contract Profile: [ B

Security Roles

repoit designer -

&

i
L]
i &

| request anatysq ~ e

Ll

[ £
TENED

-
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Configure the dbdict and the data policy

Process designer framework requires the following fields in dbdict and datadict.

Name Type

category character

current.phase character

record.active | logic

Comments

If your workflow is based on a category, this field stores the category of
the record. Ignore this field if your workflow is based on an object.

This field is automatically filled by the Process Designer framework in
the following situations:

e Arecordis created by the document.new RAD script.

o Arecord’s category is changed by the document. chgCat RAD script.

This field indicates the current workflow phase of the record.

This field is automatically filled by the Process Designer framework when
the workflow phase changes.

This field indicates whether this record is active or not. Usually, a record
is set to inactive after it is closed, canceled, or withdrawn.

This field is automatically filled by the Process Designer framework
based on the value of the "Records in this phase are active" phase
property on the target phase when the workflow phase changes.

For more information about the "Records in this phase are active"
workflow phase property, see the TODO, ...” section.

Note: If you are already using other field names in your dbdict to achieve the same purposes, add

alias fields to them with the above field names.

In the data policy, you must set the Area for the current file. This enables you to use the following

variables to check whether a user can access a record. The variables are calculated based on the new,

view, update, and delete folder settings from this Area, according to the Security Roles assigned to the

current user:

o S$L.tableAccess.new

« $L.tableAccess.view
« $L.tableAccess.update

o S$L.tableAccess.delete
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« $L.tableAccess.expert
o $L.tableAccess.admin

For example, out-of-box Request modules include the following mapping between files and Security

Areas:
« Request (the Request record table) maps to the "Request” Security Area

As soon as the area is set, every access against this object is controlled by the security settings of that

Security Area.

To Do Quewe: My To Do List Data Policy: request
% Mass Unload More s T %
Filename = System E
request miscellaneous
questModel miscellaneous
requestTask miscellangous
TtoSals 1 Show | 50records per page et
[v]ok [®] cancel 4 Previous 4 Mext [P save X Delete QO Find B Fill »
Data Policy
Kame: r request General Diata Access Engine Specifications IR -
S0LBaseName: .+ request Applications: | Request Managemen |~ (& &
Unigque Key: [—— | @, [ v &)
- ("
L=
Area; Request -
Default Format: Record ID: numbear 1

Enable a Document Engine object to use Process
Designer

To enable Document Engine objects to use Process Designer, you must configure the following fields:

« Profile application
Set this field to secRoleBasedAccess to replace the profile-based security application with the new
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role-based security application.

o Profile variable
Set this field to $L.env.

« Category table name
Specify the category table name if your module uses this concept.

o Phase table name
If you store additional phase information (other than the Workflow Phase) in a table, specify the
table name. Otherwise, leave this field empty.

« Master format control
Leave this field empty if you do not use master format control any more.

Note: Although format controlis still supported with the Process Designer framework, we
recommend that you convert all business logic into rule sets instead of format control.

« Workflow Location
An object in Service Manager Codeless module is always associated with a workflow or workflows.
Select one of the following options to configure the workflow location:
o By Object (if the object has only one workflow)

o By Category (if the object has several workflows, and each category is associated with a
workflow)

Note: If you use categories, your category table must contain a field called "workflow" in the
dbdict. If the workflow is stored in another field in this category table, the workflow will not
work.
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File name: | request | Unigue key: F— 1@,

Comman narme: Request

Edit Commaon Name

- | Object Info Locking Revisions Varlables/Global Lists Acthvities Alerts Approvals Manage Queues 4

Description figld: [ |
Profile application: [secRoleBasedaccess |90,  Openstate: [ imrequestnew  [&[Q]
Profile variable: | SLenv | Close state: | EAE |
Number record name: request managemen |E"'|‘::=| List state: | r.request.list EIE |
Category table name: " imCategery g?] Default state: [ Im.requestiew =] Ir‘]
Phase table name: ig? Search state: I IM.request.search ig‘-‘j: 1 I
Paging table name: iﬁ? Browse state: [ [M.requestorowse iﬁe IL ) |
Master format contral: [ IE*.'I-.";L Manual states: I =1 '-g.-\
Juindef: |§?Jf‘1] Er' Q :_
Status field: etatus |
Assigned ta fields: [“assigned.to EIE 1@,

[ =2la : Warkfiow Location: [y Category [+]

Workgroup fields:

i+

| assignedgrowp |8 |O

: ; Configure Object Based Rule Sets and Actions

Object-based rule sets and actions

Object-based rules and actions help to reduce duplicated definitions. Instead of defining them for each
workflow, you can define them at the object level, and they will apply to all workflows that are available
for an object.

For more information, see "Configure rule sets and actions" on page 75.

Configure a workflow

To create a new workflow, you can create one from scratch or copy an existing workflow.

If you copy an existing workflow, you must enter the information that is described in the following table.
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Field Description

New The name of the new workflow
workflow

name

Copyrule Determines whether the rule set that are used by the workflow are also copied. Out-of-
sets? box rule sets are marked as "HP Proprietary" and are read-only. However, copied rule sets
are editable.

o Select this option if you want to customize rule sets.

« Do not select this option if you want to use the out-of-box logic.

Note: We recommend that you use the out-of-box rule sets as far as possible, as this
facilitates the upgrade process and enables you to benefit from any future
enhancements to out-of-box rule sets.

Rule set  If you copy the rule sets, you must specify a prefix for the copied rule sets. The format
prefix new rule set name is <prefix>.<the original rule set name>

Clone a Workflow

Please specify the new workflow name, &5 well &5 the prefic for new rule 5208 il they ane 1o be copied a5 well.

