Peregrine S ErVi EECE“IET

System Tailoring, Volume 2

Release 5.1

SSSSSSSS



Copyright © 2003 Peregrine Systems, Inc. or its subsidiaries. All rights reserved.

Information contained in this document is proprietary to Peregrine Systems, Incorporated, and may be
used or disclosed only with written permission from Peregrine Systems, Inc. This book, or any part thereof,
may not be reproduced without the prior written permission of Peregrine Systems, Inc. This document
refers to numerous products by their trade names. In most, if not all, cases these designations are claimed
as Trademarks or Registered Trademarks by their respective companies.

Peregrine Systems® and ServiceCenter® are registered trademarks of Peregrine Systems, Inc. or its
subsidiaries.

This document and the related software described in this manual are supplied under license or
nondisclosure agreement and may be used or copied only in accordance with the terms of the agreement.
The information in this document is subject to change without notice and does not represent a
commitment on the part of Peregrine Systems, Inc. Contact Peregrine Systems, Inc., Customer Support to
verify the date of the latest version of this document.

The names of companies and individuals used in the sample database and in examples in the manuals are
fictitious and are intended to illustrate the use of the software. Any resemblance to actual companies or
individuals, whether past or present, is purely coincidental.

If you need technical support for this product, or would like to request documentation for a product for
which you are licensed, contact Peregrine Systems, Inc. Customer Support by email at
support@peregrine.com.

If you have comments or suggestions about this documentation, contact Peregrine Systems, Inc. Technical
Publications by email at doc_comments@peregrine.com.

This edition applies to version 5.1 of the licensed program.

Peregrine Systems, Inc.

Worldwide Corporate Headquarters

3611 Valley Centre Drive San Diego, CA 92130
Tel 800.638.5231 or 858.481.5000

Fax 858.481.1751 P
www.peregrine.com & ereg

-<—.

wn


mailto:support@peregrine.com
mailto:doc_comments@peregrine.com

Contents

Chapter 1

GettingStarted . . . . . . . ... oL Lo Lo 11
Tailoring ServiceCenter . . . . . . . . . . . . . ... ..o 11
Using the System Tailoring Guides. . . . . . . . . . . . . . . . . ... 12
Knowledge Requirements . . . . . . . . . . . . . . ... ... 13
Examples . . . . . . . . L. L Lo 13
Contacting Customer Support . . . . . . . . . . . . . ... .. 13
Peregrine’s CenterPoint Web Site . . . . . . . . . . . . . . . .. .. 14
Corporate Headquarters . . . . . . . . . . . . . . . . ... .. .. 14
North America and South America . . . . . . . . . . . . . . . ... 14
Europe, Asia/Pacific, Africa. . . . . . . . . . ... 0oL 14
Contacting Education Services . . . . . . . . . . . . ... ... ... 15
The DocumentEngine . . . . . . . . . . .. ... .. 0. 17
Main RAD Applicationsand Flow . . . . . . . . . . . . .. . ... .. 18
The Doc EngineFlow . . . . . . . . . . . . .. ... .. ... 20
Accessing the Document Engine . . . . . . . . . . ... . ... .. 21
Objects . . . . . . . . Lo 22
Fields on the Object Definition panel . . . . . . . . . . . . . . . .. 23
The ObjectInfoTab. . . . . . . . . . . . . . . ... .. ... 24
The Locking/Revisions Tab. . . . . . . . . . . .. ... ... ... 26
Variable/Global Lists Tab . . . . . . . . . . . . . ... ... ... 27
TheAlertsTab . . . . . . . . . . . . . . . oo 28
The Approvals Tab . . . . . . . . . . . . . ... ... 30
The SCManageTab. . . . . . . . . . . . . . . ... ... .. 32
ThelnboxesTab . . . . . . . . . . . . . ... L. 34

Contents € 3



ServiceCenter

States . . . . . Lo oL 35
Creating States . . . . . . . . . . . . .. ..o e 35
Fields on the State Definition panel . . . . . . . . . . . . . . . . .. 37

Processes . . . . . . . . ..o Lo 37
Creating Processes . . . . . . . . . . . . ... oo 37
The Process Definition Panel . . . . . . . . . . . ... ... ... 39
The Initial Expressionstab . . . . . . . . . . . . ... .00 L. 40
TheRADtab. . . . . . . . . . . . ..o 40
The Final Expressionstab . . . . . . . . . . . . ... ... L. 41
The Next Processtab . . . . . . . . . . . . . . ... ... ... 42

Standard Variables . . . . . . . .. ..o o000 0oL 42

Example: Add a Menu Option to the Options Menu . . . . . . . . . . .. 44

Chapter 2 Validity Table Processing . . . . . . . . . . . . . .. .. .. ... 49

Accessing the validity File. . . . . . . . . . . . ... ... . 50
MenuAccess. . . . . . .. ..o o o e e e 51
Database Manager Access . . . . . . . . . . . ..o 53
Command Line Access. . . . . . . . . . . . .. oo 54

Field Definitions . . . . . . . . . . . . . . . ... 56
StandardInfoTab . . . . . . . . . . . . ... 56
Secondary File QueryInfotab . . . . . . . . . ... ... oL 62
Alternate Applicationtab . . . . . . . . . ..o 0oL 66

Value Summary Detail . . . . . . . . . . ..o 67
Field Definitions . . . . . . . . . . . . . . . .. ... 69

Range Summary Detail. . . . . . . . . . . ... o000 L 70
Field Definitions . . . . . . . . . . . . . .. .. ..o 73

Creating Validity Table Definitions . . . . . . . . . . . . . . . . . .. 75
Task 1: Add Field Level Definitions . . . . . . . . . . . . . . .. .. 75
Task 2: Add Value Definitions . . . . . . . . . . . . . . ... ... 78
Task 2: Add Range Definitions . . . . . . . . . . . . . . .. .. .. 79
Task 4: Validate the Validity Definitions . . . . . . . . . . . . . . .. 82

Deleting Validity Record Components . . . . . . . . . . . . . . .. .. 84

Printing Validity Definitions . . . . . . . . . . . . . . . . ... ... 86

Invoking Validity Table Processing. . . . . . . . . . . . . . . .. ... 88
Validating Fields During Record Processing. . . . . . . . . . . . . .. 88
Look-up Processing . . . . . . . . . . . . . ..o 93

4 ) Contents



System Tailoring, Volume 2

Examples . . . . . . .. ..o 98
Validity Table Specifications . . . . . . . . . . . . . . . ... .. 100
Invoking Validity with Format Control. . . . . . . . . . . . . . .. 114
Invoking Validity with a displayoption. . . . . . . . . . . . . . .. 115
Example 1: Run-Time Validation . . . . . . . . . . . . . . . . .. 115
Example 2: Assisted Entry . . . . . . . . . .. ..o L. 121
Example 3: Validity Lookup Option . . . . . . . . . . . . . . . .. 124
Example 4—Special Processing . . . . . . . . . . .. . ... ... 127
Example 5—Basic Array Validation . . . . . . . . . . . . . .. .. 136
Additional tips . . . . . . . ..o 142

Chapter 3  NotificationEngine . . . . . . . . . . .. . ... 0000 143
The Notification File . . . . . . . . . . . . . . ... ... ... 144
Editing a Notification Record. . . . . . . . . . . . . . .. .. .. 148
Adding new fields to a NotificationRecord . . . . . . . . . . . . .. 150
Calling Notification from Format Control . . . . . . . . . . . . .. 153
Messages . . . . ..o oL e e e 154
Message Type . . . . . . . . . ..o 156
Fields on the Message TypePanel . . . . . . . . . . . . .. . ... 157

On Call Scheduling . . . . . . . . . . . ... ... 157
Fields on the Oncall Schedule Panel . . . . . . . . . . . . . . ... 158
Creating an oncall schedule. . . . . . . . . . . . ... ... ... 159
Modifying an oncall schedule. . . . . . . . . . . . ... ... .. 160
OncallFlow . . . . . . . . . . . .. . oo 162

DailyOnCallRecords . . . . . . . . . . . . . ... ... ... .. 163
Example: On Call Schedule. . . . . . . . . . . . ... ... ... 164
Exceptions. . . . . . . . . . ... Lo 167
Default Notification Definitions. . . . . . . . . . . . . . . . ... 167

Chapter 4  Global Lists/ Global Initer . . . . . . . . . . ... ... ....... 171
Starting the Server Side Component of the Global Initer: . . . . . . . . 172
Moving a Global Listtoaclient:. . . . . . . . . . . . . . ... .. 172
Global Initer Considerations: . . . . . . . . . . . . . . . .. ... 172

Lister . . . . . . . . ..o e 173
Listrecords . . . . . . . . . . . . . ..o 173
Field Definitions . . . . . . . . . . . . . . . . ..o 175

Contents €4 5



ServiceCenter

Advanced fields. . . . . . . . . ..o oL 176
Global Lists . . . . . . . . . . . . ..o 177
BindingaListtoaForm . . . . . . . . . . . ... ... ... 177
Returning a Listto Your Client . . . . . . . . . . . . . . . ... .. 178

Building listsonstartup . . . . . . . . . . . ... Lo 178

Configuring with Format Control . . . . . . . . . . . . . . . ... 180
Troubleshooting Lister. . . . . . . . . . . . . . . ... ... ... 181

Verify Lister Status and Configuration . . . . . . . . . . . . . . .. 182

Regenerate Obsolete Lists . . . . . . . . . . . . . .. ... ... 185

Regenerate All Lists . . . . . . . . . . . . . . . ... ... ... 186

Chapter 5 OnlineHelp . . . . . . . . . .. ... ... .. 191
ViewingOnlineHelp . . . . . . . . . . . .. ... ... 192

HelpRecord Fields . . . . . . . . . . . . . . . ... ... ... 193

Userviews. . . . . . . . o . o oo e e e e e e e e 197
Accessingthe helpFile . . . . . . . . . . . .00 198

Database Manager . . . . . . . . . . . . . oo 199

CommandLine. . . . . . . . . . . .. ... Lo 199

ToolbarButton. . . . . . . . . . . ... ..o 200

HelpMenu . . . . . . . . . . . oo 200
TypesofHelp. . . . . . . . . . . . . . ..o 201

Field—File Specific . . . . . . . . . . . . . ... 202

Field—Form Specific . . . . . . . . . . . . ... 203

Field Contents . . . . . . . . . . . . . . ... 203

Form . . . . . . . . o000 205

Term . . . . . Lo 0oL 205
CreatingOnlineHelp . . . . . . . . . . . ... . ... ... ... 206
Related Information. . . . . . . . . . ... ... .o 208

Creating Keyword Records . . . . . . . . . . . . . .. ... ... 209

Displaying Related Information. . . . . . . . . . . . . . .. ... 211

Chapter 6  The Cascade Update Utility . . . . . . . . . . .. ... ... .... 213
Cascade Updates . . . . . . . . . . . . ..o 213

Creatinga CascadeUpdate . . . . . . . . . . . . . . ... ... .. 214

Creatinga Trigger Record . . . . . . . . . . . . .. . ... ... 214

Create a Cascade Update Configuration Record . . . . . . . . . . . . 216

6 - Contents



System Tailoring, Volume 2

Example. . . . . . . . . ..o 219
Chapter 7  DisplayOptions . . . . . . . . . . . v o v 0 v 223
Creating Options . . . . . . . . . . . . . . . ..o oo 223
Sortingacolumn . . . . . . . . . ... Lo oL 224
Opening an external application. . . . . . . . . . . . . . . ... .. 231
BalloonHelp. . . . . . . . . . . ..o 236
Chapter 8  The Display Application . . . . . . . . . . . .. ... ... 237
Accessing Display Records . . . . . . . . . .. ..o 239
Displaymaster File. . . . . . . . . . . . . ..o, 240
DisplayscreenFile. . . . . . . . . . . ... ... 241
Showing/Hiding Display Screen Names . . . . . . . . . . . . . .. 241
Mainstructure . . . . . . . . ... L. e e e 242
Initializationtab . . . . . . . . . .. o000 0oL 243
Optionstab . . . . . . . . . . Lo 244
Eventstab . . . . . . . . .. ..o o000 246
Displayoption File. . . . . . . . . . . ... ... 247
Fields. . . . . . . . . .o oo 248
RADtab. . . . . . . . . o 249
Commentstab . . . . . . . . .. ..o 250
Database Dictionary keys. . . . . . . . . . . . . .. ... ... 250
Displayevent File . . . . . . . . . . . ..o oL 251
Fields. . . . . . . . . . o s 251
Database Dictionary keys. . . . . . . . . . . . . ... ... 253
Creating a displayscreenrecord . . . . . . . . . . . . .. . ... .. 254
Procedures for creating displayoptions . . . . . . . . . . . . . . .. 254
Restricting Access . . . . . . . . . . . .. ..o 255
Selecting theoption. . . . . . . . . . . . .. ... 256
Defining a capabilityword . . . . . . . . . .. ..o 257
Display conditions . . . . . . . . . . . . ... 258
Adding operator capability . . . . . . . ... o000 260
Testing the displayoption . . . . . . . . . . . . ... ... ... 262
Callingan Application . . . . . . . . . . . . ..o 264
Threading . . . . . . . . . . ..o 264
Scripts . . . L L Lo e 266

Contents €4 7



ServiceCenter

Creating Displayscreen Records: Advanced Topics . . . . . . . . . . .. 268
CustomRAD . . . . . . . . ..o 269
Scriptforms . . . . . . ... L 270

Chapter 9  Advanced Operations . . . . . . . . . . . .« . v v v v v v v v 273

Copying a Database Dictionary . . . . . . . . . . . . . . . .. ... 273
Copying Database Dictionary recordonly . . . . . . . . . . . . .. 274
Copying Database Dictionary record and datarecords . . . . . . . . . 275

Renaming a Database Dictionary Record . . . . . . . . . . . . . . .. 277

Deleting a Database DictionaryRecord . . . . . . . . . . . . . . . .. 278

Resetting the Database and AllRecords. . . . . . . . . . . . . . . .. 278

Information Pooling. . . . . . . . . . . .. . ..o, 281
Modifying pool settings . . . . . . . . . . . .. ... ... 282

SearchingforaField. . . . . . . . . . . .. ... ... 283

Creating Subtables from an Array of Structures . . . . . . . . . . . .. 284
Organization in the Database Dictionary . . . . . . . . . . . . . .. 285
How to create subtables from an Array of Structures . . . . . . . . . . 285
Actions . . . . . L L L L 288

Chapter 10  Adding and Modifying Fields in the Database Dictionary . . . . . . . . . 291

AddingaNewField . . . . . . . . . ... 0000000 291
Forming fieldnames . . . . . . . . . . . .. ... ... 292
Scalarfields . . . . . . . . . ..o 292
Arrays. ... oL L Lo oo e e e e e e 295

Structures . . . . . . . . . ... Lo 298

Fields within structures . . . . . . . . . . . . .. ... ... 300

AliasFields. . . . . . . . . . .. .. oo 308
Addinganaliasfield. . . . . . . . . ... ..o 309

AddingaKey. . . . . . . ..o 315
Addingakeyasthefirstkey . . . . . . . . ... ..o 315

ModifyingaField . . . . . . . . . . ..o o000 324
Modifying field types: character (scalar) <->array . . . . . . . . . . . 325
Changing data types: character <->number . . . . . . . . . . . .. 328

ModifyingaKey . . . . . . . . ..o 331
Modifying keys: nulls & duplicates <->unique . . . . . . . . . . . . 331
Modifying keys: single <-> concatenated . . . . . . . . . . . . . .. 333

8 > Contents



System Tailoring, Volume 2

DeletingaField. . . . . . . . . . . . ..o 335
DeletingaKey . . . . . . . . . . ..o 337

Chapter 11 Buildingthe Calendar . . . . . . . . . . . ... ... 0. 341
PreparingtheFiles . . . . . . . . . . ... ..o 344
Buildingthe Calendar . . . . . . . . . . . . ... ... .. 345
Processingrules . . . . . . . . ... ..o 346

Viewingthe Calendar . . . . . . . . . . . . . ... ... ... 348

Chapter 12 CalendarForms. . . . . . . . . . . . v v v v vt e e e e e e e e 349
Accessing the Calendar Menu. . . . . . . . . . . . . . ... ... 349

Overview of Calendar forms . . . . . . . . . . . . . .. ... ... 350
DailyHours . . . . . . . . . . . . .o 350

The DutyHoursForm . . . . . . . . . . . . . . .. ... .. ... 354

Creating a new Duty Hoursrecord . . . . . . . . . . . . . . . .. 357

Updating an existingentry . . . . . . . . . . . . . ... ... 359

Deleting an existingentry . . . . . . . . . . . ... ... 359

Holidays. . . . . . . . . . . . . . ... 360

The calholidays database . . . . . . . . . . . . . .. ... 362

Creating a new holidayentry . . . . . . . . . . . . . . ... ... 362

Updating an existing holidayentry . . . . . . . . . . . . . . . .. 364

Deleting an existing holidayentry . . . . . . . . . . . . . . . ... 365

Creating a new Holidaytable . . . . . . . . . . . . . . ... ... 366

Chapter 13 Calculating Datesand Times . . . . . . . . . . . . . ... ... 367
The Alert Date Calculation Process . . . . . . . . . . . .. .. ... 367

RAD subroutineexample . . . . . . . . . . . ... oo 368

Format Controlexample. . . . . . . . . . . . . . .. ... ... 369

Alert Date calculation examples. . . . . . . . . . . . . ... ... 370

The Date Interval Calculation Process . . . . . . . . . . . . . . ... 373

RAD subroutineexample . . . . . . . . . . ... 0oL L. 373

Format Controlexample. . . . . . . . . . . . . . ... ... .. 374

Date interval calculation examples. . . . . . . . . . . . . . . ... 376

Index . . . . . . L o e e e e e e e e 379

Contents €9



ServiceCenter

10 > Contents



Getting Started

The ServiceCenter System Tailoring Guides have supplemental information
for system administrators who install and configure ServiceCenter. Tailoring
is any change to standard functionality without changing actual code. For
example, you can:

m Change the look and operation of forms.

m Change default values for objects on forms that ServiceCenter uses for
field validation.

m Create macros, scripts, and stored queries.

m Changes to record definitions.

Use these guides to make further changes to support site-specific
requirements, including special field validation, new or modified forms
design, expanded or varied workflow, and automatic notifications.

Tailoring ServiceCenter

Most tailoring can be done using high-level ServiceCenter tools, without
directly changing the RAD code that is the actual ServiceCenter development
medium. There are several tailoring tools, including the Database Manager,
Format Control Editor, Link Editor, and Revision Control that enable you to
manipulate the common RAD code sets and algorithms in the document
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engine. Because these tools enable extensive changes to ServiceCenter,
Peregrine recommends that you analyze your requirements carefully before
you begin tailoring implementation. Balance the gains of tailoring against

simplifying future upgrades to new releases.

Using the System Tailoring Guides

System tailoring information appears in three separate guides. The following
table shows the focus of each guide and where you should look for more
information.

System Tailoring Guide,
Volume 1

System Tailoring Guide,
Volume 2

System Tailoring Guide,
Volume 3

® Forms Designer

® Document engine overview

® Incident management

® Format Control

m Validity table processing

m Stored queries

B Array maintenance

® The notification engine

® Sequential numbers

m Special processing
considerations

m Global lists and Global initer

W Scripting

m Sequential numbering for
Format Control

m Using and creating online help

m Plug-in support

m Format Control processes

m The Cascade Update utility

m Creating wizards

m Format Control posting

m The display application

m Creating and editing macros

m Format Control error messages

m Advanced operations

m Development audit utility

m Format Control common
applications

m Adding and modifying fields

m Revision control

m Publishing ServiceCenter
information

m Calendar management

m DDE support

® Static messages

m Data Policy

B System management

m Clocks

m Servicelnfo forms

m System language: data types,
variables, operators,
expressions

m ServiceCenter default variables

® Link management

m Virtual joins
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You can use the Acrobat Search feature to locate more specific topics on the
ServiceCenter 5.1 documentation CD-ROM.

Knowledge Requirements

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

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

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

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

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

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

m For copies of the guides, download PDF versions from the CenterPoint
web site using the Adobe Acrobat Reader, which is also available on the
CenterPoint Web Site. For more information, see Peregrine’s CenterPoint
Web Site on page 14. You can also order printed copies of the
documentation through your Peregrine Systems sales representative.

Examples

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

Contacting Customer Support

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

You can also find information about version compatibility, hardware and
software requirements, and other configuration issues at Peregrine’s
Centerpoint web site: http://support.peregrine.com

1 Log in with your login ID and password.

2 Select Go for CenterPoint.

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

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

Corporate Headquarters

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

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

North America and South America

Telephone: (1) (800) 960-9998 (US and Canada only, toll free)
+(1) (858) 794-7428 (Mexico, Central America, and
South America)

Fax: +(1) (858) 480-3928

E-mail: support@peregrine.com

Europe, Asia/Pacific, Africa

For information about local offices, see Peregrine’s CenterPoint Web Site. You
can also contact Corporate Headquarters.
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Contacting Education Services

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

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

http://www.peregdrine.com/education
Address: Peregrine Systems, Inc.

Attn: Education Services
3611 Valley Centre Drive

San Diego, CA 92130
Telephone: +1 (858) 794-5009
Fax: +1 (858) 480-3928

Contacting Education Services <€ 15
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CHAPTER

The Document Engine

The Document Engine provides:

m Consistent behavior across modules for standard actions, such as list, view
and search.

m A central point for setting privileges and behavior across modules.

m A means to customize ServiceCenter without touching the RAD layer of
the product.

The Document Engine comprises Objects, States, and Processes to centralize
tasks. The Document Engine controls behaviors with Objects. An Object is
referenced whenever a form is opened and determines behavior for the state
of the form. (open, list, search, etc.) Implementers can change behavior easily
for standard actions across ServiceCenter in one place with one Object.

The relationship between Objects, States, and Processes is hierarchical:

= Objects handle States and Processes, which are called from the module.
Objects are overall file behavior definitions.

= States define how a record is displayed and what options are available
at specific times and circumstances. For instance, States can determine
an action, such as Save, given a user’s access privileges. Processes are
called by States.

= Processes use RAD expressions to perform work. Processes modify
information or perform an action on records.
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Implementers can use the Processes shipped with ServiceCenter to build
their own States and Objects.

Peregrine ships default Objects, States, and Processes. The Document Engine
is designed to meet the needs of most customers out of the box, yet still retain
flexibility. Before making changes to any Objects, States, or Processes,
Peregrine recommends making a backup of the files you modify.

Main RAD Applications and Flow

When working with a database driven application, there are three basic
record sets that the user will be viewing at any one time:

m Zero records — when searching for information.
= Many records — when looking at a list of information.
= One record — when making changes to a single record.

The three main RAD applications used by the Document Engine mirror this
idea.

se.search.engine

The search engine is used when there are no records being viewed. The main
purpose of this routine is to formulate a query and select records from the
correct database file. This routine may also be used for the initial entry of
information into a blank record for the purpose of adding a new record to
the database.

se.list.engine

The list engine is used to display multiple database records. Using the list
engine a user may select a specific record from the list, or perform actions on
the entire list of records.

se.view.engine

The view engine is used to display a single database record. This application
is used to perform actions against a specific record, such as updates or
deletes.

The RAD routine used is simply determined by the number of records being
acted on at any time.
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Note: When using ServiceCenter’s record list functionality, the view engine
is used for both the list and single record information.
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The Doc Engine Flow

Search=0
Display =1
List>1 » Get Object Record
Get Category * /|: *if defined
Get Phase *
Get Join file *
4
Use Field ID from
Get State PBDict
Use the state
associated with
current function —— | Use DEFAULT
(open, list, search, state
or default)
get Form (get .
display from state —¥| Run initial process —» I;RZ?)IO;?/;
record)
Figure 1-1:

Doc Engine Flow Part 1 (Before the record is displayed)
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Integration to Locking
performed here.

Record is
Displayed

v

User performs
action (presses
Enter)

Save

yes

Do€s $L.actie .
exist in state Is condition S | Is Run Check $L.exit
yes true first option no»  Run Process Standard falseq (decide.process.e
record? true or false X .
tion se! xit.1)
exist again in no-» Return to Display
no ate record?
yes
true
Y
oes $L.ac © Perform requested / .
exist in base - > Exit
Drocess? $L.action

Figure 1-2: Doc Engine Flow Part 2 (After the Record is Displayed)

Accessing the Document Engine

To access the Document Engine:

Start a ServiceCenter Client and log in as an administrator.
Click the Utilities tab in the ServiceCenter main window.
Click the Tools button.

Click the Document Engine tab. From here, you can access the three areas
that control the Documentation Engine: select either Objects, States, or
Processes.

H W N =
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Objects

Objects are a base set of definitions that determine behavior of screens and
panels and set the definitions and governing rules for behavior. Objects
should correspond on a one-to-one basis with dbdicts. Each file within
ServiceCenter can have an associated Object record, although it is not
required. If a file does not have an associated Object record, the Default
Object is used.

Objects have a one-to-one relationship with database dictionaries.

Database dictionaries without a corresponding Object record will use
the DEFAULT Object, and will have standard database functionality.

All Objects should have an open, list and default State defined.

If a record has a field called “State,” then the value of that field will
override the default state.

The Object record sets up the definitions and governing rules for the
behavior of the file within the Document engine.

The definitions that are set within the Object file include:

The ServiceCenter file name and unique key structure.

The application used to create the object’s profile (which determines
what actions may be taken against a record by an operator).

The State records used in specific circumstances (see the States section
for more details).

The category, phase, and paging file names for the object (if used).
The name of the number record to be used for this object.
How locking is to be used by this object.

Which variables should be available to processes that run against this
object.

Which global lists should always be available when using this object.
How alerts are processed against this object (if any).

How approvals are processed for this object (if any).

Objects Shipped with ServiceCenter

For a list of the Objects shipped with ServiceCenter, perform a true search
from the Objects panel.
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Creating Objects
To create an Object:

1 Access the Document Engine panel. See Accessing the Document Engine for
steps.

2 Click Objects. The Objects panel opens.

3 Using the tabs on the Objects panel, fill in the fields required to create an
Object that will perform the functions you desire. See the field descriptions

that follow.
ServiceCenter - [Object] _|Oj =
@ Eile Edit Wew Format Options List Options Window Help =7 5[
70a/9 |
ok ¥ Cancel €€ Previows 3% Mewt vl add [ Save T Delste 07 Find s
Obiect Marne [ Common Name =
DEFAULT
Object B5
assignment a5
1432+ |~
Object Definition
File Mame: | Approval Unigue Key. unique. key j
Comman Mame: 60 file. name j
Approval
ObjgctInfo | Locking/Revisions | Variables/Global Lists | Aletts | Approvals | SCManage |
Description Field: |
Profile Application: Iapprnval enviranment  B[2] DOpen State: Iapprnval i 82|
Profile % ariable: |$L ery Close State: I BlA]
Mumber Record Mame: I JEI| List State: Iappruval list [
Category File Hame: I [El) Detault State: Iapprnval wig B2
Fhase File Name: I & Search State: |db.search Bla]
Paging File: I JEl) Erowse State: [db.browse JETE]]
Master Format Contral I [E] Marual States: I [EE]
Jaindef: I 22| I 82|
Ready | insert | Object.qbe.a [S]

Figure 1-3: The Object Info tab

Fields on the Object Definition panel

There are six tabs on the Objects panel, and three fields not associated with a
tab:
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File Name - Enter a file name for the object. We recommend using the dbdict
name that this object corresponds to.

Common Name - Enter a common name for the object. The common name
can be a simple name, such as request, or a number that corresponds to a
number in the sc.message file

Unique Key - The Unique Key for the Object should match the
corresponding dbdict unique key field.

The Object Info Tab

General properties and Object behavior are specified with the fields under
the Object Info tab.

Description Field - Enter a short description of the Object, if desired.

Profile Application - Enter the RAD application or profile that determines if
a user can perform certain functions, such as add, delete, and so on. For
example, rm.environment.

Profile Variable - This field is optional. Enter a variable that can be accessed
any time this Object is called, without accessing the environment record. For
example, $G.ocmq.environment.

Number Record Name - This field is optional. Define a number class inside
the object, which can be referred to in a Process or RAD code.

Category File Name - Enter the file name that links with the category file
associated with this Object, if applicable. When displaying a record of this
type, if a field called category exists, then the Object will go to the Category
file and select a record with a corresponding name. If found, the system will
store the Category File Name as a variable: $L.category

Phase File Name - Enter the file name that links with the phase file associated
with this Object, if applicable. When displaying a record of this type, if a field
called phase exists, then the Object will go to the Phase File and select a record
with a corresponding name. If found, the system will store the Phase File
Name as a variable: $L.phase.

Paging File - Enter the name of the file to store pages in. Pages are created
every time a record is updated, creating a detailed audit trail.
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Master Format Control - Enter the name of the master format control
record, if one exists for the record. Master Format Control allows you to
define in one record the Format Control statements that apply to all phases
in an area, for example Change Management Request Phases.

Joindef - Join Definition, if used, or variable pointing to a join. For example,
"joindef in $L.category".

Open State - Enter the State to use upon opening.
For example, rmq.view.

Close State - Enter the state to use upon closing.

List State - Enter the State to use for listing results.
For example, rmgq.list.

Default State - Enter the default State of the Object.
For example, rmq.view.

Search State - Enter the State to use for searching.
For example, rmq.search.

Browse State (text mode only) - Defines the State to use when records use
locking. Essentially, this field defines a read-only State.

Manual State - List all possible states other than default.
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The Locking/Revisions Tab

The Locking/Revisions panel is used to determine the locking behavior for
the Object, as well as revision behavior.

L_Giaddanskalinl s a2 I e ==y
@ Eile Edit Wew Format Options List Options Window Help B ﬂlﬂ
770G 9l

WOk 3 Cacel €€ Previows 39 hest ofadd  [JSave  TiDekte 00 Fnd 4 Fil m|
Obiect Marne [ Comman Name Iﬁl
DEFAULT
Object [}
assignment )

132+ |~

Object Definition
File Mame: | Approval Unique key: unique.key d
Commen Name: 60 file.name j

Approval
Object Info | Locking/Revisions | Warishlss/Glnhal Lists | Alerts | Appravals | S0 Manage |

Usge Locking:

Lock On Display: |

Lack Parent Record i

Farent Locking Information

Parent 1d Field Parent Filename/Object H

| .

4| | W

evisioning Definitions

Revision File Name: I

Max # of Revisions: I
Ready | insert | Obiject globject.view] [S]

Figure 1-4: The Locking/Revisions tab

Use Locking - Select this check box to enable locking.

Lock on Display - Enter a condition that evaluates to True or False. The
system will attempt to lock the record as soon as it is brought up. Use Locking
must be enabled for this field to work.

Lock Parent Record - Locks the current record, and the record’s parent.

Parent Id Field - Enter a field name in the current record that contains the ID
of the parent.

Parent File Name/Object - The name of the file that contains the parent
record.

26 »Chapter 1—The Document Engine



System Tailoring, Volume 2

Revision File Name - Revisions will be saved to the file name you enter here.

Max # of Revisions - The total number of revisions allowed for this Object. If
left blank, then there is no upper limit.

Variable/Global Lists Tab

The Variable/Global Lists Tab is where you set local variables and global list
properties. Global lists are built and stored in memory and available to the
Object for as long as the Object persists.

=~ ERTETS
) Fle Edt Yiew Formst Options List Options Window Help - = x|
$BE 7?00 9
0K 3 Concel €& Previow 3P New  offradd [ Save ] Delte 77 Find T
OBieelame e [ ommer Hameln i b R i R R Jﬂ
DEFALLT
Obiject B5
assignment 85
1/32+ |~|
Object Definition
File Mame: [Approval Unique Key: nique key B
Common Name: [51] file.namme: j
Approvval
Object Info | Locking/Revisions | Variablzs/Global Lists ‘Alerts | Approvals | SCManage |
Local Variables: [leanappove ||  Global Lists EE|
$L.approval parent Ble|
$L.approval parent. object [EIE|
L. approval groups: JEI |
$L.can.retract Ble]
3L.can.overide [EIF|
$L.ovenide Bl2|
e
2l
[Ef JETE|
Ready ingert | Object.globject. view] [$]

Figure 1-5: The Variable/Global Lists Tab

Local Variables - Enter a list of local variables that are not part of the base
function, but can be used in Processes. Local variables are defined by the user
and must exist prior to being called. Local variables are assigned to the Object
you are creating and are available to all Processes and States associated with
the Object. Local variables are not available to other Objects.
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Global Lists - Global lists, once created, are available to all Processes. Global
lists can be run on login, if they exist in the global list file. Global lists are

available every time you access the Object. See Global Lists on page 177 for
more information.

The Alerts Tab

The Alerts tab is where you set variables and conditions for alerts. Any object
that has a unique key can use these alerts.

A ERTET .S

[ Ble Edt ¥ew Format Options ListOptions Window Help —181x|

bmE|rea[9
V0K 3 Cancel €4 Praviou: 9P Newt ol add  [JSave [T Delets 7 Find g Rl T

Objecthame | CommonName S EI

DEFALLT

Obiect 65

assignment 5

1132+ |~

[Object Definition

File Name: Eppioval Urique Key [omiquekey -

Common Mame: 60 ;Fi\a.name j

Approval

Object Info | Locking/Revisions | Varisbles/Global Lists | Alets | Approvals | SCManage |

Alert Location |
Alert Condition: r‘mww
Alet Field Name ——
Alert Status Field r‘““w
Alert Update Process: Bl2]
Log Aletts? o

Pracess Aletts on Parent? [~

Recalculate Alerts if: I
Heset Alets if [

Ready

ingert | Object.globject. view] [S]

Figure 1-6: The Alerts Tab

Alert Location - Specify the location to store alerts. You can enter one of the
the following:

= Phase: Store alerts in the Phase record defined on the Object Info tab.
= Category: Store alerts in the category file defined on the Object Info tab.

= Record: Store alerts in the record itself.

Alert Condition - Enter a logical condition to determine whether or not to
process the alert. For example, open in $L.file~=false
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Alert Field Name - Enter the field name that contains the actual alert name,
as defined by Alert Location.

Alert Status Field - Enter the field in the current record in which to put the
alert status, after the alert is processed.

Alert Update Process - Enter additional functions that the system will
perform after the alert runs.

Log Alerts? - If selected, then alerts are logged to the Alertlog file.
Process Alerts on Parent? - If you have selected the Locking Parent Record
field on the Locking/Revisions tab and you select this checkbox, then when

the alert is activated it will register against the parent record.

Recaclulate Alerts If - Logical condition as to when to recalculate conditions
on existing alerts.

Reset Alerts If - Logical condition as to when to delete existing alerts and
recalculate all conditions from scratch
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The Approvals Tab is where approval and notification options are set for the
Object. Approvals are defined in the ApprovalDef file.

Object Definition

File Mame: iApplnval Unique Key: 1umque key j
Cormnon Marne: E] [fie.rame |
Appioval

Obiject Info |LUckinng|evisiUns |Va|iablesJG\Uba|L\sts |A\erts Approvals | SC Manage |

Approval Lozation:

Approval Field Mame:

|
W
Approval Status Field:
I
|
W

Approval Groups:
Lpproval Tupe:

Approval Notification: Bl£]

Approval FC: Denial Matification: W
Approval Process: W Retraction Motification; W
Denial Process: r—_—_—___lﬂj_ﬁj_ Final &pproval Motification i___—_—___EIE
Preapprave On Open: W Final Denial Motification: W
Log Approvals? [

Recalculate Approvals if: ]

Reset Approvals i 1

Ready insert | Object.globject. view] [5]

Figure 1-7: Approval Tab

Approval Condition - Logical condition defining when to use approvals.

Approval Location - Where the approval information is stored: record,
phase, object, or category.

Approval Field Name - Enter the field name that contains the actual approval
name, as defined by Approval Location.

Approval Status Field - Enter the field in the current record in which to put
the approval status after the record is approved or denied.

Approval Groups - Variable that contains the groups the current user must
be in to issue approvals for this object.

Approval Type - There are four pre-defined approval types:

m All must approve: The record is approved when all members of the
approving group issue an approval.
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® One must approve:- The record is approved with one approval from any
member of the approving group.

® Quorum - The record is approved as soon as a majority of the approving
group indicate approval.

m All must approve - immediate denial - All approvers must approve the
record. The first denial causes the status to change to Deny. All approvers
do not need to register their approval action.

Approval FC - Enter the Format Control record to run when an approval is
performed.

Approval Process - Enter the Process that runs when the record is approved.
Denial Process - Enter the Process that runs when the record is denied.
Preapprove On Open - This field determines whether or not the record
should be automatically approved. If the user belongs to one of the pending
approval groups, the approval is processed automatically. If the user does not
belong to one of the pending approval groups, the approval does not occur

automatically, and must then go through the regular approval process

Enter true, false, or an expression that evaluates to either value. This field is
true by default.

Log Approvals? - Select this check box to log approvals.

Recalculate Approvals If - Logical condition as to when to recalculate
conditions on existing approvals.

Reset Approvals If - Logical condition as to when to delete existing approvals
and recalculate all conditions from scratch.

Approval Notification - Enter the notification that will run when an approval
is performed.

Denial Notification - Enter the notification that will run when a denial is
performed.

Retraction Notification - Enter the notification that will run when retracting
a previous action.
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Final Approval Notification - Enter the notification that will run when the
record is approved.

Final Denial Notification - Enter the notification that will run when the
record is denied.

The SC Manage Tab

Object Infa |L0c:king.-"F|evisions |\u"ariab|es.-"GIObaI Lists |Alerts |Approvals 5C Manage

5C Manage Condition: ||true |
5 Manage Display Format: |sc.manage.generic [EIFa]
5C Manage Default Inbow  [AI my Approvals [EIFa]

5C Manage Default Query: l— Default Query Description: l—
Thread Inbow > Search? [ | Search Fomat (if necessan|  B[2|
Thread Search > itz [ | Thread List > Edit? 7
Thread Inbax > Edit? 7

Allows Add Condition: [Falz=

Add/Open Application:

Farameters Mames | Walues j

Feady ingert | Object. globject. view] [S]

Figure 1-8: The SC Manage tab

The fields on the SC Manage tab control Queues and how they are displayed
as well as threading and who can create inboxes. These same fields can be
found in Data Policy, for files that do not have an associated Object record.

SC Manage Condition - Enter a condition that allows only certain users to
add queues as inboxes. For example, index("SysAdmin", $lo.ucapex)>0

SC Manage Display Format - This field determines how to display queues for
data on a file by file basis. ServiceCenter ships with a default display format:
sc.manage.generic. Peregrine recommends you do not change the
sc.manage.generic file.

SC Manage Default Inbox - State the default inbox for this queue. By
specifying a user inbox record for a particular user, a specific list of inboxes
can be set up for the SC Manage queues. If a user does not have a record, the
DEFAULT user inbox record is used.
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SC Manage Default Query - Enter a default query to run, if no default inbox
was selected.

Default Query Description - Enter a description of the above field. You can
associate a message with this field. For example, scmsg(492, "us").

Thread Inbox -> Search? - Enter true, false, or an expression that evaluates
to either to specify whether or not a new thread is opened when a user moves
from an inbox to a Search screen.

Search Format - Enter a default search format.

Thread Search -> List? - Enter true, false, or an expression that evaluates to
either to specify whether or not a new thread is opened when a user moves
from a Search screen to a List.

Thread List -> Edit? - Enter true, false, or an expression that evaluates to
either to specify whether or not a new thread is opened when a user moves
from a List to an Edit screen.

Thread Inbox -> Edit? - Enter true, false, or an expression that evaluates to
either to specify whether or not a new thread is opened when a user moves
from an Inbox to an Edit screen.

Allow Add Condition - Enter an expression that evaluates an operator’s
ability to add a record.

Add/Open Application - Fill in the name of the application to call when a
record is added or opened.

Parameters

m Names - Enter the parameter names to be passed to the application
specified in the Add/open Application field.

m Values - Enter parameter values to be passed to the application specified
in the Add/open Application field.
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The Inboxes Tab

& ServiceCenter - [Object] [_ O]
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v’ 0K 3 Carcel €€ Pravious 3% Newt o Add H save 7 Delete ~ | Find 4 Fil

Object Definition

File: M ame: Object Unique Key: d
Common Name: E5 j
Object

Object Info ‘Luck\ngﬂﬂewslons |\u’anab\estIohal Lists |Ale|ls |Approvals SCManage  Inbores ‘

Can Create Personal Inboxes: E
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Figure 1-9: The Inboxes Tab

Can Create Personal Inboxes - Allows the user or group to create personal
inboxes for their own use. Enter true, false, or an expression that evaluates to
true.

Can Create Global Inboxes - Allows the user or group to create global
inboxes for all Service Management users. Enter true, false, or an expression
that evaluates to true.

For more information on creating inboxes, see the ServiceCenter User’s
Guide.
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States are called by Objects, and defined by Processes. ServiceCenter ships
with over 40 pre-defined States.

The State record contains information on how a record looks and acts at a
specific period in time.

The definitions that are set in a State record include:

= The State name.

= Which display screen to use in order to display the record(s).

= What format to use when displaying the record(s).

= Whether or not a user can modify the record (input condition).

= An initialization process that may be run when a record or list is first
displayed.

= What process to run when a specific display option (action) is triggered
by the user

Creating States
To create a new State:

1 Access the Document Engine. See Accessing the Document Engine on page 21
for steps.

2 Using the tabs on the States panel, fill in the fields required to create a State
that will perform the functions you desire. See the field descriptions later in
this chapter.