Newworkflowname: | Mylncident

Copy rule sets? |

Rule set prefix: | mycompany

Workflow Properties

We recommend that you add a description of the workflow in the Workflow properties tab of the
workflow editor, as this provides guidance to operators when they work on records that follow the
workflow.
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When a description is entered into this field, that description is displayed when operators hover the
mouse over the workflow in the workflow viewer of a record.
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Workflow-based rule sets and actions

Workflow-based rules and actions help to reduce duplicated definitions. Instead of defining them for
each workflow phase, you can define them at the workflow level, and they will apply to all workflow
phases.

For more information, see "Configure rule sets and actions" on page 75.
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Workflow backend transitions

Workflow phases are connected by transitions to move from one phase to another phase, however if
you want to move to one phase from whatever current phase is, you can use backend transition to
achieve it.

For example, the Incident workflow in out-of-box systems includes a backend transition that moves an
Incident record to the Closure phase.

Workflow Based Configuration
Workflow properties  Workflow Based Rule Sets = Workflow Based Actlons | work!low Backend Transtions

+ Add 4 Edit 3 Delete % Up 4 Down

Action To Phase Condition Rule Set
close vy pime Closure L I__-; Imungident.closure
Update Cancel

You can invoke backend transitions by using the following methods:

« By using the Run Action rule (for more information, see "Perform automatic operations with Run
Action rules" on page 8)

« By using the Run Scheduled Action rule (for more information, see "Configure Run Scheduled Action
rules" on page 23)

o Byusing the se.view.engine, RAD application, as demonstrated by the following image.

RAD Application: se, view. enging ] Condition: | true
Parameter Names I Parameter Values
file L. file
description "_wiE.close any time”

« By using a JavaScript, as demonstrated by the following image.

S with PDM{Incident). do backend WF transition close
rc = this scFile.dodction(" wfEclose any.time"):
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Configure workflow phases

Workflow phases show the state of a record in the workflow and enforce the business logic that must

occur in order for the record to move to the next phase. Transitions are used to move from one phase

to another phase.

The workflow editor graphical interface enables you to add a phase to an existing workflow. You can

add a phase and configure its properties from scratch,or you can clone an existing phase if you want to

create a phase that has similar information (such as same form name, rule sets, or other attributes) to

an existing phase.

To Do Queve: My To Do List WioakFlows Wi kflow

B save

|, Loom put O Add prase Y Copy  [E] Paste E5" Workhaw properties 5 Oper Dzject Propertie

1 el
] & ] ¥ ¥
-’.:; f Disgy .'-‘{u:v::' bon B e Iestigation - Retowtry T - Rt ¥ Closure
o L] -] & &
Phase properties

When you create or configure a phase, you must configure the following properties.

Field

Phase
Order

Name

Display

Description

The Phase Order field provides each phase with a numerical order within a
workflow. These numbers are used in calculations for Response Service
Level Targets (SLTs) and similar metrics, so that the number and
timestamps of entries and exits from specific phases can be tracked. For
example, a Process Target calculation can determine the time of entry to
the final phase, and therefore determine whether a breach has occurred.

As a best practice, you should specify your starting phase as 1, and your
closing phase as the highest number. We also recommend that these
numbers should be roughly sequential from phase to phase. However,
some workflows may loop multiple times through a sequence or take
divergent paths.

The name of the phase.

You cannot modify it after you save current workflow.

The display name of the phase.
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name
Table name

Form Edit
condition

Records in
this phase
are active

Make this
the first
phase

Make this
the default
phase

Additional
Phase
Information
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The selected table name during workflow creation. You cannot modify it.

If the condition evaluates to true for a user, that user can edit the form. If
it does not, the form is read-only.

Select the check box if you want the records in this phase to be active.
The "record.active” record field is set to "true" when the record is moved
to this phase. Usually, this option is not selected for end phases (such as
"Closure," "Cancel," or "Withdraw," and is selected for all other phases.

Select this option if you want this phase to be the first phase. Usually you
set the "Logging"” phase as the first phase.

Select this option if you want this phase to be the default phase.

Note: If the current phase of a record is set to a phase that does not
exist in the current workflow, it will be moved to the default phase.
This may occur if a phase is removed from a workflow or if data is
imported from another source that did not share the same workflow.

Or, if you change the category of a record, this record will be moved
to the default phase.

Select this option to open the Extended Phase Information page to modify
the phase information.

Note: Only the Change Management module supports this feature.
You cannot edit or delete a phase name from the Extended Phase
Information page or the cm3rcatphase.main form.

Change Management workflows have unique workflow phases but
they will share change phases if the workflow phases have the same
name. For example, if Workflow 1 and Workflow 2 each have a phase
named "Build and Test," they will share the same change phase
record.

Phase-based rule sets and actions

Phase-based rules and actions apply only to the current phase. For more information, see

"Configure rule sets and actions" on page 75.
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Alerts

You can use alerts to configure phases, however we recommend that you use the Run Scheduled Action
rule instead.

For more information about the Run Scheduled Action rule, see "Configure Run Scheduled Action rules"
on page 23.

Configure transitions between workflow phases

Process Designer workflow transitions occur when a record moves from one phase to another phase.
Transitions can happen manually, automatically, or by default.

Automatic transitions
An automatic transition moves the workflow to another phase based on data in the workflow record.
The transition occurs when the configured condition is met.

Usually, if your workflow is status driven, you can use automatic transitions and configure the status as
the condition of this transition.

In the following example, when the record is in the "Active" phase and its status is set to "Pending
Review," the record moves automatically to the "Review" phase when the record is saved.
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| ¢ |
Waiting N Active B rrE—. Review 3 Closure
o
N Cancelled
Transition: Active - Review
Details | RuleSets
Transition type Description
Automatic
- ) = - - !
Condition B I = " A

{ status in CurrentRecord = "Pending Review”) |_./

We recommend that you add descriptions to automatic transitions. These are displayed to the operator
to help guide their work.