To modify an existing State:

1 Access the Document Engine. See Accessing the Document Engine on page 21
for steps.
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2 Enter the name of the State you want to modify in the State field, or press
Search to search for the State.

a ServiceCenter - [Search States Records] I =]
@ File Edit VYiew Format Options Lst Options  Window Help R |E' ll
smal 7eale |
= Back o dd S0 Seach AT Find 4 Fil s

State Definition

State: l\

Display Screen. |

Initialization Process: JEIEE]]

Format: [

Input Condition: [

Ready | insert | States(db.search] [S]

Figure 1-10: The State Definition Panel
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Fields on the State Definition panel
State - Enter the name of the State.

Display Screen - Enter the Display screen to associate with the State.

Initialization Process - Enter the name of a Process to run prior to running
the State.

Format - Enter the Format that the record will be displayed in. This format
is stored as a phase or category, and can be a variable.

Input Condition - The Input Condition determines whether or not the
record is read only. Enter False for read only condition, otherwise enter True.

Display Action- The action parameter that comes from a display action, after
input from user.

Process Name - The Process that the State will call.
Condition - Enter an expression. If True, then the process will run.

Save First - Choose to run the save Process, before you run this State. Enter
True to save first, otherwise enter False.

Processes

Processes are the smallest discreet units of work available to the Document
Engine and are the level where the data is manipulated. Users can create their
own Process or use one of the 80 Processes that ship with ServiceCenter.

The Process panel consists of pre-RAD, RAD, and post-RAD expressions,
entered on the Initial Expressions, RAD, and Final Expressions tabs,
respectively.

Expressions are written using standard ServiceCenter expressions.

Creating Processes

To create a Process:

1 Access the Document Engine. See Accessing the Document Engine for steps.
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2 Using the tabs on the Process panel, fill in the fields required to create a
Process that will perform the functions you desire. See the field descriptions
later in this chapter.

To modify an existing Process:
1 Access the Document Engine.

2 Enter the name of the Process you want to modify in the Process Name field,
or press Search to search for the Process.
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The Process Definition Panel

The Process panel is where you define new Processes, or edit exiting
Processes. There are four fields not associated with a tab:

add.contact. record

Figure 1-11: The Process Panel

Process Name - The name of the process.

Save Cursor Position? - Check this box if you want the cursor to remain at
its insertion point after the process is run.

Run Standard Process when complete? - If selected, then the system runs a
standard process after completing the current action or Process. A standard
process could be save, for example. If you have created a save process and
want to run the save process that comes with the Document Engine after
completing the save process you defined, check this box.

Run in Window? - Check this box if you want the process to run in a seperate
window.

Window Title: - If you checked the Run in Window? check box, type in a title
for the window.
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The Initial Expressions tab

Figure 1-12: The Initial Expressions tab

Initial expressions run prior to the RAD code defined on the RAD tab and are
written using standard ServiceCenter expressions. Enter any initial RAD
expressions on the first available line of the table.

The RAD tab

Figure 1-13: The RAD tab
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Expressions Evaluated before RAD call - Enter an expression to run prior to
the RAD arrays defined later on this panel.

RAD Application - Enter the name of the RAD application to associate with
this record.

Condition - Enter a condition associated with the RAD Application field.

Parameter Names - Enter the parameter names to be passed to the RAD
application.

Parameter Values - Enter parameter values to pass to the RAD application.

Post RAD Expression - Enter a RAD expression that will run upon
completion.

The Final Expressions tab

Initial Expressions ‘HAD Final Expressions | Mewxt Process |

Ready Responge 0.71 draw 0.110 | ingert | Process. view.g[db.search] [US]

Figure 1-14: The Final Expressions tab

Final expressions are associated with the base action from the state record.
Final expressions run after this process is complete and are written using
standard ServiceCenter expressions.
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The Next Process tab

Initial Expressions | RAD | Final Expressions  Mex! Process

MNext Process | Condition

Ready Response 071 draw 0,110 | insert | Process. view. gldb. search] [US]

Figure 1-15: The Next Process tab

Next Process - Enter the Name of the next Process to run, if applicable.

Condition - Enter a condition associated with the Next Process field.

Standard Variables

The following is a list of available Standard Variables:

$L.action - the display action value from the display option.

$L.sql - the current query

$L.sort - the current sort order

$L.exit - internal exit parameter

$L.file - The current file variable

$L.mult - Flag that is true if there are multiple records in the $L.file variable
$L.env - The current environment record

$L.object - The object record
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$L.file.save - A copy of the record in its original state
$L.category - The category record (if available)
$L.phase - The phase record (if available)

$L.bg - Background flag

Variables that are available in View mode (when viewing a single record)

$L.fc - associated format control record
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Example: Add a Menu Option to the Options Menu

This example adds a menu option to the options menu of the
am.display.joinfile format. The purpose of this menu option is to ping a
device according to the IP Address in the record.
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The basic flow for this example is demonstrated in the flow chart below. For
each process step shown in the flowchart, a more detailed step-by-step

procedure follows.

Identify form and
menu to add a
feature to

v

Navigate to the
Object within the
Document Engine

v

Reference the
Process Definition
from the State
Definition

v

Add an option to
the Displayscreen
list of options

v

Create the
Process Definition

v

Verify that the new
option works from
user perspective

End

Figure 1-16: Example Process Flow
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Identify the screen name and the form name:
Login as administrator.
From the Services tab, select Inventory Management > Assets.

Select Screen Name from the View Menu. A check mark appears next to
Screen Name to indicate it is turned on. The screen name, am.search, is
displayed in the lower right corner of the message line.

In the Type field, select Computer from the drop-down menu.

5 Click Search.

O 00 N & 1 b W N =

Identify the Object:

Press CTRL+Shift+D+E to open the RAD Debugger.
Type dfile.name in $L.object.

Press Enter.

The word device appears in the debugger. Therefore, the file name of the
object is device.

Click on the X in the upper-right corner to close the debugger.

Click OK to return to the Asset Information search screen.

Navigate to the object within the Document Engine:
Open a new session of ServiceCenter.

Login as administrator.

Select the Utilities tab.

Click the Tools button.

Select the Document Engine tab.

Click Objects.

Type device in the File Name field.

Press Enter.

Select device from the record list.

The Object Definition is displayed. Notice that the search state is am.search,
which is the screen name from earlier in the procedure.

Reference the Process Definition from the State Definition

From the Object Definition record, click the magnifying glass next to the
Default State field.

46 »Chapter 1—The Document Engine



System Tailoring, Volume 2

Note: If using a pre-5.0.1 client, click the triangle next to the Default State
field.

The State Definition form is displayed.

Type zping at the bottom of the Display Action column.

Type zam.zping.process at the bottom of the Process Name column.

Type true at the bottom of the Condition column.

Click Save.

Click on the zam.zping.process field.

Click Find.

The Process Definition form is displayed.

O 00 N & 1 A W N

Since ServiceCenter did not find the process name, it gives the user the
opportunity to create one.

Create the Process Definition

Insert your cursor in the Initial Expression field.

Type $L.command="ping;"+nullsub(network.address in $L.file, “0.0.0.0”)
Select the RAD tab.

Type us.launch.external in the RAD Application field.

H W N =

Note: us.launch.external accepts the same type of commands as the
Windows command line.

Type true in the Condition field.

Type name in the Parameter field.

Type $L.command in the Parameter Values field.

Click Add.

Click OK.

O 00 N O U

Add an option to the display screen list of options.

1 From the State Definition record, click the magnifying glass next to the
Display Screen field.

2 The am.display.joinfile record is displayed.
3 Click the Options tab.
4 Scroll down the list to Option 926.
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Notice that the Action for Option 926 is “do nothing”. Since the RAD
Application, us.launch.external, performs everything that needs to be done
to execute a ping, 926 is a good one to copy.

Also notice that Option 927 does not exist.
Click the 926 button.

The display screen record for Option 926 is displayed.
Type zping in the Action field.

Replace 926 with 927 in the GUI option field.
Replace 926 with 927 in the Text option field.
Type Ping this Device in the Default Label field.
Delete the text in the Condition field.

Type true in the Condition field.

Delete the text in the RAD Application field.
Delete the text in the Names field.

Delete the text in the Values field.

Click Add.

A confirmation message appears in the message line.

Test the Document Engine Addition

Revert to the first session of ServiceCenter which is at the Asset Information
search screen(am.search),.

In the Type field, type Computer.

Click Search.

Find a computer that has the IP Address field populated.
Insert your cursor in the IP Address field.

Select Options Menu > Ping this Device.

The command line appears and attempts to ping the IP Address from the
Computer record. If the machine you are working on has network access, the
ping will succeed. If it does not have network access, the ping will fail.
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CHAPTER

Validity Table Processing

The validity table allows you to define a field’s valid values in a list of values,
a list of ranges, a secondary file, and customized RAD subroutines. These
values are then used for validating operator-entered data and for lookup
processing (similar to ServiceCenter Find and Fill). These various validity
definitions are consolidated in one file, resulting in easy maintenance. This
can be of significant benefit when multiple forms access one database.

The value of a field is validated against a list of values (e.g. 10, 20, 30, or 40),
a list of ranges (e.g. 50 through 60), a secondary file (similar to the Format
Control secondary file query) and customized RAD subroutines. The fields
within a file are validated in a particular order (e.g. fieldx, fielda, fieldg), in
alphabetical sequence (e.g. fielda, fieldg, fieldx) or according to a field
validation sequence number. The default processing of the validation routine
validates the value of a field against the definitions in the validity table. If the
current value of a field is invalid, a summary list of valid values and ranges is
presented to the user. If no values or ranges are defined for the field, a QBE
list of records from the secondary file is presented. The user can then correct
the invalid value and continue processing; return to the calling application;
or force the application to accept the invalid value. The validity table also
allows you to override this processing and execute customized RAD code.

After determining that a field contains a valid value or range, user-defined

processing statements are executed. Validity processing continues to the next
field in the validity definition table until all specified fields are validated.
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Each validity table definition contains four levels of definition:

Field Summary

Secondary File Query Information

Values Summary

m Range Summary

When it is necessary to differentiate the maintenance procedures of these
different levels, the order of the documentation is Field level, Secondary
Queries level, Values level, and Ranges level. For instance, the section on
updating shows how to update Validation Records at the Field Level, the
Value Level, and then the Range Level.

Important: All applications and procedures described in this chapter refer to
a unique maintenance application that specifically supports
validity table maintenance. If you access any of the validity table
databases with any other application (such as Database
Manager), you must ensure that all data is properly structured in
order for the validity definitions to work correctly at run time.
Peregrine Systems recommend that you always follow the
procedures outlined in this chapter.

Accessing the validity File

You can access the validity file from three locations:
m Menu button
m Database Manager

m Command line
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Menu Access

To access a validity record from the menu button
1 Select the Utilities tab in the system administrator’s home menu.

ServiceCenter - [falcon] =] 3

.Eile Edit “iew Fommat Opfions  List Options Window  Help _|ﬁ'|ﬂ
smml?eql 9

0 Logout T Command

ServiceCenter’

Services |Suppolt Ltilities |TO0Ikit |

@ = m

. Administration SOL Utilities
IE ‘! Common spstem administration i M aintain mapping to an external
functions. RDEMS.
-, Maintenance Event Services
‘AT’ Comman maintenance s Define external events, interface
g functionality and logs. to external systems.
: Tools Knowledge Engineering
$I ,E-.' Custamization tools, utilities, g Examine zolution candidates,
reports and logs. generate core knowledge.
Development Auditing SCD
System auditing of development 'Iﬂ ServiceCenter Distributed
customization changes. adminiztration menu.
=
Ready | insert | [F]

Figure 2-1: Utilities tab in the system administrator's home menu

2 Click Tools.
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The Tools menu is displayed.

ServiceCenter - [falcon] M=l E3
- File Edit Wiew Fomat [Cgtions  Liet Optons Window  Help _Iﬂlﬂ
HBE ?TeqQ B

<“\ Back .‘

ServiceCenter’ » 11]]

Toolz | Document Engine | Publishing Utilities | Feports / Logs

| Lirks Stored Queries
Format Control D atakd aps
Scripts Menus
DDE Script Subtotals

[rata* alidation Sequential Mumberz

Audit Specifications Counters
LDAP it apping Global Lists
Digplay Screens Macroz
Dizplay Options Clocks
Dizplay Events
Ready | inzert | [P

Figure 2-2: Tools menu in the system administrator’s home menu

3 Click Data Validation.
The Validity Table Specifications form is displayed (Figure 2-5 on page 55).
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Database Manager Access

To access a validity record from Database Manager

1 Select the Toolkit tab in the system administrator’s home menu.

ServiceCenter - [FALCON] [_ (O] %]
.E\Ie Edit Miew Fomat Opfons Lt Opfons Window  Help

YBE 2MQls

=181 %]
B Logowt ™ Command '
. ® s ol
ServiceCenter - 9 | B
Services |Support |Utililies Toalkit |

Farms Designer

Qi RAD Editar

m Database Manager @ Repart Writer

a Database Dictianary Yiew Knowledge Base
B Data Policy

a: Unload Script Utility

| Ready

=
Ingert | menu. gui.hame [P

Figure 2-3: Toolkit tab in the system administrator’s home menu

2 Click Database Manager.
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3 Type validity in the File field of the Database Manager dialog box.

ServiceCenter - [Database] |_ (O] <]
- Fle Edit “iew Fomat Options List Option:  Window Help =18 x|
ymm ?eqle
=, Back |
Database Manager
Form |
File: [validiy i
™ Admiristration Mode
Ready | inzert | [F]

Figure 2-4: Database Manager dialog box

4 Click Search or press Enter.

The Validity Table Specifications form is displayed (Figure 2-5 on page 55).

Command Line Access

To access validity records from a command line

-

Click Command in the system administrator’s home menu.

™ Comrmand

2 Type validity in the command line displayed.
3 Press Enter.

The Validity Table Specifications form is displayed.
4 Enter a field name or a file name in the form.

5 Click Search or press Enter.
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The requested record is displayed.

ServiceCenter - [Data Yalidation] [_ (O] %]
-Eile Edit “iew Fomat Options  List Option:  Window  Help _|5|1|

LB ?20Q 9
W Ok M Cancel €4 Previous 39 Mext s Add I 5ave [ Delete 7 Fird 4 Fil
Yalidity Table Specifications

|»

- SURMMARY -
Field M arne: type | Sequence: |1—
Files/Formats: upgrade j Field Type: |Eharacter i
| Arnray? [z
| j Case: | ¥
Field Desc: | Unique [D: Iupgrade

Standard Info | Secondary File Query Info | Altemate Application |

Y alidate Cond: |true
Allow MULL: Ifalse
MULL Default: |
Bypasz Cond: |false

‘wieight Factor: I

Error bzg: |The type iz not valid. Select one from the list.

Prompt Panel: |

Walues Summary Fange Summary

Iapplication = |
[dbdict |
[ile |
[madule |
I
I

I
I 2

i

Ready | inzert | [F]

Figure 2-5: Validity table specifications summary form
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Standard Info Tab

Field Description

Field Name The name of the field within a particular table that is to be
validated. This is a required field. Refer to Validity Validation
Rules on page 82. You can use one validity table definition to
validate the same field name that is defined in multiple files.
For example, if five files (¢cm3r, cm3t, problem, device, operator)
each contain a field named state with a total of 50 valid values,
you can define state once in the validity table, and then update
the Files/Formats field to contain the names of the five files.
The data type of Field Name must be the same in each of the
files named. Use the global variable $vrfield to reference the
value of Field Name in the record being validated. Reference
all other data fields in the record being validated with the $val
file variable.

Files/Formats The names of the files and forms to which this field validation
applies. Normal validity table processing validates all fields
associated with the file of the data record being validated;
however, there are circumstances when only the fields defined
to a particular form need to be validated and the remainder of
the fields associated with that file should be ignored. When
this occurs, you can define that form name here to change
validity processing to validate only the fields associated with
that form. This is done by passing the name of the form to the
validation routine (see the text parameter value on page 90.

The validity validation routine requires a minimum of one
definition for this field. Each value must be a valid file or form
name. The validation routine searches the dbdict file first. If an
entry is not in the Database Dictionary, the routine searches
the format file. If the entry is not a valid form name, a QBE list
of valid file names is displayed. From this list you can invoke a
search against the format file to select a valid form name.

Note: If you select a form, it must be associated with a valid
file and the Field Name must be defined in that file. If the
form is not associated with a file, you are prompted to select
one from a list of valid files. Refer to Validity Validation
Rules on page 82.
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Field Description

Field Desc A brief description of this field. You may enter any word or
phrase that best describes the field’s function. This is an
optional field.

Sequence The default field validation sequence for the fields within a file

is by field name. Sequence allows you to override this order by
defining numbers for each of the fields. It is an optional field.

Note: You can also override the default sequence by passing a
list of fields to process. Refer to Invoking Validity Table
Processing on page 88.

If the file contacts had validity table definitions for the fields
contact.name, address, phone, state, and zip, then the default
validation sequence is: address, contact.name, phone, state,
zip (alphabetical sequence). To override this order, the
definitions are updated to contain the following sequence
numbers (which are shown in parenthesis): name (1), address
(2), phone (1), state (2), zip (3). The validation sequence will
now be: contact.name (1), phone (1), address (2), state (2),
zip (3). The fields that contain the same sequence number are
validated in alphabetical order. Also note that when a list of
fields is passed to the validation routine, Sequence is ignored.

The default value is NULL. In an MVS environment, if some
of the fields have a number and others do not, the NULL
sequence number fields are validated before the non-NULL
sequence number fields. In a UNIX environment, the NULL
sequence number fields are validated affer the non-NULL
sequence number fields.
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Field Description
Field Type Data type of this field. Supported data types are:
® Number

m Character

m Date/Time

m Logical

The validity validation routine extracts this value from the

Database Dictionary of the file named in the Files/Formats

field. when the record is validated; however, it can be manually

modified. Normally, manual maintenance is only required
when a field’s data type is changed in the Database Dictionary
record. If a field’s data type is changed, be sure to update the

Values/Ranges to reflect the new data type.

1 Update the appropriate Database Dictionary to reflect the
correct data type.

2 Logoff of ServiceCenter and log back on to ensure that you
are working with the most current version of the Database
Dictionary.

3 Update the Values/Ranges definitions for the field whose
data type has changed.

4 Invoke the validation routine.

The value in the Field Type field is updated to reflect the
new data type.

Array A boolean field that indicates whether or not this field is an
array. It is an optional field. The default is false. If the
condition evaluates to true at run time, the validity routine
validates each element of the array against the defined values,
ranges, or secondary query. Refer to Validating Arrays on
page 136.
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Field Description

Case An optional field that converts the character data entered on
the Validity Correction Screen to upper case (uc) or lower case
(Ic). If this field is NULL, the data is not altered. This field
affects character fields only. It is ignored for all other data
types. The validation routine assumes that the data passed to it
is in the correct case and attempts to validate the data with its
case setting as is. If the data does not validate, a Validity
Correction Screen is displayed which shows the Values/Ranges
that the user can select from. The corrected data entered by the
user is in lower case. If the Values/Ranges for the field require
upper case data, then a value of uc converts the operator
entered data to upper case before it is re-validated. This same
logic also applies to the Ic setting.

Use this field when the Field Name defined in the validity table
is converted to upper case (ctrl setting of 256) or lower case
(ctrl setting of 128) in the form in which data is entered for the
file.

Unique ID A required character field that, in combination with the Field
Name and Sequence fields, uniquely identifies the validity
record. If you leave this field blank at add or update time, a
validation routine automatically copies the contents of the
first element in the Files/Formats array to this field. Refer to
Validity Validation Rules, page 82

Validate Cond An optional field that defines the conditions that must exist
before the validity table record is processed. If this field
evaluates to false at run time, field validation is bypassed. If this
field evaluates to true, field validation occurs. The default is

false.

Min Elements An optional field that defines the minimum number of
elements in the array that must meet the validation
requirements for this field. If the Array parameter is false, the
validity routine ignores this field. The validity routine
validates either the number of elements defined in this field, or
the number of elements contained in the array at run time,
whichever is the greatest number of elements. If Min Elements is
5 and at run time the array contains 2 elements, then the
validity routine will validate 5 elements. If Min Elements is 5
and at run time the array contains 7 elements, the validity
routine will validate 7 elements.
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Field Description

Allow Null A boolean condition that specifies if NULL values are allowed
for the field. If the condition evaluates to true at run time,
NULL values are allowed. If the condition evaluates to false
(the default), NULL values are not allowed. It is an optional
field. Operators with SysAdmin capability can enter NULL
values even when Allow Null evaluates to false.

NULL Default Defines the value to substitute for a field when original value
is NULL. It is an optional field. The NULL Default value must
be a Valid Value or Range. When a field is substituted with the
NULL Default value, it is then processed through normal
Validity table processing. Therefore, if the NULL Default it is
not a valid Value/Range, it is treated as being in error, and the
operator will have to correct it.

Bypass Cond A boolean condition that specifies if the user will have the
option of bypassing validity table processing when a field is in
error. If the validation routine determines that a field contains
an invalid Value/Range, the user has the option of forcing the
application to use the current (invalid) value. The default is
false. Users with SysAdmin capability have the option to bypass
validity table processing even if the Bypass Condition
evaluates to false.

Weight Factor A numeric field used in Change Management processing to
calculate the Risk Factor of a Change Request or Task. It is
used with the Weight Value field of the Value/Range
definitions. It is an optional field. Refer to Change
Management in the Application Administration Guide for
more information on the Risk calculation process.

Error Msg The message sent to the user in place of the default message.
More meaningful error messages can be sent to the user when
the default message does not adequately convey the meaning
of the error. The message (either the default or user-specified)
is sent when a field contains an invalid Value/Range. When
this field is blank, the following default message is sent:

The value ‘x’ is not valid for the field ‘fieldname’

You can concatenate literal and string variable data to create
messages. For example,

Fieldname "+nullsub($vrfield, "unknown")+" is invalid...

Note: Use the function nullsub, as in this example, when
including variable data in a concatenated message.
Otherwise, a variable whose value is NULL will render the
entire message NULL.
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Field Description

Prompt Panel The name of the form used to display the valid Values/Ranges
when an error is detected for a field. The default format is
validate.fields.array. You can use the Prompt Panel to create
special correction prompts on a field-by-field basis. The
following variables are available for use on any special format

you create:

Variable Description

$vrfield Current value of the field. In other words,
this is the incorrect value you are prompting
the user to correct.

$vrorig Copy of the original incorrect value. This
value remains constant throughout the
correction process for a given field. This
variable serves as a reminder to the user as
to the field’s original value.

$field.case Represents the case conversion that is in
effect for a given field.

$vildsave Name of the input field the operator is being
prompted to correct.

$valid.select An array that contains a summary list of the

valid values for a given field. The ctrl setting
on the format definition for this input field
cannot have the option for no operator
input. In other words, it cannot have an
option of 4.

$range.select  Anarray that contains a summary list of the
valid ranges for a given field. The ctrl setting
on the format definition for this input field
cannot have the option for no operator
input. In other words, it cannot have an
option of 4.
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Field Description

Values Summary A summary list of the Value Descriptions. The Validity Table
Maintenance routine builds this list when Value definitions
are added or updated. Manual modifications should not be
applied to the list.

Note: This is the same list provided to the user at run time
when the field is in error. The items in this list should be
meaningful to the users of the application.

Range Summary A summary list of the range descriptions. This list is comprised
of the value from the Min Desc field, the conjunction, and the
Max Desc field. (These fields are defined in the Validity Range
Detail Specification form.) The validity table maintenance
routine builds this list when range definitions are added or
updated. Manual modifications should not be applied to the
items in this list.

Note: This is the same list provided to the user when a field is
in error. The items in this list should be meaningful to the
users of the application.

Secondary File Query Info tab

Standard Info - Secondary File Query Info |.&Iternate.&pplicati0n |

Condition: [category in $wall'RFC"
Filename: device Quemny Type: |
Allaw Marw?: [falze
Y al Queny: |Iogical.name=$vrfield
Y al Sorts: |
|
al Error Mag: |"The azzet et furfield]+ iz not valid. Pleaze select a walid azzet”
Select Queny: Jtrue
Select Sorts: |
|
Mo Recs Opt: [Retumn ¥ OBE Fm: |
Fields ta Copy
Lookup Fields: |I0gical.name j “al Fields: |$wfield j
| |
| |
| I | I

Figure 2-6: Secondary File Query Info tab in the Validity Table Specifications Form
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Field Description

Condition A boolean field that controls when the Secondary File Query
processing is performed. Processing is performed when the
condition evaluates to true. It is not performed when the
condition evaluates to false. The default is false. Refer to the
section Refer to Run-Time Evaluation, page 134, for a
complete description of when this condition is evaluated.

Filename The file name against which the Secondary Query is
performed. It is a optional field. If the field is NULL at
validation time, the query is not performed. It must be a valid
Database Dictionary name.

Query Type An optional field that defines which type of query is executed.
The valid choices are v (validate) or d (duplicate check). The
default is v.

A Query Type of v causes the validity routine to execute the
Val Query against a specified Filename. If no records are
found, it is treated as an error condition and the operator is
prompted to select a valid record from the QBE list that is
produced by executing the Select Query against the Filename.

A Query Type of d causes the validity routine to execute the
Val Query against a specified Filename. If a record is found, it
is treated as a potential error condition. The validity routine
issues the Val Error Msg to the operator; however, processing
continues to the next field. The operator is not prompted to
correct data. This is similar to the UNIX ping function.

Allow Many? Alogical field that controls the action taken when many (more
than one) record is found by executing the Val Query. If more
than one record is found and this field evaluates to false, then
the user must select one of the records from the list or execute
the Lkup Query. If a record is selected from the list, the fields
in the lookup record are copied to the record being validated
per the definitions in the Fields to Copy section. If more than
one record is found and this field evaluates to true, then the
field is considered valid; however, no fields are copied to the
record being validated.
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Field Description

Val Query The query executed against the Filename file. When it is
executed, one of three conditions will exist:
® One record is found: The data in the field being validated is
considered valid and processing continues to the next field
® No records are found: The data in the field being validated
is considered invalid, and the Select Query is executed

® Many records are found: Refer to the definition for the
Allow Many? field.

Val Sorts An optional field that defines the key used when validity tables
execute the Val Query. If this key is not valid at run time, the
validity routine assumes that all values are true for the field
being validated.

Val Error Msg When a field is in error, a message is sent to the operator
describing the error condition. When no records are found
executing the Val Query, the format of the default message is:

No records found executing the secondary query
When many records are found executing the Val Query, the
format of the default message is (Note: this message is sent
only when the Allow Many? option is true):

Many records found executing the secondary query

The Val Error Msg field overrides the default message with a
customized message. It allows for more meaningful error
messages to be sent to the user when the default message does
not convey the meaning of the error.

You can concatenate literal and string variable data to create
messages. For example,

"Fieldname "+nullsub($vrfield, "unknown")+" is invalid..."
Use the nullsub function, as in this example, when including

variable data in a concatenated message. Otherwise, a variable
whose value is NULL will render the entire message NULL.

Select Query The query executed if no records are found by executing the
Val Query. The records selected from this query are all of the
possible valid records from which the user can select. If no
records are selected using this query the No Recs Opt is
evaluated to determine how processing should continue.

Select Sorts An optional field that defines the key used when validity tables
execute the Select Query. If this key is not valid at run time, the
validity routine assumes that all values are true for the field
being validated.
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Field Description

No Recs Opt An optional field that controls if processing should continue
to the next field or return to the data record when no records
are selected using the Select Query. The value Proceed causes
processing to continue to the next validity field. The value
Return causes processing to return to the data record. The
default is Proceed.

QBE Format The name of the QBE form that displays the records selected
by using the Val Query and Select Query. This is an optional
field. If it is NULL, the format used is filename.qbe. As a
standard, it is recommended that the first field in the QBE
format be the field that is copied from the Secondary File to
the record being validated. This will help your users to
understand which field is being copied. The other fields in the
QBE list should help define the value of the field being copied.

Lookup Fields The names of the input fields copied from the record selected
using the Val Query or the Select Query to the record being
validated. This is a required field if a Filename is defined. Each
entry is validated against the Filename Database Dictionary. If
any element is not a valid field name, a window is opened from
which you must select a valid field name. The data type of each
element must be the same as the data type defined at the Field
Level in this Validity record. There is a one-to-one
relationship between this array and the Val Fields array.

Val Fields The names of the input fields in the record being validated that
are updated with data from the record selected using the Val
Query or the Select Query. Each entry is validated against the
first Database Dictionary defined in the Files/Formats array. If
any element is not a valid field name, a window is opened from
which you must select a valid field name. The data type of each
element must be the same as the data type defined at the field
level in this validity record. There is a one-to-one relationship
between this array and the Lookup Fields array.
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Standard Info | Secondary File Query Info  Alternate Application |

Al Application: format. validate
Mames: harme ﬂ Walues: |default. view -
[file [$val o
I | I |
Figure 2-7: Alternate Application tab in the Validity Table Specifications Form
Field Description
Alt Application The name of an alternate RAD application to execute in place

of the standard validity table processing. It is an optional field.
This alternate application must perform all of the processing
necessary to validate the data field. You are responsible for
ensuring that the variables used in the alternate application do
not corrupt variables used by Validity processing. If variables
are corrupted, the results of validity processing are
unpredictable. The normal exit from this application causes
Validity processing to continue to the next field in the list. The
error exit from this application causes Validity processing to
return to the data record being validated.

Names The names of the input fields defined on the parameter panel
of the alternate application to which data from the validity
routine is passed. There is a one to one relationship between
the elements in this array and the Values array.

Values The values passed from the validity routine to the alternate
application. There is a one to one relationship between the
elements in this array and the Names array.
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You can display the details of a single entry in the Values Summary array, or
view the details for all the entries displayed in a scrollable form.

To display the details of a single entry in the Value Summary array
» Place the cursor on a line in the Value Summary array and select Options >
Edit Line.

The details for that entry are displayed.
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Figure 2-8: Values Summary details—single entry
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To display the details of all entries in the Value Summary array
» Select Options > Display All Values in a validity record.

Details of all the entry in the Value Summary array are displayed in a
scrollable list.
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Biypass Cond: | & Back ‘
wheight Factor: I
e I VYalidity Yalue Specifications
ol I Field Mame: |date.order Sequence: I_
Wil S Files/Farmats: [operator ﬂ Field Type: [Mumber
|cleaned I 1ay? I
| j Caze: |
| Unique 1D: [operator
|gift-wrapped 2
|shipping-vrapped : i
[¢hipped Canditio: Jtrue
D escription: |1 [mm/ddAyy)
Weight: l_
B The Summary Lists have be  Statemerits: | j
| E
Yalue: |2
Condition: |true
D ezcriptian: |2 [ddmim.fyy)
Weight: I_
Statements: | jj
Feady |insert | [Pl

Figure 2-9: Values Summary details—all entries
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Note: You may edit or sort the contents of this record as you would any table
in ServiceCenter. Select Options > Edit Table to display the typical
table editing controls in the tool tray.

& |
~ =y End Ihgert rTr Delete =% Copy  Move

Field Definitions

Field Description

Value A valid literal for this field. Any number of literals can be
defined for each field. Non-string values are entered as string
data and, at run time, converted to the appropriate data type
based on the specified Field Type.

Note: Under most circumstances, Values are used to validate
data types 1 (number), 2 (character), and 4 (logical).
Normally, data types of 3 (date/time) are not defined as a
Value.

Cond Defines the condition under which the specified Value is
allowed. If the condition evaluates to true, then the specified
value is allowed. If the condition evaluates to false, the
specified value is not allowed. Blanks are treated the same as an
evaluation of false. For example, the following condition
ensures that character.field starts with s:

character.field in $val#"s"

Note: Ifall Value Conditions and Range Conditions evaluate
to false, then all values are considered valid for this field.

Desc The description of the Value. It allows for clarification of the
Value. For instance, the Field reason has three valid values
(mt, nw, fx). Some users may not understand the meaning of
these values. By making the description maintenance, new,
and fix respectively, the selection process is easier and more
meaningful for the user. The Value Summary list reflects the
value of each Desc field. If Desc is left blank, the value in the
Value Summary list is the actual Value.

Note: The Validation Routine validates against the Field
Values of the definition, not the Value Desc’s.
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Field Description

Weight The weight this field has when used for risk calculation in
Change Management. This is an optional field. It is used in
conjunction with the Risk Level field in Change Management.
Refer to Change Management in the Application
Administration Guide for more information.

Stmts The processing statement(s) executed when a field contains
the value of this definition. It can be thought of as if, then
processing. IF the field contains the specified value, THEN
execute these statements. This is an optional field.

Note: If the Value is selected during look-up processing, the
Stmts are executed.

The Stmts field is similar to a RAD process Panel. All normal
ServiceCenter functions can be used. These expressions can
manipulate data in any of the variables or fields that are
currently available. For more information on how to structure
expressions, refer to Format Control (Calculations) and System
Language in System Tailoring.

Range Summary Detail

You can display the details of a single entry in the Range Summary array, or
view the details for all the entries displayed in a scrollable form.

To display the details of a single entry in the Range Summary array

» Place the cursor on a line in the Range Summary array and select Options >
Edit Line.
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The details for that entry are displayed.

ServiceCenter - [ServiceCenter] =]

- File Edit “iew Format Options Lt Opton: Window  Help _|ﬁ||5|
sh@l ?2eQle
=y Back €4 Previous 3P New s Add [ save 1T Delete D‘

Yalidity Range Detail Specification

Field Mame: planned.stark Sequence: Case:
Filez/Farmats: cm3r ﬂ Field Type: 3 Amay?
Iin Elemetts:

ServiceCenter - [Data ¥a Unigue 1D cmdr

@ Fie Edt view Fomat |

& iy | 28 Q | Fange Mir: planned.start in $wal=tod(+'7 00:00:00"
/ oK. x i Iin Desc: less than ¥ days away
Relation: I
Range Max: Iplanned.start in $wal<=tod(]+'7 00:00:00°
Field M ame: E Ma:-.: Ui I
Files/Faormats: E it |5
r Range Cond: [true
I' Fange Stmts: |
Field Desc: I_ I
Standard Info | Secondary File I
‘W alidate Cond: E 4| _)I
Allaw NULL: ﬁ Ready \ | inzert | [F]
MULL Default [oroom ¢
Bypazs Cond: |true
‘wieight Factar: |1
Error bsa: | ‘
Prampt Panel: |
Walues Summary Fange Summary
| [less than 7 days away V4 -
I |m0re than 7 daps away -AND- less than 3 week s away
| |m0re than 3 weeks away -0F- blank
Fieady | inzert | [F]

Figure 2-10: Range Summary details—single entry
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To display all the values in the Range Summary array
» Select Options > Display All Ranges in a validity record.

Details of each entry in the Range Summary array are displayed in a scrollable

list.
ServiceCenter - [ServiceCenter] [_ [O] x]
- File Edit “iew Format Options List Dption:  Window  Help i | =1 |5|
sBe 7eqlel
\'-'Q Back ‘
Yalidity Range Specifications
Field M ame: |planned.stalt Seguence: I
Files/Formats: |cm3l ﬂ Field Type: |Date£T ime
| l,ﬂlray'? I
| j Caze: |
ServiceCenter - [Data V. Field Desc: | Unigque 1D: |cm3r
@ Fie Edt View Fomat | =
3'6 % | 7804 | Range Min: |planned.stalt in $walc=tod(]+7 00:00:00°
/ oK x Cancel  MinDesc: |Iess than 7 days away
Relation: I_
Range bax: |planned.stalt in $walc=tod(]+7 00:00:00°
Field Mame: ﬂ Max Desc: |
Filez/Farmats: F Weight: |5_
[ Range Cond: |tlue
r Range Stmts: | 2]
Field Desc: r | j
Standard Info | Secondary Fil
Fange Min: |planned.start in $valstod(]+7 00:00:00°
Min Desc: more than 7 days awa -
Yalidate Cond: [ I L L J
Allow NULL: [
NULL Defaul: [ Ready > [insert | [P)
Bupas: Cond: |t
wheight Factaor: |1
Error Msg: |
Prompt Panel |
Walues Summary Fange Summary
| |Iess than 7 days away /& &
| |m0re than 7 dayz away -AND- less than 3 weeks away
| |m0re than 3 weeks away -0F- blank.
I I
I |
I I hd|
Fieady | inzert | walidity. summary.g [F]

Figure 2-11: Range details for the Validity Table Specification form
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Note: You may edit the contents of this record as you would any table in
ServiceCenter by selecting Options > Edit Table. The tool tray now
displays typical table editing controls.

[
\/_:Q End Inzert fﬁ Delete & Copy  Move

Field Definitions

Field Description

Range Min The processing statement executed at run time to determine
the minimum value of the range. Normally, the syntax of the
statement is:

$vrfield ? <value>
Where $vrfield contains the value of Field Name in the record
being validated.
? is the comparison operator (e.g. =, >, <, ~)

value is the actual minimum value.

Note: Both a Range Min and Range Max must be defined to
constitute a valid range.

To validate that a field is not NULL, specify the Range Max as
true and the Range Min as:

not null(field in $val)

For example, if the field were NULL, then the Range Min
condition would evaluate to false. A condition of true and false
results in false, therefore NULL would not be allowed.
However, if the field were NOT NULL then the Range Min
condition would evaluate to true. A condition of true and true
results in true.

Min Desc The description of the Range Min. The Range Summary
reflects the value of the Min Desc and the Max Desc.
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Field

Description

Relation

Allowable values are and, or. The relation must be spelled out.
The substitute characters for and or (i.e. &, |) cannot be used.
The Relation defines the conjunction of the Range Min and
Range Max processing statements.

The conjunction of the Range Min and Range Max definitions
by the relational operator or is:

range minimum OR range maximum
For example:
$vrfield>30 OR $vrfield<15

Normally, Range Definitions have one minimum and one
maximum value, as shown in the example above. However, it
is possible to specify more than one minimum and maximum
value. For example:

$vrfield>=5 and $vrfield<=10
(Range Minimum)

OR
(Range Conjunction)

$vrfield=20 and $vrfield<=25
(Range Maximum)

This definition allows the ranges 5 through 10 and 20 through
25 to be valid for a particular field.

Range Max

The processing statement executed at run time to calculate the
maximum value of the range. Normally, the syntax of the
statement is:

$vrfield ? <value>

Where $vrfield contains the value of Field Name in the record
being validated.

? is the comparison operator (e.g. =, >, <, ~)
value is the actual maximum value.

Note: Both a Range Min and Range Max must be defined to
constitute a valid range.

Max Desc

The description of the Range Max. The Range Summary
reflects the value of the Min Desc and the Max Desc.

Weight

The weight this range carries for risk calculation in Change
Management. This is an optional field used in conjunction
with the Risk Level field in Change Management. Refer to
Change Management in the Application Administration Guide
for more information.
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Field Description

Range Cond Defines the condition under which the specified range is
allowed. If the condition evaluates to true, the specified range
is allowed. If the condition evaluates to false, the specified
range is not allowed. Blanks are treated the same as an
evaluation of false.

Note: Ifall Value Conditions and Range Conditions evaluate
to false, then all values are considered valid for this field.

Range Stmts The processing statement(s) executed when a field’s value is
within the range of this definition. It can be thought of as if,
then processing. IF the field contains the specified value,
THEN execute these statements. This is an optional field.

Note: Range Stmts are executed during look-up processing.

The Range Stmts field is similar to a RAD process Panel. All
normal ServiceCenter functions can be used. These
expressions can manipulate data in any of the variables or
fields that are currently available. For more information on
how to structure expressions, refer to Format Control
(Calculations) and System Language in System Tailoring.

Creating Validity Table Definitions

To create a new validity table definition, complete the appropriate records in
the following order:

m Task 1: Add field level definitions

m Task 2: Add value definitions

m Task 3: Add range definitions

m Task 4: Validate the validity definitions

Task 1: Add Field Level Definitions
To add field level definitions:

1 Access the validity table specifications form using one of the procedures
discussed in Accessing the validity File on page 50.

2 Enter the name of the field for which you want to create a validation record
in the Field Name field.

3 Enter the name of the file or files in which this field is found in the
Files/Formats field.

Creating Validity Table Definitions < 75



ServiceCenter

4 Click Search if you are unsure if a record already exists for this field.
5 Ifno record exists, click New to add your new record.

The following message appears in the status bar: Data Validation record

added.
ServiceCenter - [Data Yalidation] [_ O] x|
- File Edit “iew Fomat Ophions ListOptions  Window Help 18] x|
»mi?eaql9
W DK ¢ Cancel o 4dd H save 7] Delete 7 Find 4 Fil ':"
Validity Table Specifications
- SUMMARY -
Field M ame: company | Sequence: I
Filez/Formats: contacts j Field Type: |Character ¥
| Array? r
| 7| Case: | ¥
Field D esc: | Unique 10 |
Standard Info | Secondary File Query Info | Altemnate Application |
Yalidate Cond: |
Allows MULL: |
MULL Default: |
Bypass Cond: |
Wwieight Factor: I
Error Meg: |
Prampt Patek |
Yalues Summary Range Summary
Data VW alidation record added. | ihsert | [F]

Figure 2-12: New validity record

6 Complete the remaining fields in the form (including the other tabs) with the
exception of the Values Summary and Range Summary arrays.

7 Select Options > Validate to validate the information you have entered in the
form.
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If you have entered an invalid value in the form, a message appears in the
status bar specifying the error. For example, if you misspell the name of the
file, the following message appears: The name <file name> is not a valid dbdict
or format. Select a dbdict. A QBE list of file names is displayed, allowing you
to select the correct file. If you switch back to the form without selecting a
valid file name, the following message appears in the status bar: The Validity
record is NOT valid.