Manual transitions

A manual transition requires the operator to perform an action to move a record from one phase to
another. This type of transition, in which an operator must press a button or otherwise trigger an
action, is a manual transition.

Usually, if your workflow is actions driven, you can use manual transitions so that operators move the
workflow phase manually. You can also use manual transitions in a status-driven workflow if you still
want to move to a specific phase manually.

We recommend that you add descriptions to manual transitions. These are displayed to the operator to
help guide their work.

You can configure whether the record is saved before the transition occurs by selecting the "Save
record prior executing the transition" option. Usually, if a manual transition needs to trigger the same
events as a save operation (for example, to perform the same validation of a save operation), and if you
do not want to configure duplicate validation Rule Set on this manual transition, you select this option.

For example, the following image shows a typical manual transition in which the target phase is the
"Closure” phase. Therefore, the "Save record prior executing the transition" option is selected.
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::I k

¥

Vv

Waiting N Active £ e Review E O m Closure

> Cancelled

Transition: Review - Closure
Details Rule Sets
Transition type Description
Manual

Command Name
Close Task

iii

Command Location
Tray o
Candition

{ user has “Close/Delete” authorization)  |[

Save record prior executing the transition

This transition uses the following rule set:
o The "im.task.close.field.validation" rule set is needed specifically for this close operation.

o These common mandatory and validation rules are triggered when the record is saved before the

transition occurs.

Only configure rule sets in transitions if they are absolutely necessary to move from one phase to
another. Common mandatory rules and validation rules are already configured for the beginning
phase (the "Review" phase in the following image), and do not need to be configured in the
transition. We do not recommened that you configure rules that are triggered in the different

"events."
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‘ P

Waiting — —p"f Active —r—> Review

*  Cancelled

Transition: Review - Closure

Details [ Rule Sets |

4+ Add 3 Delete @ View % Up 4 Down
Rule Sets
im.task.standard.mandatory
im.task.tields.validation

im.task.close.field.validation

im.task.closure

a3

l

Closure

The following image shows an example manual transition in which the target phase is the "Canceled"

phase. Therefore, the "Save record prior executing the transition" option is cleared.
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Waiting I —

Transition: Review - Cancelled
| Details ] Rule Sets

_Transitiun fype
Manual

Command Mame
Cancel Task

Command Location
More Options List

Condition

{ user has "Close/Delete” autharization)

| ¥ I

o

Active Ly Review

‘ B0
—> Cancelled

Description

[v]
B

[_] Save record prior executing the transition

This transition uses the following rule sets:

« The only common field validation used is the "im.task.fields.validation" rule set.

I

Closure

—_ m—

b AT = =

o The "im.task.cancel.field.validation" rule set is needed specifically for this close operation.
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¥ t:: v
Waiting B v Active x> Review - > Closure
| |
= @

—» Cancelled

Transition: Review - Cancelled

Details Rule Sets

< Add 3 Delste @ View % Up 4 Down

Rule Sets
im.task.fields.validation
im.task.cancel.field.validation

im.task.cancellation

Use Default Transition

A default transition is a special case that moves the workflow automatically only when no other
automatic transition conditions are satisfied.

If your "Logging" (or first) and default phases are not the same phase, you can use a default transition
between the "Logging” phase and the default phase.
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L

Waiting | | ill""IIIr Active ‘Q *

» Cancelled

Transition: Waiting - Active

Details Rule Sets

Transition type
Default

Forms

¢ l

Heview * Closure

You can configure workflows so that a specified form is displayed when that a record moves to a

specified phase.

You can user the following methods to specify the form that is displayed:

« Inthe Forms tab in the workflow editor, set the form that is displayed by default in the Default
Display form field. This form is used when no conditional display forms are displayed.

« Inthe Forms tab in the workflow editor, configure forms that are displayed when certain conditions
are met by clicking Add in the Conditional/Additional Forms section, and selecting Display Form in

the Type drop-down list.
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Security Rights

o Display forms that you specify for phases by using this method take precedence over the
format setting in State and Display Screen. We recommend that you set the display form in

the phase settings in the workflow editor, and that you use different forms for different

phases to allow different information to be displayed and captured at various stages of the

workflow.

o The name field supports JavaScripts, the jscall RAD expression, and RAD variables.

« Inthe Forms tab in the workflow editor, configure additional forms by clicking Add in the
Conditional/Additional Forms section, and selecting Additional Form in the Type drop-down list.
Additional forms are available as alternate forms when users view a record.
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You can define approvals for a specific phase in the Approvals tab of the workflow editor if you require
an approval when a record moves to this phase.
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To do this, make the following configurations in the Approvals tab of the object definition record:

o Todetermine whether the document engine triggers the approval mechanism, set the value of the
Approval condition field to "true," or set a specific condition.

« Toset the file that contains the approval status, type the file name in the Approval status field.
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o To set the conditions under which all existing approvals for a record are deleted and regenerated,
enter a condition in the Reset condition field.

« To set the conditions under which the approvals are recalculated without first deleting the existing
approvals, enter a condition in the Recalculate condition field.

Note: The reset condition takes priority over the recalculate condition.
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Note: Usually, the recalculate and reset conditions in the object record are configured as follows:
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For more information about making further changes to approvals, see the Service Manager Help.
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Configure the Approval/Denial process:

Usually, transitions from phases that require approvals to move to the next phase use automatic
transitions. For example, you can configure a condition that the approval.status field must equal
"approved" for an approved record and "denied" for denied record.