8 Click Save when you have successfully validated your record.

The following message appears in the status bar: Data Validation record

updated.
ServiceCenter - [Data Validation] [_ (O] x]
- File Edit “iew Fomat Options List Options  Window  Help =1
HEBE| ?20Ql9
7 0K K Cancel = Add Il Save T Delete 7 Find 4 Fil ‘
Yalidity Table Specifications
- SUMRMARY -
Field Mame: company | Sequence: I
Filez/Formats: contacts ﬂ Field Type: |Eharactel ¥
| Array? [
| j Case: [Uppercase ¥
Field Desc: | Unigue 1D |
Standard Info | Secondary File Quemny Info | Alternate Application |
“Walidate Cond: |true
Allows MULL: [falze
MNULL Default: |
Bupass Cond: [false
wieight Factor: I
Errar Mzg: |The name in thiz field must be a valid Company Code from the company file.
Prompt Panel: |
Walues Surarnary Range Suriniary
| |
[ ata Yalidation record updated. | inzert | [F]

Figure 2-13: Updated validity record
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Task 2: Add Value Definitions

To add a value definition:
1 Put the cursor in the first line of the Value Summary array.
2 Select Options > Edit Line.

The Value Detail Specification form is displayed (Figure 2-11 on page 72).
For field definitions, refer to page 73.

3 Complete the record as necessary and click Add.

The record is added and the buttons in the tool tray change. The following
message appears in the status bar: Range/Value successfully added.

ServiceCenter - [ServiceCenter] [_ [O] x]
- File Edit “iew Fomat Options List Optione  Window  Help il |El |1|
s’ ?7eqa 9

\:Q Back -(-( Previous )) MNext + Add H Save fi‘ Delete D‘

Yalidity Value Detail Specification
Field Mame: |compan_l,l Sequence: Caze: uc
Filez/F ormats: contacts j Field Tupe: 2 Amrap?:
Min Elemetts:

Unigue 1D |

Walue: PRGN

Cond: true

Desc: |Peregrine Spestems, Inc.

Wweight: I

Strnts: |

|

1] | i
R angefYalue successfully added. | inzert | [P

Figure 2-14: New value detail specification record

4 Click Back to return to the validity record.

The value you entered in the Desc field appears in the Values Summary array.
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5 Put the cursor in the next blank line of the Values Summary array and repeat
steps 2-4 until you have added all the values for your field.

ServiceCenter - [Data Validation] [_ (O] x]
- File Edit “iew Fomat Options Lt Optione Window  Help =1 %]
$BR ?eale
o Ok 3 Cancel = Add I 5ave 7] Delete . Find $ Fill |
Walidity Table Specifications
- SUMMARY -
Field M ame: Icompan_l,l | Sequence: I
Files/Farmats: |zontacts ﬂ Field Type: [Character ¥
| Amay? [
| j Case: |Upperc:ase ¥
Field Desc: | Unique ID: |
Standard Info | Secondary File Query Infa | Alternate Application |
Walidate Cond: |lrue
Allows MULL: |fa|se
NULL Default: |
Bypass Cond: |false
‘weight Factor: |
Error bsg: |The name in this field must be a valid Comparny Code from the comparny file.
Prampt Panel: |
Walues Summary Range Summary
[Perearine Systems, Inc. = |
|ACME, [[l=3 |
|Genericom Computers, Inc. |
| o

D ata Y alidation record updated.

| inzert | [F]

Figure 2-15: New validity record with Values Summary elements added
6 Click Save to add the record to the validity file.

Task 2: Add Range Definitions

To add a range definition
1 Put the cursor in the first line of the Range Summary array.

2 Select Options > Edit Line.

The Range Detail Specification form is displayed (Figure 2-8 on page 67). For
field definitions, refer to page 69.

3 Complete the record as necessary and click Add.
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For additional information on writing conditions and expressions, refer to
System Language in System Tailoring, Volume 2.

Note: It is possible that the same range could be allowed under multiple
conditions within the same validity record; therefore, the system does
not check for duplicates field values.

Important: If your character field starts with a < or > symbol, you must
insert a blank space before it. These symbol are dropped by the
ServiceCenter parser unless preceded by a blank space.

The record is added and the buttons in the tool tray change. The following
message appears in the status bar: Range/Value successfully added.

ServiceCenter - [ServiceCenter] [_ O] <]
- File Edit “iew Fomat Options Lt Opfion: Window  Help 2 |ﬁ'|1|
$hdl?eals
\:‘i Back {{ Previous }} Mext s Add H Save ﬁ Delete D‘
Yalidity Range Detail Specification
Field Mame: break. start Sequence: Case:
Filez/Formats: caldaily ﬂ Field Type: 3 Amay?
Min Elements:
Unigque 1D:
Fange Min: Frrfield:="10:00:00'
Min D esc: after 10:00 A
Relation: lﬁ
Fange Max: |$vrfield>='1 0000
Max Desc: |bef0re 4:00 PM
weight: I_
Fange Cond: |
Fiange Stmts: |
|
|
I
4] | B
Fange/vValue successfully added. | inzert | [F]

Figure 2-16: New range detail specification record

4 Click Back to return to the validity record.
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The system combines the values you entered in the Min Desc and Max Desc
fields with the relational operator you specified to produce the string that
appears in the Range Summary array.

ServiceCenter - [Data Yalidation] H=1E3
- File Edit “iew Format Options  List Option: Window  Help = Iﬂlﬂ
$BE ?eqa 9
W Ok, K Cancel = Add I save 7] Delete o0 Fird 4 Fil ‘
Yalidity Table Specifications
- SLIMMARY -
Field Marme: break. start | Sequence: |
Files/Formats: caldaily ﬂ Field Type: |Date.-"Time ¥
I Aaray? [
| | Case: | ¥
Field Desc: | Unique [D: |

Standard Info | Secondary File Query Info | Alternate Application |

‘Walidate Cond: Itrue

Allow NULL: [false

MULL Defaulk: |

Eypass Cond: Ifalse

‘wigight Factor: I—

Error Mzg: |Break times must be between 10:00 and 16:00.

Prompt Panel: |

Walues Summary Fange Summary

| Iafter 10:00 AM -AWND- before 4:00 PM =
I I

I I

I I

I I
I I IEl

Summary Lists successfully rebuilt. | ingert | [F]

Figure 2-17: New validity record with Range Summary elements added
5 Put the cursor in the next blank line of the Range Summary array and repeat

steps 2-4 until you have established all the ranges for your field.
6 Click Save to add the record to the validity file.
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Task 4: Validate the Validity Definitions

The validation routine ensures that field, file, form, and application names
referenced in the definition are valid. It also prompts for a data type if you
have left the Field Type field blank.

Important: Peregrine recommends that you validate each record before
using it to validate data records. However, the only requirement
is that you define a field type for each validity record before using
it to validate data records.

To validate your validity record
» Select Options > Validate.

If the validation routine detects an invalid entry, the appropriate message
appears in the status bar and a form is displayed from which to select the
correct entry.

Validity Validation Rules
m Each entry must have at least one entry in the Files/Formats field.

m Each entry in the Files/Formats field must be a valid Database Dictionary
name or form name.

m The Field Name must be defined in each Database Dictionary listed in the
Files/Formats array or to the Database Dictionary associated with the
form.

m The data type of the Field Name must be the same for each file listed in the
Files/Formats array or for the file associated with the form.

m The Unique ID is a user-provided value that uniquely identifies the
record.

m The unique key of the validity table contains the following fields:
field.name, sequence, and filename. Each combination of the Field Name,
Sequence and each element of the Files/Formats array in the validity
record must also be unique within the validity table. This check is
performed before the record is added or updated. If duplicates are found,
the add/update action is not performed, and the following message is
displayed: This record contains an invalid duplicate key.

m The value in the Alt Application field must be a valid RAD application.

m The Secondary File Query Filename value must be a valid Database
Dictionary name.
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m The Lookup Fields must be defined to the Secondary Query Filename and
their data types must be the same as the Field Name.

m The Val Fields must be defined to the Files/Format file and their data
types must be the same as the Field Name.

m The QBE Format must be a valid form name.

m The value in the No Recs Option field must be the word Proceed, or Return.
If neither is selected the system defaults to Proceed when the record is
validated.

Invalid File or Form Name

If any element of the Files/Formats field is not a valid Database Dictionary
name or a valid form name, the following message appears in the status bar:
The name <name> is not a valid dbdict or format. Select a dbdict. A QBE list
of valid file names is displayed. Double-click on the correct file to replace the
invalid entry.

If you have entered an invalid form name in the Files/Formats field and want
to view a QBE list of valid forms, select Options > Display All Formats. A
QBE list of valid forms is displayed. Double-click on the correct form to
replace the invalid entry. If the form you select is not associated with a file,
you must respond indicating the file with which the form will be associated
at run time.

Note: The file associated with the form must contain the Field Name. If it
does not, and the first element in the list is being validated, you are
prompted to select a valid field name. If the second or greater element
is being validated, you are returned to the original record with an error
message.

To switch back to the list of files, select Options > Display Table List.
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Invalid Field Name

If you enter an invalid field name, the following message appears in the status
bar: The field name <field name> is not valid. Select one from the list. A list of
valid field names for the file you have entered is displayed. To select a valid
field, click on a field in the list and press Enter. The invalid entry is replaced
by the field you have selected.

fieldname. window
Invalid Application Name |ECIERE
. . . Field M arnes
If you have entered an invalid application [contact e
name in the Alt Application field in the [
Alternate Application tab, a QBE list of o
valid applications is displayed and the [+t
following message appears in the status [dept
bar: The Application Name is not valid. [lastrame
Select one from the list. Double-click on the [first name
correct application to replace the invalid [contact phone
entry. |estension
[lacation
[floor
|email
|home.|:|hone
|beepel.ph0ne
|cal.ph0ne
|altemate. cantasts
|a|temate.|:uhu:unes
|comments

Deleting Validity Record Components

You can delete entire validity records or parts of records using several
different methods.

m Delete the entire validity record and all its components

m Delete a value or range definition from an individual record
m Delete value and range definitions from a table format

To delete an entire validity record

1 Open a validity record using one of the methods discussed in Accessing the
validity File on page 50.
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2 Click Delete.

The following prompt is displayed: Are you sure you want to delete this record?
3 Click Yes.

To delete a single value or range definition

1 Open a validity record using one of the methods discussed in Accessing the
validity File on page 50.

2 Place the cursor in the line containing the value or range definition you want
to delete

3 Select Options > Edit Line.
4 Click Delete in the detail form.

5 The following prompt is displayed: Are you sure you want to delete this validity
detail?

6 Click Yes.
7 You are returned to the validity record.
8 Click Save.
To delete value or range definitions from a table

1 Open a validity record using one of the methods discussed in Accessing the
validity File on page 50.

2 Select Options > Display All Values or Display All Ranges to display a table
of value or range definitions.

3 Select Options > Edit Table to access the table editing controls.

4 Put the cursor anywhere in the record you want to delete and click Delete.

Warning: You are not prompted to confirm the command. The record is
removed from the table when Delete is clicked.

5 Repeat the process with any other value or range definitions you want to
delete.

6 Click End to exit the table edit mode.
7 Click Back to return to the validity record.
8 Click Save.
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Printing Validity Definitions

A detailed report of a validity record has four main sections that display all
the information contained in the record and in the detailed summary forms:

Field specifications

Query specifications

Values specifications

Range specifications.

Note: Any scalar field or array element that is greater than 60 characters in
length is printed in its entirety with the use of continuation lines. All

elements of all arrays are also printed. All continuation lines start with
€%

To print a detailed report of an entire validity record

1 Access the validity record you want to print using one of the methods
described in Accessing the validity File on page 50.

Note: To generate a detailed report, the validity record must contain Values
or Range definitions.

2 Place the cursor in a Summary field containing a value.
3 Select Options > Edit Line.

A detail specification record is displayed for that summary item.
4 Select Options > Print Detail Entry.

The following message is displayed in the status bar: Print of Validity Table
successfully scheduled.

The job is added to the schedule file, which will print the record currently
being viewed. The report is run by the report background scheduler and is
printed on the printer selected in File > Printing Options (Client or Server).

The report shown in Figure 2-18 on page 87 is a sample of a detailed validity
report.
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ServiceCenter - [spool] (- [O] =]

-Eile Edit ‘“iew Fomat Options List Options ‘Window Help _|ﬁ||1|
sBEl?2ea 9
OK Cancel Previous Mest Add +1 Save '-f Delete
-

Mame: _\-"alidit_l,l Table Detail | Mumber: |84‘I Page: I‘I—
Date:  |08/28/01 0715 F'rinter:lsysprint Operator: |falcon

| 08728401 07:15 ServiceCenter

| " alidity T able D etai

| Page: 1

|Dperat0r: falcon  Selection: field.name="priorty'" and files="cmat"

|»

| Sequence:

Field Mame: priority

Field Specifications

Files/Formats: cm3t

Sequence:

Case:
Field Type: 2
Array?

Min Elements:
Walidate Cond: falze
Allow Mulls: false

Mull Default: 2
Bypazs Condition; falze
Wweight Factar:

Error Meszage:

Prampt Format:

Query Specifications

Condition:

Filenarne:

Query Type:
Al b any’?
Yal Queny:
Wal Sorts:
Wal Eror Mzg:
Select Query:

Select Sorts:

Mo Recs Opt: proceed
GBE Format:
Lookup Fields:
Wal Fields:
Al Appl:

Manes: sy
4| | »

Ready | inzert | [P

Figure 2-18: Validity table detail report
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Invoking Validity Table Processing

You can invoke validity table processing by calling the RAD application
validate.fields in the Subroutines process of Format Control. Validity table
processing is invoked to achieve two goals:

m Validate the fields in a record during record processing

m Allow look-up processing during record editing (similar to ServiceCenter
Find and Fill capability)

Validating Fields During Record Processing

During record processing, the fields in a record can be validated one at a time
or in a particular order.

Note: To invoke validity table processing in Change Management, refer to
Change Management in the Application Administration Guide.

Important: You must validate each validity table definition before using it to
validate data records. Refer to Task 4: Validate the Validity
Definitions on page 82, for instructions.

To invoke field validation in a record during record processing

1 Access the Format Control record for the form for which you want to invoke
validity table processing. If a record does not already exist, you must create
one.

Refer to Format Control in System Tailoring for details on accessing and using
Format Control.

2 Display the Subroutines process.
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Note: The view in Figure 2-19 on page 89 is of the expanded form.

ServiceCenter - [Format Control frames] M= E
- File Edit “iew Format Options  Lisf Option:  Window  Help i |E’|1|
FmE| 28 Qe
H - =]
W’ Ok <=y Back wie Add I Save T Delete ‘
Wiews | Gueries | Calculations | Walidations | i | Addl Optictis | Privilzges |
Format Control Maintenance - Subroutines
M arne: frames Wieww
Subroutines
Application Hame |validate.fields =
Commentz |
Mames |second.file = Walues |$File &
Ermrar Message |The oniginal record is dizplayed.
Add Jtrue
Update Jtrue
Delete |
Before Jtrue
Display |
Initial | |
Ready | ingert | formatchl. maint.subs.v.q [P]

Figure 2-19: Subroutines process of a Format Control record

3 Enter validate.fields in the Application Name field.

Note: The logical values in the Add, Update, and Before fields are examples
only. Refer to the Format Control documentation for instructions on
how to decide when Format Control is processed.
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4 Enter the appropriate parameters for validate.fields in the Name and Value
fields using the information from the following table.

Name Value Description

second.file $file Executes all validity table records (all fields) defined for the
file being processed

name <field name> Executes only one validity table definition (one field)
defined for the file being processed

Note: You can repeat this type of definition in the Format
Control Subroutines section as many times as necessary.
However, it is more efficient to call the subroutine once
and pass a list of the fields to be validated.

names <list of fields> Executes a specific list of validity table definitions defined for

or the file associated with the form

$<variable> For example, define a $ variable in either the Initializations
or Calculations process of the Format Control record as:

$fieldlist={"reason", "risk", "planned.start"}
In the Subroutine call, specify the Value input as:
Name: names  Value: $fieldlist
Note: You can use any variable name you choose, however,

you are responsible for ensuring that your variable name
does not corrupt a variable used by the application

validate.fields.
text current.format() Executes a specific list of validity table definitions defined for
or the form just displayed to the user

<form name>

5 Enter a message in the Error Message field.

The recommended error message is: The original record is displayed. If a
message is not defined, an unfriendly error message is issued when returning
to the data record.

6 Click Save.
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Parameter Panel Field Definitions—validate.fields

ServiceCenter - [Forms Designer] [_[O]x]
-Eile Edit Wiew Fomat Optone LietOptons: Window  Help -|ﬁ'|£|
$Bhalr?male

¥ End  fF Continue I:||

|applicati0n Ilabel |
|comments

Mame of Field to Frocess: |name

Array of Fields to Process; |names

Calculate Rigk, Only: |boolean1

Store Cale Results: |pl0mpt

Rizk. M aximunm: |number1

File % ariable to Process: |second.file

Online Lookup: |cond.input

Suppress Mot Found keg; |string1

Farrnat M ame: Itext

Error Exit should return bo the

previous RI0 panel, not $ermor

|n0lmal |err0l

Feady inzert | validate fields [P]

Figure 2-20: validate.fields parameter panel field names
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Label Field

Description

Name of Field to Process name

If one field is to be validated or if the look-up function is
being invoked, specify that fieldname here. This is an
optional field.

Note: When calling validate.fields from a RAD
application to invoke the look-up function, use the
cursor.field.name() RAD function. By doing this, one
function key can be used to look-up any of the fields
on the form.

Array of Fields to Process names

The optional ARRAY containing the list of fields to
validate.

Note: If both Name of Field to Process and Array of
Fields to Process fields are NULL, all fields defined
for the specified file are validated.

Calculate Risk Only boolean1 An optional boolean flag that initiates risk calculation
processing for Change Management. The default is false.

Store Calc Results prompt The name of the field that will contain the results of the
risk calculation. This is an optional field.

Risk Maximum ) numberl The maximum value that can be calculated for risk. This

is an optional field.

File Variable to Process  second.file

The file variable that contains the current version of the
record to be validated. This is a required field.

Online Lookup cond.input

An optional boolean flag that, when true, causes the
validity routine to present a list of all valid values/ranges
for a specified field rather than attempt to validate the
value in the current record. The default is false.

Suppress Not Found Msg  stringl

An optional boolean flag that, when true, causes the
validity routine to suppress a not found message when
no validity definitions are found for a particular field.
The default is false.

Format Name text

An optional field that defines the name of the format
being validated. Normal validate.fields processing
retrieves all Validity Table records for the File being
validated. However, there may be circumstances where
you need to validate only certain fields that are defined
for a particular form. In those circumstances, pass the
name of the form through this parameter. In doing so,
only those validity records whose Files/Formats field
contains the name of the form are selected for
validation.
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Label Field Description

Normal normal The name of the panel to exit to if all fields are valid.
When online lookup is true, the normal exit is usually
back to the rio panel from where lookup was invoked.

Error error In ALL cases, should exit to the previous rio panel. It
should not exit to $error.

Look-up Processing

Calling the validity routine while a record is being edited simulates the Find
and Fill functions. This gives the user the ability to determine the valid values
or ranges of a field before attempting to process a record. The validity
look-up routine can be executed from three places:

m Format Control Additional Options process
m Format Control Subroutines process

m Displayoptions

Format Control Additional Options

You can use Format Control to set up a menu option called Validity Lookup.
When selected from the Options menu of a form being edited, this option
performs a validity check on the field of focus in the form for which validity
specifications have been defined. Invalid fields are highlighted and a message
is displayed in the status bar giving details on the type of error incurred.

To create a Validity Lookup option in Format Control

1 Access the Format Control record for the form for which you want to invoke
validity table processing. If a record does not already exist, you must create
one.

Refer to Format Control in System Tailoring for details on accessing and using
Format Control.

2 Display the Additional Options process.
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Note: The view in Figure 2-21 on page 94 is of the expanded form.

ServiceCenter - [Format Control frames]
-Eile Edit “iew Fomat Options  List Opfion: Window  Help

SEBE|?eqQl 9

I[=1 E3
=18

B’ 0K < Back el Add [Hsave (7 Delete |

Wiews | Queiies | Calculations | alidations I S ubroutinil & | Privileges |

Format Control Maintenance - Additional Options
Marme: frames [T Use as Master ‘iewn
Farm to Display: |frames [ allow Edit
¥ Allow I+t
Additional Options
Option I'I— Condition for Option |true &
Command [walidity Lookup Description [\ alidity lookup
&pplication [rwalidate. fields Comments [alidity laakup
Error Meszage |T he onginal record iz displayed.
Feset on Retum Jtrue
Mames [name j‘alues |cursor field namef)
|$econd.file |$file
[eond.input | [walltrue", 4]

Option I_ Condition for Option |
Command | Dezcription |
&pplication | Comments |
Error Meszage |
Reset on Retun | ;J

Ready

| ingert | formatctl. maint. optionz.w.g [F]

Figure 2-21: Additional Options process of a Format Control record

3 Enter the following field values:

Field Value
Condition for Option true

Command Validity Lookup
Application validate.fields
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Field Value

Error Message The original record is displayed.

Note: This is the recommended message. If this field is
left blank, you will receive an unfriendly error
message when you return to the data record.

Reset on Return true

4 Enter the appropriate parameters for validate.fields in the Name and Value
fields using the information from the following table:

Names Values

name cursor.field.name()
second.file $file

cond.input val(“true”, 4)

Note: The data passed to the boolean parameter must
be a type 4 (hence the VAL() statement for the
Value). As an alternative, a $variable could be
defined in the initialization expressions (e.g.
$flag=true) and then passed to the subroutine.

5 Click Add to add a new Format Control record, or click Save to save your
updates.

Format Control Subroutines

You can invoke validity lookup processing by calling validate.fields from the
Subroutines process of Format Control. A validity check is performed
automatically when you attempt to add or save a form containing an invalid
field value. Invalid fields are highlighted and a message is displayed in the
status bar giving details on the type of error incurred.

To call validate.fields from Format Control

1 Access the Format Control record for the form for which you want to invoke
validity table processing. If a record does not already exist, you must create
one.

Refer to Format Control in System Tailoring for details on accessing and using
Format Control.
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2 Display the Subroutines process.
Note: The view in Figure 2-22 on page 96 is of the expanded form.

ServiceCenter - [Format Control frames] =] E3
- File Edit “iew Format Optons  List Optons Window  Help - |5’|5|
sBhEl?2eQle
¢/ 0K xBack  ofmadd [JSae ] Delete D‘
Wiews | Queries | Calculatiohs | Walidations | | Addl Options | Frivileges |
Format Control Maintenance - Subroutines
M arne: frames Wiew:
Subroutines
Application Hame |validate. fields =
Comments |
M ames [name 2| Walues  [oursar field.namef) -
|b00lean1 |false
|second.file |$cunent.file. variable
|cond.input |tlue
Ermor Mezsage |The oniginal record is displayed.
Add |tlue
|Ipdate Jtrue
Delete |
Befiore |tlue
Display |
Iitial | j
B Fomat Control record updated. | insert | formatctrl. maint. subz.v.g [P]

Figure 2-22: Subroutines process of a Format Control record

3 Enter the appropriate parameters for validate.fields in the Name and Value
fields using the information from the following table:

Names Values

name cursor.field.name()
booleanl false

second.file $current.file.variable
cond.input true
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4 Click Add to add a new Format Control record, or click Save to save your
updates.

Displayoptions
You may also create a Validity Lookup option in the Options menu by

creating a displayoption record. For detailed information on creating
displayoptions, refer to Display Application in System Tailoring.

Use the following field values in the displayoption record:

Field Value

Default Label Validity Lookup
Condition true

RAD Application validate.fields
Separate Thread? true

Use the following parameter values in the displayoption record:

Names Value

name cursor.field.name()
second.file $L.filed

cond.input val("true", 4)
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Examples

The following examples show how validity table processing runs when
invoked from a Format Control option, a Format Control subroutine call, or
a displayoption.

This example uses a file called frames, a sample table used to track the selling
of picture frames. The fields in this file represent different data types that can
be validated against various range and value specifications. The frames form
is shown in Figure 2-23 on page 98.

ServiceCenter - [frames] H=] 3

-Eile Edit Wiew Faormat Options  Lisf Option:  Window  Help = =0 |
smml 78 Q9

= Back e Add  S$0 Search ‘

Picture Frames

Maodel: I—
Color: I—
Type: I—

Glass: I—

Quartity: I—

Date Sold: I—

Options:

Feady | inzert | frames [F]

Figure 2-23: Sample form for the frames file
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The Database Dictionary for the frames file is shown in Figure 2-24 on

page 99.
ServiceCenter - [Dbdict] [_ O]
- File Edit “iew Fomat Options Lisf Option:  Window  Help i |ﬁ||5|
tmml 2 eqle
ok S cancel 77 Delets ] Mew L) Edit ‘
File Hame: framesz HRoot Record [if -1 then on SQL): 50416192
Case Mode: Case Sensitive
Field M arme | Type | Index | Lewvel | Keps | File: Murnber/Pacls |
|descriptor Shucture 1 0 Unique s
madel Character 1 1 sl d
caolar Character 2 1 j
type Character 3 1
glass Lagical 4 1
quantity MHumber 5 1
date. zald Date/Time 5 1
options Aray 7 1
ophiors Character 1 2
«| | H
Ready | inzert | dbutil. main.g [F]

Figure 2-24: Database Dictionary for the frame file
The following values are valid for the indicated fields:

Field Value

color Blue, gold, silver, red, natural

Note: The acceptable values for the color field are
contained in a separate file called colors, in which
each color is defined as a separate records.

type Wood, plastic, metal

glass True or false, NULLS are not allowed

Examples € 99



ServiceCenter

Field Value
quantity Must be greater than 0, but less than 50
date.sold Must be greater than or equal to today’s date and less

than 7 days from today’s date. The System
Administrator has the authority to bypass this
constraint.

options Cleaned, high-gloss, matted finish, gift wrapped,
shipping wrapped, shipped, carry-out

Validity Table Specifications

You must create a validity table record for each field in the frames file that
you want to validate.
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Color Definitions

The validity table specifications for the color field in the frames file are listed

in the following table.

Field Value

Field Name color

Files/Formats frames

Field Type Character

Validate Cond true

Allow NULL false

Bypass Cond true

Condition true

Filename colors

Note: All valid colors are defined in the color file. This

file and a colors form were created for the purpose of
this example.

Allow Many false

Val Query color=$vrfield

Val Error Msg The color is not valid. Select one from the list

Select Query true

No Recs Opt Proceed

Lookup Fields color

Val Fields color
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ServiceCenter - [Data Yalidation] Hi=] &3
-Eile Edit Miew Faomat Options  List Option: Windaw  Help -8l

tm@E 7eql9
WOk M Cancel €4 Previous 3P Newt  ofnidd  [JSave  [iDelte . Find § Fil ‘
Validity Table Specifications

- SLIkMARY -
Field Marne: |co|or Sequence: I_
Files/Fomats: [frames ﬂ Field Type: [Character ¥
| Aray? r
| | Case: | ¥
Field Desc: | Uriique 1D |

Standard Info | Secondary File Quem Info | Alternate Application |

Validate Cond: Jtrue
Allow NUILL: [false
MULL Drefault: |

Bupass Cond: |true

Weight Factor: I

Standard Infa Secondam File Query Info | Alternate Application |

Conditior: |tlue
Filename: |colors Guery Type: I—
Allows Mary?: |falze
“al Query: |olar=3ifield
Wal Sarts: |
|
Wal Error Mzg: |The color iz ot walid. Select ane from the list.
Select Queny: [t
Select Sarts: |
|
Mo Recs Opt: [Proceed ¥|  OBEFmt | Hity. summary.g [F]
Fieldz to Copy
Loakup Figlds: |eclar «| “alFields: Jeclor -
| |
| |
| El | I

Figure 2-25: Validity table specifications for the color field
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Date Sold Definitions

The validity table specifications for the date.sold field in the frames file are
listed in the following table.

Field Value

Field Name date.sold

Files/Formats frames

Field Type Date/Time

Validate Cond true

Allow NULL false

Bypass Cond true

Error Msg The date must be greater than today and less than 7 days
from now.

Range Min $vrfield>=date(tod())

Min Desc > today's date

Relation and

Range Max $vrfield<=date(tod())+'7 00:00:00'

Max Desc < 7 days from Today

Range Cond true
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ServiceCenter - [Data Val H=] E3
- File Edit “iew Format List Optione Wwindow  Help ;lilil
Y@ ?eql hin
Edit Line
o’ 0K 3 Cancel 4 Display Al Values = Add [H5ave [ Delte . Find 4 Fil E“
T |Tab|e Specifications
: E:;a?thnload ﬂAMAR\K-
Field Name: raummu— Sequence: I_
Filez/Formats: |frames ﬂ Field Type: |Datex’Time ¥
| Array? [
| | Case: | ¥
Field Desc: | Unique 1D: |
Standard Info | Secondary File Query Info | Alternate Application |
‘Y alidate Cond: Itrue
Allaw MULL: [false
MIILL Default |
Bypasz Cond: |true
Weight Factor: I_
Ermar Mag: [The Azta rmict ke mreatar tham bndzn zmd laee than 7 daos from som
B el ServiceCenter - [ServiceCenter] H=1E3
- File Edit Yiew Fomat Options  List Dpbons: Window  Help ;Iilil
YYalues Summary 36 [% | s ] g | 43
I \\‘. Back |
I— Validity Range Specifications
I— Field Mame: |date. zold Sequence: I—
I— Files/Formats: |frames ﬂ Field Type: |Datea"Time
| Array? r
| j Case:
e —— Ll [ oS | Urigue 10
B The Summary Lists b i
Fiange kin: |$wfield> =dateftod(]]
i Desc: | today's date
Felation; Iﬂ
Fange Max: |$wfield< =date(tod()]+'7 00:00:00"
Max Desc: | 7 days from Today
Wwieight: I_
Range Cond: |true
Fange Stmts: |
|
Rarae Mir: |
Min Desc: | j
Ready | inzert | validity.ranges. all.g [P]

Figure 2-26: Validity table specifications for the date.sold field
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Glass Definitions
The validity table specifications for the glass field in the frames file are listed

in the following table.

Field Value

Field Name glass

Files/Formats frames

Field Type Character

Validate Cond true

Allow NULL true

Bypass Cond true

Value true

Cond true

Desc true (glass provided)
Value false

Cond true

Desc false (glass not provided)
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ServiceCenter - [Data ¥all Hi=l &
- File Edit “iew Format Let Uptione: Window  Help = |5|5|
YBE ?eq Am

Edit Line ‘ g
o’ 0K M Cancel 4 ay &V alu o idd [ Save T[] Delete 0 Find 4 Fil ‘
\Dgliﬂay AllFiangss "YTahle Specifications
b
e - SUMMARY -
i Export/Unload JE—
Field Mame: [gmu— Sequence: |
File:s/Formiats: [frames ﬂ Field Type: |Character ¥
| Array? r
| j Case: ¥
Field Desc: | Unique 10:
Standard Info | Secondary File Queny Info |AIternateAppIication |

== x|

ServiceCenter - [ServiceCenter] _ (O]

Yalidity Yalue Specifications

Sequence:
Field Type:

j Array?

| Case:

Unigue 10

—

[Eharaster

-

1

alidate Cond:
Allow NULL: - File Edit ‘“iew Fommat Options Lt Options:  Window  Help
MULL Default: 3’0 |
hE ?T e Q) D

Bypass Cond:
wieight Factor: “y Back
Error Msg:
Prampt Panel:

Field M ame; [glass
el M Files/F ormats: |frames
|true [glazz provided] I
Ifalse [glass not provided |
I— Field Desc: |
I— W alue: |tlue

Canditiar: [true

D escription: |true [alass provided)

Feady Woeight: |

Statements: |

Walue: [false

Condition: |tlue

Description: |false [glazz not provided

Wweight: I

Statements: |

Ready

| insert | walidity. walues.all.g [F]

Figure 2-27: Validity table specifications for the glass field
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Options Definitions

The validity table specifications for the options field in the frames file are
listed in the following table.

Field Value

Field Name options
Files/Formats frames

Field Type Character

Array true

Validate Cond true

Allow NULL true

Bypass Cond true

Error Msg Select a valid option.
Value cleaned

Cond true

Desc cleaned

Value high-gloss

Cond true

Desc high-gloss

Value matte finish
Cond true

Desc matte finish
Value gift wrapped
Cond true

Desc gift wrapped
Value shipping wrapped
Cond true

Desc shipping wrapped
Value shipped

Cond true

Desc shipped
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Field Value
Value carry-out
Cond true
Desc carry-out
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ServiceCenter - [Data Validation] =]

@ Fi= Edt View Fomat
sBE ?eq
/DK XCanceI |

Field M ame:

Files/Formats:

o i e = =

Field Desc:

Standard Info | Secondary File

Yalidate Cond:
Allow NULL:
MNULL Drefault:
Bupass Cond:

‘wieight Factaor:
Error Mag:

il S = i e llw— |

Prarmpt Panel:

Walues Summary

|cleaned

|high-gloss

|matte finish

|gift-vrapped

|shipping-vrapped

[shipped

B The Summary Lists have be:

Prirt
Edit Line

Display &l
Dizplay &l Fanges k
Walidate

Let Option: Window  Help

i Add I 5ave Tl Delte 0 Find

==l x|

+ Fil ‘

ITabIe Specifications

ServiceCenter - [ServiceCenter] =] E3
- File Edit “iew Format Options List Dption:  ‘wWindow  Help pi | ﬁ'lﬂ
rmal?2eq 9
\'-"-Q Back D‘
Validity Value Specifications
Field Mame: |0pti0ns Sequence: I
Files/Fuarmats: [frames ﬂ Field Type: [Character
| Aray? W MinElements: |
| | Case: |
Field Desc: | Unique |0 |
Yalue: |cleaned
Candition: [t
Diescription: |cleaned
Wieight: I_
Statements: |
Walue: Ihigh-gloss
Condition: [true =
Description; |high-gloss
Wwieight: I_
Statements: I
W alue: |matte finish
Condition: Itrue
Description: |matte fimigh
Wwieight: I_
Statements: |
Walue: |gift-virapped
Conditicn: |true
Diescription: Igift-wrapped
Wieight: I_
Statements: | =
Feady | ingert | walidity. values. all.g [F]

Figure 2-28: Validity table specifications for the options field
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Quantity Definitions

The validity table specifications for the quantity field in the frames file are
listed in the following table.

Field Value
Field Name quantity
Files/Formats frames
Field Type Number
Validate Cond true
Allow NULL false
Bypass Cond false
Range Min $vrfield>0
Min Desc > zero
Relation and
Range Max $vrfield<=50
Max Desc < = fifty
Range Cond true
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ServiceCenter - [D ata Yalidation] =] E3
G Fie Edit View Fomat |5 -8 x|

Print
Edit Line

Dizplay All Values
Di 4| Rar
Walidate
Export/Unload

$BE ?eql
/DK annceli

s Add KHsave ThDekete .00 Find 3 Fill ‘

Field M ame: [ Sequence: I—
Filez/Formats: Iframes j Field Type: INumber ¥
| Anay? i
| 7| Case: | ¥
Field Desc: | Unique 1D: |

Standard Info | Secondary File Query Info | Alternate &pplication |

Y alidate Cond: |true
Allow MULL: Ifalse
MULL Default: |
Bypass Cond: Ifalse
‘wieight Factar: I_
Error Meg: |
Frompt Panel: |
Yalues Summary -Eile Edit “iew Fomat Options  Liet Opfion:  Window  Help ;[ilﬂ
SdBEl 720 Qle
\'-'-'Q Back D‘

Yalidity Range Specifications

Field Mame: |quantity Sequence: I—
Files/Formats: Iframes ﬂ Field Type: |N urnber
| Aray? [

Ready | j Caze: |

Field Dezc: | Unique |D: |

Range Mir: |$vrfield>0

Min Desc: | ze1o

Fielation: m

Ranage Max: |$wfield< =h(

Mar Desc: | = fifty

Wwieight: I_

Fiange Cond: |true

Fange Stmts: |

Fiange Min: |
Min Desc: | j
Ready | inzert | validity.ranges. all.q [P]

Figure 2-29: Validity table specifications for the quantity field
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Type Definitions

The validity table specifications for the type field in the frames file are listed
in the following table.

Field Value

Field Name type

Files/Formats frames

Field Type Character

Validate Cond true

Allow NULL false

Bypass Cond true

Error Msg Type must be wood, plastic, or metal.
Value wood

Cond true

Desc wood

Value plastic

Cond true

Desc plastic

Value metal

Cond true

Desc metal

112 b Chapter 2—Validity Table Processing



System Tailoring, Volume 2

ServiceCenter - [Data Validation] H=]
-Eile Edit  Miew Format List Opfion: Window  Help _|ﬁ||1|
HB@| ? e q| Pt

Edit Line

o Ok ¥ Cancel PR 1Y alue

Dizplay All Ranges

s Add Id5ave  TDelte .0 Find & Fil ‘

e Table Specifications
i
S - SUMMARY -
i Export/Unload e

Field Mame: I.type— Sequence: I

Files/Formats: Iframes j Field Type: IEharacter ¥
| Array? [
| 7| Case: ¥

Field Desc: | Unique 1D:

Standard Info | Secondary File Bians lnia | Alkarmats docliestion |

ServiceCenter - [ServiceCenter] M=l &3

: - File Edit %iew Format Options List Opfions  Window  Help =18 =]
‘Walidate Cond: IE :
Allow MULL: fal: % % | 18 | ca|
NULL Default [T Bk u
Bypass Cond: [tru Validity Value Specifications I
‘wheight Factor: I_
Error Mzg: IT__l,l Field Mame: Itype Sequence: I—
Frompt Panel: I_ Files/Formats: Iframes ﬂ Field Type: IEharacter
| Array? [
Walues Summary | j Case: |
|w00d Field Desc: | Unique |D: |
|plastic sl
[metal Walue: Jwood
I Condition: |lrue
I Description: |w00d
| Weight: l_
Statements: |
|
Feady .
Walue: |p|ast|c:
Conditicr: Jtrue
Description: |p|astic:
‘Weight: l_
Statements: |
|
Walue: |metal —
Condition: |true
Description: |metal
‘Weight: l_
Statements: |
|
=
FReady | inzert | walidity. values. all.g [F]

Figure 2-30: Validity table specifications for the type field
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Invoking Validity with Format Control

For this example, we will create an Options menu option for Validity Lookup
that allows the user to manually validate each field on the frames form. We
will also invoke a RAD call that can validate all the fields on the form
automatically when the user attempts to save a record in the frames file. The
two Format Control processes invoked are:

m Additional Options

m Subroutines

Additional Options Values

Using the procedure discussed on page 93, create an Additional Options
record for the frames form using the following values:

Field Value

Form to Display frames

Option 1

Condition for Option true

Command Validity Lookup

Description Validity lookup

Application validate.fields

Error Message The original record is displayed.
Reset on Return true

Enter the appropriate parameters for validate.fields in the Name and Value
fields using the information from the following table:

Names Values

name cursor.field.name()
second.file $file

cond.input val(“true”, 4)

Note: The data passed to the boolean parameter must
be a type 4 (hence the VAL() statement for the
Value). As an alternative, a $variable could be
defined in the initialization expressions (e.g.
$tlag=true) and then passed to the subroutine.
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Subroutine Values

Using the procedure discussed on page 95, create a Subroutines call for the
frames form using the following values:

Field Value

Application Name validate.fields

Error Message The original record is displayed
Add true

Update true

Before true

Enter the appropriate parameters for validate.fields in the Name and Value
fields using the information from the following table:

Names Values

second.file $file

Invoking Validity with a displayoption

A Validity Lookup menu option can also be created with a Display
application displayoption. For information on locating Screen IDs and
creating displayoptions, refer to Display Application in System Tailoring.

Example 1: Run-Time Validation

We are now ready to create and validate a record using the validity
specifications we have defined. In the following example, we will enter several
invalid values and attempt to add the record to the frames file. By doing so,
we will invoke the run-time validation process we have set up in Subroutine
Values on page 115.
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To validate a form at run-time
1 Open a new picture frame record in Database Manager.

2 Complete the form with the following values:

Field Value
Model 1500-A
Color purple
Type wood
Glass true
Quantity 5
Date Sold 09/30/01
Options antique
cleaned
stained
carry-out
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Note: The values in the Color, Date Sold, Options #1, and Options #3 fields
are invalid. Assume that the current date is 08/09/01.

ServiceCenter - [frames] [_ (O]
Y

-Eile Edit “iew Fomat Optiong  Ligt Option: Window  Help
LBhE ?8Q 9

% Back e Add  N$ Search ‘

Picture Frames

odel: I‘I 500_a,
Color; Ipurple
Type: Iwood

Glass: Itrue
Invalid values
Cuantity: |5

Date Sold: IDS.-’SDHD‘I

Dptions: [antique

|cleaned

[stained

|cany-out
|
|
|

Ready | inzert | frames [P]

Figure 2-31: New record in the frame file prior to validation

3 Click Add.
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The validation routine detects the invalid color value and displays a QBE list
of valid values from which to choose. The following message is displayed in
the status bar: The color is not valid. Select one from the list.

ServiceCenter - [ServiceCenter] H=E
- File Edit “iew Fomat Opgtions Lt Ophions: Window  Help & |E|1|
SBEl ?20Ql9
2 =]
“y End Bypass
color =
Iblue
Igold
Inatural
red
Isilver
D The color is ot valid. Select one from the list, | ingert | colors.gbe [F]

Figure 2-32: QBE list of valid field values for the Color field

4 Make one of the following choices:
= Select a valid color and press Enter.
= Click End to return to the record without changing it.

= Click Bypass to bypass current validity table processing and force the
application to accept the current value in the field. To have the
capability of bypassing the validation, the Bypass Cond field in the
validity record for this field must evaluate to true.

If you select a valid color or bypass the validation of the Color field, the next
field is validated. In this example, the Validity Table Correction Screen is
displayed indicating that an invalid value has been entered in the Date Sold
field. The following customized error message is displayed in the status bar:
The date must be greater than today and less than 7 days from now.
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The invalid date from the form is displayed in two places initially: the
Corrected Value field; and in red in the Original Value field. The valid range
you specified in the validity record is displayed in the Valid Ranges array.