To Do Queue: My To Do List Rule Set: rmtask.init.assignment.sat WorkFlows Workflow: Normal
Save @, Zoomin ), Zoomout [ addphase 3¢ Delete Copy Paste Edit Workflow Properties B Edit Dbject Praparties

= VRegistrati £% =

gistration and e . - P q eployment T
Categarization —» Validation — Risk and Impact Analysis — BuMAuthonzatmrﬂ—“ Build and Test — Authorization —ﬁp Deployment ——  Remediation
| P E— | | '
\ | . b, )
~*  pbandoned ¥ - CMDBUpdate —> Post \me;sri:;matmn

| v

h » Closure

Transition: Build Authorization - Build and Test

Details | Rule Sets

Transition type Description
Automatic

S B I U = A A~

1l
m
i
&

B

Condition
(approval.status in CurrentRecord = “approved”)

In order to trigger the automatic transition after the record is approved or denied, you must configure
the approval/denial process to call the se.view.engine RAD script together with the "save" action. This
triggers the Process Designer record save operation, and then triggers the automatic transition which

matches the condition.
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Configure rule sets and actions

Rule sets enforce business logic in elements such as phases or transitions, for example checking if the
user has filled in the required data or has the proper security level to perform a transition.

Actions perform a task for a phase, and refer to rule sets that are marked as "Available as Action."

Configure rule sets at various levels

You can configure rule sets in workflows at the following levels:
« At the phase level (only applies to the current phase)
« At the workflow level (applies to all phases in the workflow)
« At the object level (applies to all workflows of the object)

If you expect that a rule set will only be triggered at a specific phase, configure the rule set at the phase
level. If you expect that a rule set will be triggered in all the phases of a workflow, configure the rule set
at the workflow level. If you expect that a rule set will be triggered in all workflows that are associated
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with a specific object, configure the workflow at the object level. For example, you can move business
logic that you have implemented in triggers to object-based rule sets.

Note: If a call bypasses the Document Engine, the triggers are still invoked, but the rule sets at
various levels are not invoked.

Rule set are executed in the following order:
1. Object level
2. Workflow level
3. Phase level

For more information, see "Consider rule set execution order" on page 36.

Configure rule sets at various triggering events

Following is the typical usages:

Triggering  Triggering Typical configured Phase Workflow Object
event action Typical usage rule type level level level
On add Runs o Settherecord « SetField from Yes Yes
immediately ID if delaying Number rule
before the assigning
record is added record « SetFieldrule
to the number Assi
database « Assignment
o Set default rule
field values if Mand
they are o Mandatory
check:
empty
o Automatically o Set
. Mandatory
assign to the )
Fields rule

best team or

assignee o Mandatory
« Check the Variables
rule
mandatory
fields and . Validation
variables for check:
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Triggering

event

After
successful
add

On enter

Triggering
action

Runs
immediately
after the
record is added
to the
database

Runs when the
record tries to
move from

another phase
into this phase

HP Service Manager (9.41)

Typical usage
logging

o Check
whether the
completed
fields are valid

« Send email to
notify
relevant
people

« Send
notification to
notify
operator with
a customized
message

o Start or stop
the elapsed
time of the
record

o Check the
mandatory
fields and
variables for
Logging

o Check
whether the
completed
fields are valid

Typical configured Phase Workflow
rule type

level level

o Validate

Date rule

Validate
Text/Numbe
r rule

Validate
against List
rule

Validate
against
Table rule

o Send HTML Yes
Email rule

Send
Notifications
rule

Start or Stop
Clock

Mandatory Yes Yes
check:

o Set

Mandatory
Fields rule

Mandatory
Variables
rule

Object
level

Yes

Yes
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Triggering  Triggering Typical configured Phase Workflow Object
event action Typical usage rule type level level level
o Set default « Validation
field values check:
o Validate
Date rule
o Validate
Text/Numbe
r rule
o Validate
against List
rule
o Validate
against
Table rule
Set Field rule
After Runs after the Send email to Send HTML Yes
successful  record notify Email rule
enter successfully relevant
moves from people Send
another phase Notifications
into this phase Send rule
notification to
notify Start or Stop
operator with Clock
customized
Run Scheduled
message
Action
Start or stop .
Run Action

HP Service Manager (9.41)

the elapsed
time for a
situation of
the record

Scheduled
automatic
actions,
forexample,
automatic
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Triggering  Triggering Typical configured Phase Workflow Object
event action Typical usage rule type level level level
closure
o Cross-module
actions
On exit Runs when the Yes Yes Yes
record tries to
move out of
this phase
Initialization Runsoncejust | « Settherecord @« SetFieldfrom Yes Yes Yes

before the ID if not Number rule
record is delaying
displayed to assigning « Run JavaScript
the user record rule
number
« Initialize the
list that the
current phase
uses
On display Runs each time | Initialize the Run JavaScript rule = Yes Yes Yes
the record is variables that are
displayed after used on the
a user action display form
On update Runs o Check the « Mandatory Yes Yes Yes
immediately mandatory check:
before the fields and
record is variables for o Set
updated in the logging Mandatory
database Fields rule
o Check
whether the ° Mandatory
completed Variables
fields are valid rule
. Wizard to o Validation
suspend or check:
resume a .
process o Validate
Date rule
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Triggering  Triggering

event action

After Runs

successful  immediately

update after the
record is
updated

successfully in
the database

Rule sets on = Runs when the
Transitions  transition

HP Service Manager (9.41)