ServiceCenter - [Enter a valid value and ENTER] !E[m

-Eile Edit Miew Format Opfione Liet Options Window  Help

=&
sBEl 7oq 9
/ oK \:-{ Back Bypass D‘

YALIDITY TABLE CORRECTION SCREEN

ERTER A L 0 L LE ANEG FRERS ENTER
L5 FIRERE THE BUTTON CENTANING THE CORRECT VALLE

Comected YV alue: |DS.-"30.-"D‘I 00:00:00
Original ¥ alue: 09,/30/01 00:00:00
Case Correersion:

Field Mame: date. sold

WALID VALUES WALID RANGES

Iél | today's date -4MD- 7 daps from Today

B The date must be greater than today and lezs than 7 days from now. | insert | validate fields. aray.g [F]

Figure 2-33: Correction screen for an incorrect range value

5 Change the date in the Corrected Value field to the correct date.
6 Click OK to apply the corrected date to the Date Sold field.

Note: You may bypass this validation and move to the validation of the next

field or click Back to return to the original record without applying
any changes.
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The next field is validated. In this example, the process detects an invalid
value in the Options array. A drop-down list of valid options is displayed.
The following message is displayed in the status bar: Select a valid option.

] e I e

Figure 2-34: Drop-down list of valid options for the frame file

7 Select a valid option from the list.
8 Click OK or press Enter.
The next option in the array is validated.

9 Repeat the selection and validation process as many times as needed to
remove invalid options from the new record.
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When you have validated all the fields in the form, the record is added to the
frames file. The original record is displayed and the following message
appears in the status bar: frames record added.

ServiceCenter - [frames 1500_A] [_ O] =]
=151 x]

-Eile Edit Wiew Fomat Options List Options  ‘Window Help
SmE ?20Q 9
/ ok x Cancel s fdd ﬁ Save f'j' Delete ‘

Picture Frames

Model: I‘I S00_4

Calor: W
Type: Iwood—
Glags: IF

Quantity: |5—

Date Sold: |08£283’D1 00:00:00

Optionz: Imatte finizh

|cleaned

Ishipped

Ic:an_l,l-out

|
I
I I

| inzert | frames [F]

B frames record updated.

Figure 2-35: Valid record added to the frames table.

Example 2: Assisted Entry

In this example, we demonstrate how you can use validity table processing to
complete the fields in a new record. In this case, you do not need to know the
acceptable values for each field and can use the validation process like the Fill

function.

To enter data using validity table processing
1 Open a new picture frame record in Database Manager.
2 Enter a value in the Model field.

3 Click Add.
Because the Color field is blank and the validity record for this field does not
allow a NULL value, validity processing prompts you to select a valid color.
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4 Select a color from the QBE list displayed (Figure 2-32 on page 118) and
press Enter.

Because the Date Sold field is blank and the validity record for this field does
not allow a NULL value, the Validity Table Correction Screen is displayed
(Figure 2-33 on page 119), and the following message appears in the status
bar: The date must be greater than today’s date and less than 7 days from now.

5 Select one of the following procedures:
= Enter a valid date and click OK.

= Ifyou do not want to enter a date at this time, leave this field blank and
click Bypass.

Because the Quantity field is blank and the validity record for this field does
not allow a NULL value, the Validity Table Correction Screen is displayed
(Figure 2-33 on page 119), and the following message appears in the status
bar: The value NULL is not valid for the field quantity.

6 Add the quantity in the Corrected Value field.
7 Click OK or press Enter.

Because the Type field is blank and the validity record for this field does not
allow a NULL value, a drop-down list is displayed, and the following message
appears in the status bar: Type must be wood, plastic, or metal.

8 Select a valid frame type from the list.
9 Click OK or press Enter.
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The picture frame record is displayed with the required (and non-bypassed)
fields completed. The following message appears in the status bar: frames
record added.

ServiceCenter - [frames 200-C] !E[E
== %]

-Eile Edit Miew Fomat Options  List Options  Window Help
sBB ?TOeQl 9
,/ ok x Cancel s Add H Save f'j' Delete ‘

Picture Frames

todel: |2DDE—
Calar:  |red
Type: Iplastic—
Glass: I—
Quantity: |31—
Date Sold: M
Options:

B frames record added. | insert | frames [F]

Figure 2-36: Record partially completed by validity table processing

10 Complete the remaining fields in the record manually or use the Validity
Lookup option (explained in the following section).

11 Click Save.
Validity table processing continues with the Options field. If invalid options
are entered, the system displays a drop-down list of acceptable values from

which to choose.
12 Select the appropriate options from this list and click OK or press Enter.

The following message appears in the status bar: frames record updated.
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In the previous example, we were able to save the record with two blank fields
(Glass and Options), because the validity record for those fields allowed
NULLs. If we do not know the acceptable values for the Options field,
however, we are likely to enter invalid data that will invoke validity table
processing when we attempt to save the record. We can avoid errors when
selecting options in this array by using the Validity Lookup option we created
for the frames form in Format Control.

To use the Validity Lookup option
1 Access the same record created in the previous example (Figure 2-36 on
page 123).

This record was validated with the assisted entry method, which left two
fields, the glass field and the options field blank. Because the validation
specifications for these fields permit NULL values, validation was not
performed on these fields before the record was saved. Validity Lookup
executes validity table processing for these fields and helps you select a valid
value.

2 Put the cursor in the first blank line of the Glass field.
3 Select Options > Validity Lookup.
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A form containing a drop-down list of valid selections for the Glass field is
displayed. Because this is a logical field, there are only two selections.

Figure 2-37: Drop-down list of valid selections for the Glass field

Select either true or false.

Click OK or press Enter.

Put the cursor in the first blank line of the Options array.
Select Options > Validity Lookup.

N O un »
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A form containing a drop-down list of valid options is displayed.

ServiceCenter - [Enter a valid value and ENTER] = 0] x|
- File Edit “iew Format COptone  ListOpbon:  Window  Help — &)
smml?eqle

g/ ak {Q Back  Bypass .

The date must be greater than today and less than 7 days from now.

opticns; | ¥

B The list of Yalues/Ranges valid at this time are displaped. | ingert | validate. fieldz. array. gui [F]

Figure 2-38: List of valid options and date error message.

Note: The date appearing on this form is no longer valid according to the
range defined in the validity table specifications. When you attempt to
save this record, the validation routine for the Date Sold field will be
invoked. You must either correct the date or bypass the validation
routine to save the record.

8 Select a value from the list.

9 Click OK or press Enter.

10 Put the cursor in the next blank line of the Options array and repeat the
validation process until all the appropriate options have been selected.
11 Click Save.
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Example 4—Special Processing

The following special processing statements can be used to define unique
relationships between fields:

m Special validation conditions: In the first example, a certain model of
picture frame (the 1900 Deluxe) comes with a blue, wooden frame and
includes the glass. We want the validation routine to enter this
information automatically when processing records for the 1900 series.
When any other model number is entered, we want normal validity table
processing to occur.

m Modified processing order: In the second example, we will alter the
default processing order (alphabetical) and have the fields validated in the
order in which they appear in the form.

Special Validation Conditions

The processing statements that establish the default values for the 1900
Deluxe picture frame must be defined as value details in the validity table.

To establish the value detail specifications
1 Open a blank Validity Table Specifications record.

2 Enter the following values:

Field Value
Field Name model
Files/Formats frames
Field Type character
Validate Cond model in $file=“1900”
Allow NULL false
Bypass Cond false
3 Click New.

4 Select Options > Display All Values.
The Validity Value Specifications form is displayed.
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5 Add the following value specifications:

Field Value

Value 1900

Cond true

Desc 1900 (Deluxe)
Stmts color in $val="blue"

date.sold in $val=tod()
type in $val="wood"
glass in $val=true
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6 Click Back to return to the validity record.

ServiceCenter - [Data ¥Yalidation] H=] E3
-Eile Edit Wiew Fomat Options  List Opfion: Window  Help _|ﬁ'|1|

LdBE ?Teql 9
WOk 3 Cancel €& Previous 33 Mest e Add Hdsave T[] Delte . Fird 4 Fil ”‘
Yalidity Table Specifications

- SUMMARY -
Field M ame: Imodel Sequence: I—
Files/Farmats: Iframes ;I Field Type: IEharacter ¥
I i —
Ficld Desc: - File Edit Wiew Fomnat Options  List Optione  Window  Help =& x|
Standard Info | Secondary File Query Info | % % | e Q | % | :
G Back € Previous 33 Nest i Add I save 1] Delste ‘
Y alidate Cond: Im
Allaws NULL: e | Validity Value Detail Specification
MULL Default [
Eypass Cond: Ir Field Mame: |m0del Sequence: Case:
‘Weight Factor: [ Files/Farmats: frames ﬂ Field Type: 2 Anaph
Error Mag: I— Iin Elements:
Frompt Fanel: I— j
Unique |D: |
Walues Summary
|1 300 [Delux) & Walue: |1 900
| Cond: [true
| Desc: [1900 [Dehusz)
| weight: I_
| Strnts: Jcolor in $val="blue"
| d [date-sold in $val=tod(]
|type in $val="wood"
|glass in $ral=tue
Fieady
1] | I
Feady | ingert | walidity. waluez.g [P]

Figure 2-39: Validity table specifications for special processing

The value statements for the model field will be executed when the model

field contains the value of 1900. When this occurs, certain fields in the frames
file will be set to the values specified in the Stmts array. If any value defined
in these statements is not valid (the validity table definition for the field does
not contain the same value), the user will be prompted to correct the value.

To allow for normal validity table processing of model numbers other than
1900, you must enter a statement in the Validate Cond field that applies the
special processing conditions to the 1900 model only.
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Fields named in value statements do not have to be defined in the validity
table. For example, the frames file might have a field called shipped.by that is
not validated by the system. If you want to have all your Model 1900 picture
frames shipped by UPS, set the value in this field to UPS for by adding the
following condition statement to the Stmts array:

shipped.by in $val=“UPS”

Modified Processing Order

To change the processing order of the validation routine, you must create an
initialization expression in the Format Control record that invokes validity
for the frames file. The new order is defined by a variable that is passed to the
validation routine (validate.fields) in the Subroutines process. For
information on editing Format Control records, refer to Format Control in
System Tailoring.

To redefine the validity routine processing order using Format Control
1 Open the frames Format Control record.
2 Enter the following statement in the Initialization Expressions field:
$fieldlist={"model", "color", "type", "¢lass", "quantity", "date.sold", "options"}
The variable $fieldlist defines the new validation processing order of the
fields in the frame file.

Note: Alternately, you could use sequence numbers to control the processing
order for the fields in the frames file.

Important: Be sure to use curly braces {} in this expression.
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3 Click Save.

ServiceCenter - [Format Control Frames] Hi=1E3
- File Edit Yiew Fomat Options List Option:  Window  Help el
LBE ?eqle

M oK x Cancel s Add ﬂ Save fﬁ Delete ‘

Miews | Queries | Calculations | Walidations | Subroutinil Addl Options | Privilﬂes_l

Format Control Maintenance - Main Information

M arne: [frames Wiew:
File: Mame: |

Syztem: |miscellaneous

Query Farmat: |

Default GBE Frt: |

[ Save Copy Default Sort sequence for queries
[ Stared Farm Name |
™ Bun Script I
[ Use Default Sort |

Initialization Expressions

|$fieldlist={"model' " "color”, "twpe”, "glaszs”, "quantity”, "date.zold”, 'options""} =

=l

Fieady

| insert | farmatchl.maint.g [F]

Figure 2-40: Format Control record containing an initialization expression

4 C(Click Subroutines.

The Subroutines process is displayed.
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5 Pass the variable you have defined ($fieldlist) to validate.fields by adding the
following parameter and value to the subroutine call:

Parameter Value
names $fieldlist
ServiceCenter - [Format Control frames] [_ (O] x]
- File Edit “iew Famat Options  List Optione Window  Help _|51|1|
sBEl ?eq 9
V0K G Back  lkadd [Save [ Delete D‘

Wiews | Queries | Caleulations | Walidations |

Format Control Maintenance - Subroutines

Add| Optiohs | Privileges |

Marne: frames Wig
Subroutines

Application Mame |validate.fields =

Comments |

Mames |second. file: j Yalues |$file =

[names | $fieldiist

|

| |

| Izl | &
Error Meszage |
Add |true
|Update Jtrue
Delete |

Before |true

Display |

Iitial | |

Ready | insert | farmatchl.maint. zubs.v.g [F]

Figure 2-41: Format Control subroutine call—passing a new variable

6 Click Save.

Testing your Modifications

To test the changes you have made to the validity processing of the frame file
1 Open a blank record in the frames file.
2 Enter 1900 in the Model field.
3 Click Add.
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The Validity Table Correction Screen for the Quantity field is displayed. The

value in this field was not predefined in the Format Control initialization
expression and cannot be NULL.

ServiceCenter - [Enter a valid value and ENTER]

=]
- File Edit “iew Fomat Cgtons  List Options Window  Help H |ﬁ'|5|
Ybal?eql9l
/ QK \2{ Back  Bypass ‘
YALIDITY TABLE CORRECTION SCREEN
EHNTER A B 50 Y L AND FEESE ENTER
LR FREES THE BLTTON CONTANNG THRE LORRECT W LE
Corrected Yalue: |20
Original ' alue:
Cage Conversion:
Field Mame: quantity
WALID YaLUES WALID RANGES
|5 [zer0 &ND- = fity
|
1] |
B The value MULL iz nat walid for the field quaritit | ingert | wvalidate. fields. array.g [F]

Figure 2-42: Validity Table Correction Screen for the Quantity field

4 Enter a quantity in the Corrected Value field.
5 Click OK or press Enter.
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The picture frame record for the Model 1900 is displayed with the predefined
values entered in the appropriate fields. The following message is displayed
in the status bar: frames record added.

ServiceCenter - [frames 1900] =]

-Eile Edit “iew Format Options  List Options  ‘window Help _Iﬁllﬂ
tmm|2eale
y’ Ok x Cancel e Add E Save ffj Delete ‘

Picture Frames

fdodel: IHDD—
Colar: Iblue—
Tupe: Iwood—
Glass: IF
Quantity: |2D—
Diate Sold: Im

Optiohs:

B frames record updated | inzert | frames [F]

Figure 2-43: Automatically validated picture frame record

6 Place the cursor in the Options field and select Options > Validity Lookup
to display a list of valid options.

7 Select the options that apply to the Model 1900 Deluxe frame.
8 Click Save.

Run-Time Evaluation

The following steps are a summary of the sequence of events and the options
available to a user when validity table processing is invoked against a file.

1 Extract all field definitions associated with the file. If no validity table
definitions exist, all values for all fields are valid.
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2 Are any Values or Ranges defined for the field? If no, proceed to step 11. If
yes, proceed to the next step.

3 Isthe Cond field equal to true? If no, proceed to step 11. If yes, proceed to the
next step.

4 Isany one of the Values equal to the value of the field and does the Cond field
for that Value evaluate to true.? If yes, then the field is valid—proceed to step
11. If not, proceed to the next step.

5 Isthe field value within any of the defined Ranges and does the Cond field for
that Range evaluate to true? If yes, then the field is valid—proceed to step 11.
If not, proceed to the next step.

6 Do any Value or Range conditions evaluate to true? If yes, then stop and
display all of the Values and Ranges that evaluate to true. This is the Validity
Table Correction Screen. Click Exit (F3) to return to the original record.
Click Bypass (F4) to bypass the validity process for that field (proceed to step
11). Click OK (F2) or press Enter to cause the result of the
cursor.field.contents() function to be re-evaluated (proceed to Step 4).

7 Evaluate the Secondary File Query condition. If it is true, proceed to the next
step. If it is false, proceed to step 11 if the value in the No Recs Option field
is proceed. Return to the original record if the value in the No Recs Option
field is return.

8 Execute the Secondary File Query against the indicated file. If one record is
found, the value is valid (proceed to step 11). If no records are found, the
value is not valid (proceed to step 9). If more than one record is found,
display that list of records to the user. From here, the user can select a record
(proceed to step 10), or select Bypass (F4) to return to the record.

9 Execute the Select Query against the secondary file. If no records are found,
proceed to step 10. If one or more records is found, then display that list.
Click End (F3) to return to step 6. Press Enter to proceed to step 10.

10 Copy the contents of Field to Copy to the field being validated. Proceed to
step 11.

11 Get the Validity Record of the next field to process. If there are more records,
proceed to step 2. If there are no more records, then proceed to the next step.

12 Update the data record with the corrected values and return to the calling
application.
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Validating Arrays

The validity table processor can validate scalar and array data fields. The valid
scalar data types are number (1), character (2), date/time (3), and logical (4).
You can validate arrays (8) of these data types. Other data types are not
supported. When you validate an array you can either:

m Validate all elements of the array against one validity definition, or

m Validate each element of the array against a different validity definition.

When you create a Validity Table definition for an array, keep the following
items in mind.

m Each element of the array must validate against the same data type. In
other words, you cannot validate one element against a character field and
then validate another against a number.

m Is each element of the array validated against the same or different tables?

m If validating against one table, what is the minimum number of elements
in the array that must contain valid data?

m Ifvalidating against multiple tables, which elements must validate against
which table?

Example 5—Basic Array Validation

This example shows the validity definitions necessary to support the
validation of the cap.exec (Execute Capabilities) field in the operator file. This
array contains the capability words for each operator. In this example, the
validity routine checks each element of the array against the capability field
in the capability file.

Figure 2-44 on page 137 shows the standard validity table information for the
cap.exec field in the operator file.

The following field values have been entered:

Field Value
Field Name cap.exec
Files/Formats operator
Field Type Character
Array true
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Field Value
Unique ID operator
Validate Cond true
Allow NULL true
Bypass Cond true
Error Msg A capability word is invalid.
@ Fic Edt Yiew Fomat Options List Optiore Window Help =181 x]

LBmr 7eq 9
0k M coacel €& Previous 3P Mew  oadd [JSave  TiDeete T Find + Fil ‘

Validity Table Specifications

- SUMMARY -

Field Hame: |cap.e:-cec Sequence: l—

Files/Formats: |operator ﬂ Field Type: |Eharacler ¥
| Aray? ¥  Min Elements: I—
| | Case: | ¥

Field Desc: | Unique 1D: |operatar

Standard Info | Secondary File Quemy Info | Alkemate Application |

Yalidate Cond: [t
Al HULL: |tlue
MULL Default: |
Bypass Cond: Itrue
\Weight Factor: I—
Error bdsg: |A capability word iz invalid.
Prompt Panel: |
Yalues Summary Range Summary
I I
I I
I I
I I
I I
| |
Ready | ingert | validity, zummary.g [F]

Figure 2-44: Validity table specifications for the cap.exec field in the operator file.
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Figure 2-45 on page 139 shows the Secondary File Query Info tab for the
cap.exec validity record.

The following field values have been entered:

Field Value

Condition true

Filename capability

Allow Many false

Val Query capability=$vrfield

Val Error Msg "The capability word "+str($vrfield)+" is not valid.
Please select one from list."

Select Query true

No Recs Opt Proceed

Lookup Fields capability

Val Fields $vrfield
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Note: The Val Query and Val Fields fields reference the variable $vrfield.
This is a temporary variable that contains the data from the scalar field

or the current array element. Refer to Additional Tips for more
information.

Standard Info Secondary File Query Info | Alternate Application |
Condition: |true
Filename: |capabilit}l Quem Type: I—
Aallowe b ary'?: |false
Wal Query: |capabilily=$wfield
Wal Saorts: |
|
Wal Ermor Meg: |"The capability word "+ztr[$vrfield ]+ iz not valid. Pleaze select one from list."
Select Query: |true
Select Sorts: |
|
Mo Recs Opt: |Proceed ![ CBE Fmt: |
Fields to Copy
Lookup Fields: |capability ~| “alFields: |$wfield &
| ™ i
| I | I
Figure 2-45: Secondary File Query Info tab
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Operator Record

In the operator record in Figure 2-46 on page 140, the IMAdmin capability
is incorrect. Validity is invoked with a Format Control Subroutines call to
validate.fields. For procedures on invoking validity table processing from
Format Control, refer to Invoking Validity with Format Control on page 114.

ServiceCenter - [User profile ‘'WAN SUPPORT] Hi=l E3
-Eile Edit Wiew Format Options Lzt Opfion: Window  Help _|5|£|

sBE ?Teq 9
V 0K x Cahce :{ Prewvion }) Mext + Add [_:I Save ﬁ Delete .Views ..."_.e Find & Fil FiIIUseth‘
OPERATOR RECORD

General |Security |Login.n’l:0ntact Profiles  Startup |N0tificati0n |Security Groups |Bi||ing|nformati0n |

Imitial &pplication

RAD Mame: |menu.managel

Parameter M ames Parameter Values

name h&sIM MEMU

promptk

string1 MERLU widM SUPPORT

Execute Capabilities———  [Hluem Group Fanth

|change request -
|change task j
problem management

I
I
( IMadmin ) :
I

Full Mame Ahbry,

i
i

|
| k|

E

Ready | ingert | operator.g [F]

Figure 2-46: Operator record with incorrect capability
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When the operator record is updated, validity table processing detects the
invalid capability word and displays a QBE list of valid capabilities from the
capability file.