Typical usage

« Send emailto
notify
relevant
people

« Send
notification to
notify
operator with
customized
message

« Start or stop
the elapsed
time of the
record

« Scheduled
automatic
actions, for
example,
automatic
closure

e Cross-module
actions

o Check the
mandatory

Typical configured Phase Workflow
rule type

level level

o Validate
Text/Numbe
r rule

o Validate
against List
rule

o Validate
against
Table rule

Run a Wizard

Send HTML Yes Yes
Email rule

Send
Notifications
rule

Start or Stop
Clock

Run Scheduled
Action

Run Action

o Mandatory

check:

Object
level

Yes
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Triggering  Triggering
event action
occurs

Typical usage

fields and
variables for

logging

« Check
whether the
completed
fields are valid

o Wizard to
close or
cancel the
process for
manual
transition

Typical configured Phase Workflow
rule type level level

o Set

Mandatory
Fields rule

Mandatory
Variables
rule

« Validation
check:

o Validate

Date rule

Validate
Text/Numbe
r rule

Validate
against List
rule

Validate
against
Table rule

e Runa Wizard

For more information, see "Consider rule set execution order" on page 36.

Configure actions at various levels

Actions can be applied to individual phases.

Object
level

In certain circumstances, you may want to define actions at the workflow level. For example, in cases

where a certain button needed to be present in each phase of a workflow. In other cases, you may want

to define actions at the object level (for example, if a certain button needs to be present in each phase

of all workflows).
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Migrate legacy code to Process Designer

If you are upgrading to Service Manager Codeless from Service Manager Classic, all the legacy coding
technologies (format control, display option, and so on) are supported by the Process Designer
framework, and you can run your system in a hybrid mode. You can also migrate your legacy technology
code to Process Designer technology, which is easier to maintain.

Enable workflow

In a Service Manager Classic module, a workflow is usually configured in the category, and the category
table name and phase table name are configured in the object.

File name: FWM | Lm lm-.l; id
Common name:

& Objectinfo | & Locking | < Revisions | < Variables/Global ... | & Activities | & Alerts | & Approvals |

Description field:
Profie appication: fea.setup.gbals [ Open stae: frca.open 19
Profile variable: G.rc.environment Close state; | =[a]
Mumber record name: P‘d:lemrrmagurmt |._D|,_1| List stabe: |.;bjst Il_nlql
Category table name: rootcausecat - Default state: Pum =l
Phase table name: rootcausephase = Search state: rca.search =13
Pagrg table name: =5 Browse state: e browse =&
Master format control: Iraotcause :.F-a. Manual states:
Joindef: g3
Stabus field:
Assigned to fields: assignes.name

Workfiow Locabon: [ =]
Workgroup fields:

| assignment

To enable the workflow, you must configure the workflow location in the object definition. If you set the
location to "By Category," the workflow defined in the category record is used. If you set the location to
"In Object,” you must set the workflow in the object definition.
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File riafme: me | Unigiee key: id
Common name: Problem
| EditCommon Name

& ObjectInfo | & Loding | < Revisions | & Variables/Giobal ... | & Activities | & Alerts | < Approvals | ™
Description field: l
Profile application: =[q Open state: m
Profile variable: SL.env Close state: =[]
MNumber record name: loroblem management |r?’ 3 List state: il list = [
Category table name: pbmCategory - Default state: lpbem. view =lq
Phase table name: - Search state: lpbm.search =(a
Paging table name: & Browse state: lpbm . browse = |
Master format control: = [+ Manual states:
Joindef: =la
Status field: rcstatus
Aszgned to fields: assignes.name

Workflow Location: By Category FI

Workgroup fields: I assignment

Configure the workflow

In a Service Manager Classic module, workflow phases are stored in the object-specific phase table, and
the workflow logic is defined in the category by using the phases in sequence.
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Problem Control Category Definition
Name: PPPHI

Description:
Active?

Phase Name

Problem Detection, Logging and categorization

Problem Prioritization and Planning
Problem Investigation and Diagnosis
Problem Resolution

Problem Closure

In Service Manager Codeless module, the workflow is configured graphically by using the Workflow
Designer in the web UL. You can use this to define more complex logic between phases.

To Do Queue: My To Do List Format Control: rootcause Question Workflows Workflow: Problem

B save @, Zoomin =, Zoomout [ Addphase 3 Delete [ Copy [5] Paste Edit WorkFlow Properties E5' Edit Dbject Properties

I — 5 5 !
» AV A . ) i
Logging — 2@ Categorization l—ﬁ:—r Investigation —ﬁ—r Resolution —ﬁr—i Review — Closure
Tt i i
Abandonment L A

If your workflow location is set by category, the workflow name is specified in the category record:
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MName:

Active:

Description:

Workflow:

Problem Category

= | e e
[

inddent

problem ~ || Company:

Enable Process Designer role-based security

Service Manager Classic modules use the profile-based security model. This is enabled by using the

module-specific application (for example, rca.setup.globals for Problem Management) in the object
record, and set by the user in the operator table. The settings are stored in module-specific tables (for

example, rcenv for Problem Management).

File name:
Common name:

& Objectinfo | & Locking | < Revisions | < Variables/Global ... | & Activities | < Alerts | & Approvals |

ruutcam

| Edit Common Mame

Urnigue kety:

id

Description field:
Profile application:
Profile variable:
Number record name:
Category table name:

Process Designer provides a common role-base security model. This is enabled by using the

L

rca.setup.globals

=7 [®]

SG.rc.environment

[probilem manasgement

=1 [®]

footcausecat

B
L

Open state:
Close state:
List state:
Default state:

]
B QO

=i |
idb. st =7 |
frca.view giq

secRoleBasedAccess application in the object record, and set by the user in the operator table.
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File name: Fmtcame | Unigue key: id
Common name: Problem
|  Edtcommonname |

& ObjectInfo | & Locking | & Revisions | & Variables/Global ... | & Activities | & Alerts | & Approvals | ™
Description fisld: I
Frofile application: secRoleBasedAcces |r-f’ IQ Open state: EEW Ir‘“ IQ |
Profile variable: 5L env Close state: [Pl
Mumber record name: [problem management =] List state: idb.list il [®]
Categaory table name: [pberCategary '_P| Default state: [pben. view =g |
Phase table name: | I,.n| Search state: Ph.n_wd-. I,.ﬂlql

The settings are stored in the secArea, secRights, and secRole tables. The security area is specified in
the datadict record.

Data Policy

b ootcause | | % General | & Data Access | & Engine Specificat... | 2
SOL Base Name: F—oom | Applications: .
Unique Key: id

Area |Pruh| 2m
Default Format: rmm | Record ID: d
D Prohibit Default Access rakanee
[ system Table? 1 1 nrabzad Tahls

Migrate the Format Control to rule sets

In Service Manager Classic, business logic is mainly configured in Format Control. Process Designer uses
rule sets.

Format Control still works in Service Manager Codeless, but we suggest that you move all logic from
Format Control to the workflow rule sets, as follows.

Format Control Rule set
Master Format Control "Add" Object or workflow-based rule sets "On add"
Master Format Control "Update” Object or workflow-based rule sets "On update”
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Master Format Control "Display” Object or workflow-based rule sets "On display"
Master Format Control "Initial" Object or workflow-based rule sets "Initialization"
Master Format Control "Delete" Object or workflow-based rule sets "On update”
Form level Format Control "Add" Workflow phase-based rule sets "On Enter"
Form level Format Control "Update” Workflow phase-based rule sets "On update”
Form level Format Control "Display” Workflow phase-based rule sets "On display”
Form level Format Control "Initial" Workflow phase-based rule sets "Initialization"
Form level Format Control "Delete"” Workflow phase-based rule sets "On update"
Mandatory validation

Format Control validations are defined on the master format control or the format level format control.

-

Format Control Maintenance - Validations

hame: IM.update. inddent Vi lang

[ pisplay all validation messages Use Pop-up messages: | |
validations

Vahdation [not nullfaffected.item in Sfile) -

Message provide a Service.

Comments

Add

Update true]

Dece | |

Displary

Initial

Set Foous to acted.item

Message ID 1503

Vahdaton ot nullpriet. description n $fie)

Message Please provide & Titke,

Comments

A I |

[ [ 1

To migrate validation to rule sets, you must define a rule set, set it to corresponding workflow or phase
rule sets, and then add the Set Mandatory Fields rule to this rule set.
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To Do Queue: My Ta Do List Format Control: rootcause £ ‘ Rule Set: im.clonelncident £ ‘ Workflows Workflow: Incident E3 |

B save @ Zoomin ©, Zoomout [ Addphase 3¢ Delete [E Copy [7] Paste Edit WorkFlow Properties ES' Edit Object Properties

& By b ¥
» v o ’
Logging @ C(ategorization B-xx—>  Investigation —2x—> Recovery gy Review —> Closure

. X 5

Phase - Categorization

Detzils  Forms Rule Sets Actions  Approvals  Alerts
Onenter  Aftersuccessfulenter  Onexit  Initizlization  Ondisplay Onupdate | Aftersuccessful update
+ Add 3£ Delete @& View * Up 4 Down

im.clear.area -

im.standard.mandatory
im.categorization.mandatory
im.fields.validation
im.suspend

im.unsuspend

To Do Queue: My To Do List | Format Control: rootcause & Rule Set:im.standard.mandatory & Workflows & Workflow: Incident £
(%) MassUpdate [ MassDelete % Mass Unload More 0 %
Id + Name + Tablename -
im.standard.mandatory Incident standard mandatory fields validation probsummary
im.standard.set.default.values Set the default incident values probsummary
1to2of2 1 Show | 100 records per page ‘ ~ ‘
4 Back f Previous # Next More w W 0 %
Rule Set
D +[ im.standard.mandatory | HP Proprietary
Available as action Table name probsummary \‘+}‘
Name *| Incident standard mandatory fields validation |
Rules
CurrentRecor Suspended))) - @

Title;Category;. ipti t;Urgency;Affected Service are Mandatory
Incident Manager are Mandatory (when { major.incident in CurrentRecord = true))

Inciden Manager are Mandatory (when ( escalated in CurrentRecord = true))

View Rule/Group

Folder are Mandatory (when ( $G.folderEntitlement = "true"})
Subcategory are Mandatory (when ( problem.status in CurrentRecord != "Suspended” AND problem.status in CurrentRecord != "Categorize™))

Assignment Group are Mandatory (when (( current.phase in CurrentRecord = "Categorization” AND problem.status in CurrentRecord = "Assign™) OR (
current.phase in CurrentRecord != "Categorization™ AND problem.status in CurrentRecord != "Suspended™)))
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Set Mandatory Fields

4

Please select which fields you would like to set as mandatory. You can also choose a default value, which will be set if the mandatory fields are empty.

Rule Description «| Title;Category;Status;Requested By;Description;mpact;Urgency;Affected Service are Mandatory
Condition
Error Message Type

Field Name | Default Value |-
Title

Category

Description -
Status

Primary Affected Service

Requested By

Impact

T

Validation against a table

To validate a field against another field in a table, you must define queries in master format control or
in format level format control. You must write the code for the queries, manually create the scmessage,

and indicate the ID if the message needs to be localized.

| Foms || cusiec || Calcuations || JavaSaipt || valdations || Subroutnes || Add Options || Privieges |

Format Control Maintenance - File Queries

Name: IM.update incident long
Queries
Filerame assignment ﬂ
Query name=assignment in 5file
Comments
— - ]
Update true
Dede te:
Display
Initial
Required Query? e ]
Required Field Name =
Error Message *Eisemeg|1004, "fc", {assignment in Sfile])

To do this in Service Manager Codeless, you can define a Validate Against Table rule.
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Validate against Table

\alidate a field against a field in another table. You can alzo fiter the data vou are validating
against and fill data into other fields.

Rule Description *I"'.l"alidﬂtﬂ Azzignment Group
Condition { az=ignment in CurrentRecord = NULL)
Edit
Error Mes=sage Type (& Pop-up (~Screen
Figld to Validate wl,qﬁ-,mm |1|

Walidate Against Table wlagsim
\alidate Against Field xrhm
Filter I
a Click Here o Add Fill Information

L]l

Set a field value

To set a field value by using Format Control, you must define the calculations in master format control
or in format level format control. Additionally, you must use a RAD expression to write the field set
statement (and the condition, if necessary).

HP Service Manager (9.41) Page 90 of 102



Process Designer Tailoring Best Practices Guide (Classic Mode)
Best practices for tailoring Service Manager Codeless module

Forms || Queries || coviisions || JavaSaript || vaidations || Subroutines || addiOptions || Privieges |

Format Control Maintenance - Calculations
Name: IM.open.inddent Viewr: long
A

Cabculation: if [problem.status in Sfile=NULL) then {problem.status in $file="0pen"}

Delete: I |

il‘l'flﬂ: true

Calculation: P:al:ewy in $file ="incdent™

Display: [ |
Initial: [p(category in sfie) |

To achieve this by using a Process Designer rule set, you can define a rule set and assign it to the
desired workflow or phase, and then add a Set Field rule to this rule set.
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Set Field
Set Field Value with the Value defined via JavaScript.
Rule Description *|Set Status via JavaScript
Condition { problem.status in CurrentRecord = NULL)
Edit
Field Name *lStatus |1|
This script should set the variable "value" to the desired value -
valua='ﬂper4' -
w
Run a Wizard

In Service Manager Classic, wizards are run by calling the wizard.run RAD application.

o ] cancel
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Process Definition

Process Name:

[ save Cursor Position?
[ run in Window?

[ Run Standard Process when complete?

Window Title:

$ Initial Expressions | & Initial Javascript | & RAD | < Final Expressions | < Final Javascipt | < NextProcess |

Post RAD Expressions

wizard.run

|q| Condition:

Parameter Names I Parameter Values

file

2.fie
"Add Device”

To do this in Service Manager Codeless, you can simply use the Run Wizard rule.

Run a Wizard

Specify the wizard to run when this rule iz executed.

Rule Description

Condition

Wizard to run

HP Service Manager (9.41)

*lRun the "Incident Suspend™ wizard.

* Incident Suspend

{ problem.status in CurrentRecord = "Suspended™ AND
problem.status in SavedRecord '= "Suspended™)
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Run a JavaScript

To run a JavaScript by using Format Control, you must define the JavaScript in master format control or
format level format control.

[ Forms || queries || caldations || sovsso || velidations | | subroutines | [ Addioptions | | privieges |

Format Control Maintenance - JavaScript

Mame: rootcause View: long

Add: A
Update:
Delete:
Display: true
Initiakzabon:
JavaSaipt:

1 #/caluate the RC Calendar show condition and url :]
2vars $rc_calendar _show=lib RCCondition. isCalendarShow({vars $file):
3i1f (vars $rc_calendar show)

i1

5 vars. 5xrc_calendar url=lib.RCCalendarUrl.getUrl{vars. S$file):
f if (vars.S$rc calendar url == null){

7 vars. Src_calendar show = falsa:

8

g

}
- o

To do this in Service Manager Codeless, you can define a Run Java Script rule.

HP Service Manager (9.41) Page 94 of 102



Process Designer Tailoring Best Practices Guide (Classic Mode)
Best practices for tailoring Service Manager Codeless module

Run JavaScript

cursorPosition variables to indicate if the validation is successful message to display and cursor

Please enter the JavaScript to run. You can set the returnCode, message, messageType and ﬂ
firwri .J

Rule Description * [Run JavaScript to calculate RC calendar

Condition

systemvars. Src_calendar_show=lib. RCCondition. mCalkendarShow(system vars SL_fie); =
ifisystem vars.Src_calendar_show) {
system.vars.Src_calendar_urislib RCCalendarUrlgetUrisystem vars. SL_fie);
if{system.vars.Src_calendar_uri==nuil} {
system.vars.Src_calendar_shows=false;
H
H

Additional supported rule types

The following rule types are available in out-of-box Service Manager deployments.

Rule type Description

Launch a URL Calla URL to launch a web page

Calla process Call a Service Manager process record

Case Exchange Trigger certain activities for the Case Exchange integration
Run a wizard Run a Service Manager wizard

Clear Fields Clear the specified field and related fields

JavaScript Use JavaScript to perform actions and validations
Validation

Run JavaScript Use JavaScript to perform actions and validations

Mandatory Fields Set fields as mandatory
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Mandatory
Variables

Send Notifications
Launch a Script
Send HTML Email
Start or Stop Clock
Set Field

Set Field from
Number

Validate Date

Field Validation
Against a List

Validate against
Table

Validate
Text/Number

Field Validation
Against a Table

Popup Message
Box

Assignment

Run Action

Run Scheduled

Action

Group rules

HP Service Manager (9.41)
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Description

Set variables as mandatory

Send Service Manager notifications
Launch a Service Manager script

Send an HTML Email to users or a group
Start and stop a Service Manager clock
Set a field value using JavaScript

Set field based on a number record

Validate a date against a date range

Validate a field against a list (global or defined)

Validate a field against a field in another table and fill data into other fields

Validate a field against a range of text or a number in another field of same
table

Validate a field against a different table

Create and configure popup message boxes that appear to end users

Automatically distribute records (such as tasks or records) to the groups and
individuals who are most able to process them

Run actions (defined by rule sets) on records that have a specified relationship
to the record that triggers the rule

Run actions (defined by rule sets) on records after a specified length of time
has passed

Group multiple rules into a rule group with an overall condition.
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Migrate the display options to actions

In Service Manager Classic, you must use display options to configure the buttons in a tray, more
options list, or form.

In Service Manager Codeless, you can use actions to do this. Workflow actions and Manual workflow
transitions appear in trays and more options lists as "virtual" display options, or on forms as buttons.

Display options still work in Service Manager Codeless, but we recommend that you move all display
options to workflow actions. To do this, follow these steps:

1. Identify your custom actions in the legacy states.
2. Examine the Display Screen field of each state to identify how the action is used in display options.

3. For each of your new custom actions, create a new rule set that calls the process (mapped to the
action in the state definition) directly. The "Available as action" option in the rule sets must be

selected.
4. Add the new actions to the workflows.

The mapping between the display action and the process is set in the state definition.

State Definition

Stats: an I
Display Screen: Iﬂ.edt.nmﬁcm |;-F|Q|
Initialization Process: wiew.init = [+
Format: mullsub($L. format, format in 5L, file)
Input Condition  (view stace onby): I

on-base methods

Display Action Process Mame Condithion Save First

dose im.set.dose status in 5L.file ~="resohved”

dacks im.get.dodks true

newcat im.newcat true

hot.news hot.news true

getans. search getans. search.solution true

getans retrieve getans. retrieve. solution gl

i FARE ARER A FARE_ ARER i e

The definition of the display option that uses the action contains the following settings:

HP Service Manager (9.41) Page 97 of 102



Process Designer Tailoring Best Practices Guide (Classic Mode)

Best practices for tailoring Service Manager Codeless module

« The value in the GUI option field indicates where the display option is located (tray, more option list,

or button).

o The Default Label field defines the display name.

« The Condition field contains a RAD Expression that definesthe security control.

Display Application Option Definition

ScreenID: [apm.edit.problem | [ Madifies Record Action:  [clone | et |
UniquelD:  [apm.edit.problem_clone back, close, and more are special
GUloption:  [501 Balloon Help (If Option < 200):  [Clone Current Record
Text Option: 2 Default Label:  [Duplicate Incident
Bank: |2 Text Alternative:
Condition: evaluate(SL.tableAccess.new) and SL.mode~#"add" and (category in SLfiled) isin §G.auth.categories and nullsub($G.ess, false)=false

User Condition:

@ RAD | ¢ Comments

< PreRad Expressions | < PreJavascript | & Rad | <» Post Rad Expressions | ¢ Post Javascript

Expressions are evaluated after option is selected, but before the RAD call

Swork.text=Spmc.actions
5G.clone.start="yes"

$G.clone.number=number in SL.filed

To do this by using a Process Designer action, you must first define a rule set in which the "Available as

action" option is selected.

(&) massupdate [T MassDelete % Mass Unload More = %
Id > Name = Tablename >
im.clone.relation Clone incident relations probsummary
im.clonelncident Action for cloning Incident probsummary
Trozofz 1 Show 00 records per page | ~ |
4 Back f Previous ‘ Next More w ﬁ *
Rule Set
I [ im.cloneincident | HP Proprietary
Available as action Table name probsummary @,

Name

Rules

*| Action for cloning Incident ‘

Rule Description

Pre-Capy (when ( 3L.mode ="add")

Call the Clone Incident process. (when ( $L.mode !="add"))

View Rule/Group

Then, you must add a Call a Process rule to this rule set.
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Call a Process

Flease specify a SM process o call

Rule Descriplion *r.ume Clone Incident process.

Condition { SL.mode = "add™)

Process * fm incident clone o/

You can use this "action-type" rule set at the workflow or phase levels.
« The Location column indicates where the display option is located (tray, more option list, or button)
e The ID column is set to the display name

« You can use the condition editor to set security controls
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To Do Queue: My To Do List Format Control: rootcause | Rule Set: im.clonelncident £ | Workflows © Workflow: Incident E3 ‘

B save @ Zoomin =, Zoomout [ Addphase 3 Delete [E Copy [5] Paste Edit WorkFlow Properties

&' Edit Object Properties

- - ~
& ¥y b v
Logging —>—@ Categorization B-gx—>  Inwestigation —x—> Recovery > Review E— Closure

. , L

Phase - Categorization

Details ~ Forms ~ RuleSets | Actions | Approvals — Alerts
+ Add " Edit 3£ Delete % Up 4 Down

1d Action Location Optio... Action Condition Action when complete Requires lock
Create Task Action for creating Incide... Button 3000 ( the "New" value in the "... false
Create Hot News Action for creating Hot N...  More Options List 293 ( Expression: nullsub(3G.... false
Notes Action for calling Notes More Options List 289 ( Expression: evaluate(n... false
Copy Record Action for cloning Incident  More Options List 288 Variable $G.ess Equals fa... false
Set Reminder Action for calling SetRe...  More Options List 286 ($G.es5 = "false”) false
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Send Documentation Feedback

If you have comments about this document, you can contact the documentation team by email. If an
email client is configured on this system, click the link above and an email window opens with the
following information in the subject line:

Feedback on Process Designer Tailoring Best Practices Guide (Classic Mode) (Service Manager 9.41)
Just add your feedback to the email and click send.

If no email client is available, copy the information above to a new message in a web mail client, and
send your feedback to ovdoc-ITSM@hp.com.

We appreciate your feedback!
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