ServiceCenter - [ServiceCenter] Hi=] E3
-Eile Edit Miew Farmat Opfions  Lisf Opfion: Window  Help -|ﬁ'|5|

$BB’|?eals

\':-'{ End Bypasz ‘

Capability | Description [
Alwayzddrmin D efaults Administration mode to true when uzing the database manager.

Chd 38 dmin Allows access to all Ch3 applications for Admin.

Db2admin DE2 administrator Capability

Debug Thiz capability word allows a non Sysddmin uger to do debuging for
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Figure 2-47: QBE list of valid capability words

Double-click on valid capability word to replace the invalid capability word
in the operator record (Figure 2-48 on page 142).
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Figure 2-48: Corrected capability word

Additional tips

The validity routine establishes the $array.cntr global variable when
validating an array. This counter keeps track of which element within the
array is being validated. You can refer to this variable in your validity
definition to control validity table processing. The best example is to set the
Validate Cond to check this field for a particular value so that a particular
array element validates against a particular validity definition. If you modify
the contents of this variable, the results of validity processing are
unpredictable.

The validity routine establishes the $vrfield global variable when validating
scalar or array data. This variable contains the contents of the scalar field or
of the array element. You can refer to this variable in your validity definition
to control validity table processing. An example of when to use this variable
is in the Val Query field. For instance, name=$vrfield. You can also refer to

$vrfield in the Val Fields array. This is especially helpful when validating an

array element against a table. By using the $vrfield variable you can copy the
contents of a field from the lookup file to the element being validated without
regard to which element is being validated.
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CHAPTER

Notification Engine

The Notification Engine is primarily responsible for sending messages
generated by ServiceCenter events, such as opening or closing an incident
ticket. Administrators can edit these messages, add new messages, change the
conditions under which the messages will be sent out, as well as select who
will receive the messages.

The notification database stores the list of messages that are sent for a given
event, the conditions under which each will be sent, and who should receive
the message. Messages may vary for each recipient and differ in type.

The advantages of a centralized message system are many; consistency across
modules, centralized notifications for easy update and customization, and
significantly, the ability to customize notifications with RAD expressions
without having to purchase a RAD license or having to touch the RAD layer
of ServiceCenter.

Most message applications create output events and establish the connection
via Event Services. Users can add or edit notifications for Format Control.
There is no such restriction on message types. However, you must be able to
call the application that is set in your definition.
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The notification file works with the message, msgtype, and On Call
Schedules files to define notifications for common system events, how those
notifications should be delivered, and who they should be delivered to.
Administrators can modify the notification arguments that trigger the
notification, as well as define who receives the notification.

Opening the Notifications File:

Start a ServiceCenter Client and log in as an administrator.
Click the Utilities tab in the ServiceCenter main window.
Click the Administration button.

Click the Notifications tab. From here, you can access the areas that control
the notification engine: select either Notifications, Messages, Message Types,
On Call Schedules, or Daily On Call Record.

5 Click Notifications.The Notification Definition panel appears.

Enter the Notification Definition name in the Name text box and click Search.
For a list of all notifications shipped with this version of ServiceCenter, see
Default Notification Definitions on page 167. Alternately, perform a true
search to see a list of all notification records on your particular system.
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(
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Figure 3-1: The Notification Definition Panel

The notifications shipped with ServiceCenter cover all system events. You
can however add a condition to the notification that is unique, and which will
be handled only when the condition is met. For example, you can add the

condition

company in $L.file="PRGN"
to the CM Change Update notification record, add the new file to the system,
resulting in multiple CM Change Update records that behave according to

their conditions.

The first three fields on this panel, Msg Class, Msg No and Arguments,
determine which message to bring up from the scmessage file.
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Fields on the Notifications Definition Panel

Msg Class - The Msg Class relates to the application area. For example cm3,
pm, sm, etc. The Msg Class does not have to match the application for which
you are sending notifications, however. For instance, the Msg Class “us” does
not relate to a specific application area, and contains general notifications.

Msg No - The Msg No or message number corresponds to the scmessage file.
See Messages on page 154. The Message Class, Message Number, and
language fields make up the unique key for this notification. If you add your
own message to the message file, the combination of the Msg Class, Msg No
and Language fields must not exist in the system already.

Arguments - The message arguments can range from none to many. The
arguments correspond to the %S in the message text. If there is only one
argument, enter the value directly. List multiple arguments in an array. For
example ({<argl><arg2>, <and so on>}). Elements of the array can be string
literals or expressions. To reference a value in a record, enter: fieldname in
$L.file. Strings must be enclosed in double quotes

Condition - Enter the condition under which the message should be sent.
Values can be True, False, or an expression that evaluates to either True or
False. The default value is True.

Format - This field allows you to attach the contents of a record to a message.
The format you specify here dictates which fields to include in the message.
The record associated with the notification will be appended using the
format indicated.

Notify Method - This field specifies the how the message is sent. Enter either
a Message Type or Message Class in this field. Message types are available
from the pull-down menu, while message classes are typed directly in the
field. While using a message type is more direct, using a message class lets
you send a notification in multiple ways; One event can trigger an on-screen

notification, print to a file, write to a log and send an external email, if so
defined.
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If you specify a message class in the Notify Method field, then you must
define an appropriate message class record.

For example, in the notification definition for IM Action Open, the Notify
Method is a message class called Problem Open. Actions for message classes
must be defined before they can be used. The message class associated with
Problem Open is On Screen. Additional notification actions for the Problem
Open message class must be defined before they can be used.

If you do not make a selection, the Notify Method will default to msg.

Recipients - Specify whom to send the message to. Enter an expression or
string literal that references an individual user or group name.

The following fields are only necessary if the Recipients field contains a group
name:

Group File - Enter the file that the group name is referencing. If you use this
field with either ocmgroups or cm3groups, you can also specify members of
those groups by using the Group area and Sub group fields. If you create an
On Call Group from the On Call Schedule panel, say PRGN Admin, then the
Group Area and Sub Group fields do not apply.

Group Area - Acceptable values for use with the ocmgroups file are: All,
Quotes, Line Items, and Orders. Acceptable values for use with the cm3groups
file are: All, Changes, and Tasks.

Subgroup - The subgroup field further specifies the user list. Values are
Members, Approvers and All.

Email/Mail Subject Line tab

Email subject lines can be customized using the fields found on this tab.
Think of the Email/Mail Subject line as a continuation of the message tab; the
custom email subject must be on the same line as the notification on the
message tab. In other words, if the message that you want to add a custom
subject line for is found on the fourth line under the message tab, then you
have to place the subject line information on the fourth line of the
Email/Mail Subject line tab.
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Msg Class - The message class relates to the application area. For example
cm3, pm, sm, etc. The Message database lists all available messages. See
Messages on page 154. The Msg Class does not have to match the application
for which you are sending notifications, however. For instance, the Msg Class
“us” does not relate to a specific application area, and contains general
notifications. If left blank, the system uses the Msg Class defined on the
message tab of the corresponding line.

Msg No. - The Msg No or message number corresponds to the scmessage
file. See Messages on page 154.

Arguments - Add arguments to the subject line in this field. Certain messages
require arguments, while others do not. You can determine which is the case
when you select the Msg Class and Msg No.

Editing a Notification Record

Administrators can add to or change the fields in a Notification Record,
including the recipients of a particular message, the conditions under which
the message will be sent, and the arguments the message will use, by editing
the record’s Notification Definition in the notification file.

To edit a Notification Record:
1 Open the notification file. See Opening the Notifications File: on page 144.

2 Enter the Notification Record’s Name and Condition in the search fields, if
you know them, and click Search. The related Notification Records will
appear. If you didn’t enter anything, all Notification Records will appear.

3 Select the desired Notification Record. The Notification Definition will
appear at the bottom of the screen.

Note: The fields Name and Condition make up the unique key of a
Notification Record.

4 Edit the Message Class, if desired. (cm3, pm etc.)

5 Edit the Message Number, if desired. (the message id)

The Message Class, Message Number and Language fields form the unique
key that the program will use to determine which message in the scmessage
file will be sent by this notification.

6 Enter or edit the Arguments the message should use, if desired.
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Depending on the referenced message’s text, as stored in the scmessage file,
the number of arguments range from none to many. If there are no
arguments in the referenced message, leave this line blank. If there is only one
argument, enter that value directly. If there are several arguments, list them
in an array, enclosed by braces and separated by commas ({,,}). The format
for referencing a value in the record is fieldname in $L.file. The format for
string is just the string itself enclosed by double quotes.

7 Edit the Conditions under which this particular message should be sent, if
desired.

The condition can be true or false, or any expression that evaluates to true or
false.

8 Select the Notify Method from the drop down list, if desired.
If you do not make a selection, the Notify Method will default to msg.

9 Select the Recipient(s): Enter the recipient of the message. This Recipient can
reference more than one person if it is, for example, an email Group Name.

Enter only the Recipient(s) if it is one person, or both Recipient(s) and
Group File if it’s a Group Name.

Recipient(s), Group File, Group Area, and Subgroup work together to select
the appropriate recipients from each group. Recipient(s) can be either a
single person or a group name. If a group’s name has been entered, the
Group File specifies exactly which group it is.

Notifications can be sent to the people in a group who are on call, rather than
to an entire group. To do this, select oncall as the Group File in the
Notification Record’s Notification definition. The group must be defined as
an oncall group. See On Call Scheduling on page 157.

10 If the recipient is a Group Name, select the Group File that will receive the
message from the drop down list.

The Group Files cm3groups and ocmgroups cannot be uniquely keyed by just
the group name. For those two groups, select the Group Area from the drop
down list and Subgroup from the drop down list.

For example, if you have ASSET MANAGEMENT as the Recipient(s), cm3groups as
the Group File, All as the Group Area and Approvers as the Subgroup, the
message will go to the approvers of the Asset Management Change
Management group.

11 Repeat step 4 through step 10 for each entry in the record you are changing.

12 Save the notification file
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Adding new fields to a Notification Record

ServiceCenter can generate messages under your specified conditions by
adding new rows to a record’s Notification Definition in the notification file.

To add a new row to a record in the notification file:

Open the notification file. (See Opening the Notifications File: on page 144.)
The Notification Definition window will appear.

Enter the Notification Record’s Name and Condition in the search fields, if
you know them, and click Search. The related Notification Records will
appear. If you didn’t enter anything, a list of all Notification Records will
appear.

Select the desired Notification Record. The Notification Definition will
appear at the bottom of the screen.

Make your entries in the next available row.

Note: The fields Name and Condition make up the unique key of a
Notification Record. You can change the condition value, but it must
not be identical to another condition with the same name.

5 Enter the Message Class.

Enter the Message Number.

7 Enter the Arguments the message should use, if necessary.

10

Depending on the referenced message’s text, as stored in the scmessage file,
the number of arguments range from none to many. If there are no
arguments in the referenced message, leave this line blank. If there is only one
argument, enter that value directly. If there are several arguments, list them
in an array, enclosed by braces and separated by commas ({,,}). The format
for referencing a value in the record is “fieldname in $L.file”. The format for
string is just the string itself enclosed by double quotes.

Enter the Conditions under which this particular message should be sent, if
desired.

The condition can be true or false, or any expression that evaluates to true or
false.

Select the Notify Method from the drop down list, if desired.
If you do not make a selection, the Notify Method will default to msg.

Select the Recipient(s): Enter the recipient of the message. This Recipient can
reference more than one person if it is, for example, an assignment Group
Name.
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Enter only the Recipient(s) if it is one person, or both Recipient(s) and
Group File if it’s a Group Name.

Recipient(s), Group File, Group Area, and Subgroup work together to select
the appropriate recipients from each group. Recipient(s) can be either a
single person or a group name. If a group name’s been entered, the Group
File specifies exactly which group it is.

11 If the recipient is a Group Name, select the Group File that will receive the
message from the drop down list.

Note: The Group Files cm3groups and ocmgroups cannot be uniquely keyed
by just the group name. For these two groups only, select the Group
Area from the drop down list and Subgroup from the drop down list.

For example, if you have:
= Asset Management as the Recipient
= cmgroups as the Group File
= Approvers as the Subgroup
m Changes as the Group Area

the message will go to the members of the Asset Management Change
Management group, who approve changes.

12 Repeat step 6 through step 11 for each entry in the record you are creating.

13 Save the notification file.
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Notifications Flow Chart
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Calling Notification from Format Control

You can specify or call notifications for a format from Format Control. To do
so simply requires that you call us.notify from the subroutine panel of the
format you are working with.

There are three options for the parameters of us.notify under the Format
Control subroutine:

Name - Enter the name of the notification record, for example CM Deny
Record - Enter the record variable, for example $file

Names - Enter an array of values to add to the message, if desired.

ServiceCenter - [Format Control cm3r.mac] 1H[=] E3
- File Edit Mew Format Options  List Options Window  Help =]
smalreq 9

/ QK h Back (( Previous )) Mext *Add El Save @ Delete |
WiEws I Queries Calculations I Walidations I & | Addl Options I Privileges I
Format Control Maintenance - Subroutines
MName crndr.mac Wiew:
Subroutines
Al Upd Del Dis Initial Before Application
Errar Message
MNames Values
[falze anc [false anc | Jnotnuliic | firue Jus link =
[record 4 |#ile =
[prampt = i -
| [true | | | Jus.natify
name H |Ch Deny =
record | [sile -
[ [ | | | I
I | g
Ready Fesponse 0.200 draw 0.90 ‘ insert ‘formatctrl.mamt subs.bog [US]

Figure 3-2: Calling Notifications from Format Control

See the Format Control section for more information on Format Control
subroutines.
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Messages
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Administrators can edit the messages that are sent for ServiceCenter events,
and add new customized messages by editing records in the scmessage
record.

To view, edit or add a record in the message file:

Start a ServiceCenter Client and log in as an administrator.
Click the Utilities tab in the ServiceCenter main window.
Click the Administration button.

Click the Notifications tab.

Click the Messages button.

Open the appropriate message record.

a To search for a record, enter any identifying search information. (For
example enter us or cm3, etc. in the Class field) and click search. The
related records will appear.

b Click on a record to select it. The record’s information will appear. The
text of the message appears at the bottom of the entry in the box labeled
Text. You can view multiple records by selecting Record List from the
ServiceCenter View menu.

To see all scmessage records, perform a true search.

The message’s Language Code, Class, and Message Number form the unique
key that identify the message. Do not edit those unless you are creating a new
message. If you create a new message, be sure to Add rather than Save.

7 Edit the message’s Severity.
8 Edit the message’s Text.

9 Add your Comments, if desired.

Click Save to save your changes, or click Add to add the record as a new
message.
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Figure 3-3: The scmessage panel

Fields on the message panel

Language Code - Defaults to the language in which ServiceCenter is currently
running.

Class - The class refers to the ServiceCenter application to which the message
pertains.

Message Number - The message ID.

Severity - Reserved for future use.
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Text - Enter the message text in this field. Arguments are denoted as %S or
9%S[n] if there is more than one argument.

Comments - This field is optional, and is used to further describe the
message.

Message Type

The message type defines how a message is sent (i.e. fax, page) and
corresponds to the "notify method" in the notification definition. The
msgtype file stores the RAD application to call when processing a message of
a given type. There are currently eight predefined message types and message
applications. Unlike notifications, additional message types can be created
and incorporated into the engine by adding a record to the msgtype file and
making sure the new type is available on the notification screen. The
application can be taken from the canned system or created from scratch (by
a system administrator in most cases).

ServiceCenter - [msgtype connect] M= E3

-Eile Edit “iew Format Options  List Option:  Window Help ;Iilll

sBBm 7O Q D
U/ oK x Cancel ({ Previous )) Mext = Add H Save ffj Delete

Tupe )

C 2ch SEN

-]

Send Fax message.fax
Create Log Entry for Meszage mezzage. log
Send Internal Mail mezzage. mail LI

Message Type File

Type: |connect

D escription: |Send teszage to External Device

Application: |message.connact
< | 1
Selected ling iz row 1 of 10 records Response 0.100 draw 0.50 | inzert | mzgtype.gldb. view] [US]

Figure 3-4: The Message Type Panel
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Type - Enter a unique name that can be called by the Notification engine.
Description - Enter a description of the Application and its function.

Application - Enter the application to call. This application must be defined
in RAD code and exist on the system in order to work.

On Call Scheduling

Notifications can be sent to the people in a group who happen to be on call,
rather than to an entire group. To do this, select oncall as the group file in the
notification record. For more information on editing Notification Records,
see Editing a Notification Record on page 148.

In determining recipients, the Notification Engine refers to the Group File.
If the Group File selected is oncall, then only the people scheduled as On Call
for that day will receive the notification.

The members of the oncall group are redefined daily from the oncallsched file.
The oncall Group File can be selected for use in a Notification Record. Oncall
record is created daily at 12 A.M. by default, using the info in the oncallsched
database. Oncall is not modifiable; changes in shifts and contacts must be
made in the oncallsched file, which will then be reflected by the associated
oncall.

The On Call Schedule for a day is created at midnight, and covers the next 25
hours, so that there is a one hour overlap. The On Call Schedule can be
modified by an administrator to start at any time during the day, and run for
25 hours. Midnight is the default setting. The daily oncall Group File can be
viewed, but not edited directly since it is auto generated. To edit the oncall
schedule, click the On Call Schedules button found under the Notifications
tab.
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Fields on the Oncall Schedule Panel

ServiceCenter - [oncallsched PRGM Admin] == E
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Figure 3-5: The OnCall Schedule Panel

The Daily Schedule tab

Contact - Enter the name of the person receiving the notification. The
individual can be either an operator or a contact.

Start - Enter the start hour, in 24 hour format. For example 08:00:00. The
default is 00:00:00.

End - Enter the end hour, in 24 hour format. For example 17:00:00. The
default is 23:59:59
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Days of the week - Enter True if the contact is scheduled for that day, or false
if not. The default is false.

Notify Method - Select the notification method from the drop-down list.

Condition - Enter either True or False, or an expression that evaluates to
True or False, in order to process the record. The default is True.

The Exceptions tab
Contact - Enter the name of the person receiving the notification.

Start Date - Enter the start date, in standard ServiceCenter format.
End Date- Enter the end date, in standard ServiceCenter format.
Notify Method - Select the notification method from the drop-down list.

Condition - Enter either True or False, or an expression that evaluates to
True or False, in order to process the record. The default is True.

Replace Daily - If this field is set to True, then the Exception fields will
override the Daily Schedule fields, for the selected contact name.

If both Daily Schedule and Exceptions hours have been defined for a person,
setting Replace Daily to false causes both sets of rules in the oncall record to
be followed. If Replace Daily is set to true, only the exception hours will be
listed.

Creating an oncall schedule

To create an oncall schedule:

1 From the System Administrators home menu, click Utilities tab >
Administration > Notifications tab > On Call Schedule.

Enter the Group Name you want to determine the schedule for.
Select the Daily Schedule tab.

Enter the Contact name.

Enter the Start time.

Enter the End time.

N 0 i1 A W N

Mark the days of the week as true or false. The default value is false.
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8 Select the Notify By method from the drop down list.

10

11

12

13

14
15

16

Enter the condition that applies.

A valid entry is either true or false or any expression that evaluates to true or
false.

Select the Exceptions tab.

Enter the Contact name.

Enter the Start date. You must enter at least the full date (mm/dd/yy).
If no time is entered, the time is defaulted to ’00:00:00’.

Enter the End date. You must enter at least the full date (mm/dd/yy).
If no time is entered, the time is defaulted to ’00:00:00’.

Select the Notify By method from the drop down list.

Enter the Condition that applies.

A valid entry is either true or false or any expressions that evaluate to true of
false.

Select true or false from the Replace Daily drop down list.

Modifying an oncall schedule

When a contact’s availability changes for a short period, the administrator
can update the oncall schedule so that the changes will be taken into
consideration by the notification engine. To update the oncall schedule, it
will be necessary to make the schedule updates in the oncallsched file, and
then run the oncall schedule.

Update a contact’s oncall schedule:

From the System Administrators home menu, click Utilities tab >
Administration > Notifications tab > On Call Schedule.

Enter the Group Name you want to determine the schedule for.

Run the oncall schedule after updating the schedule, to have updates
included in the daily oncall file.

Update the schedule:
Make the appropriate changes to the oncallsched record.

Open the schedule file.

Select the Oncall Notification Processor record.
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4 Change the Expiration to a time that has already passed.
5 Save the file and exit.

The next time incident scheduler runs, it will notice that Oncall Notification

Processor expiration time has passed, and will cause the update to be run.
The new expiration date will be set to the following midnight.
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Oncall Flow

On Call Scheduling

An Administrator
enters the daily
schedules into

oncallsched

Notification engine goes
to the next row in the
record, exiting when

complete.

T

No

Is this person

New Oncall schedule is
produced at midnight.

A

A ServiceCenter Event

sends a notification to

the Oncall Notification
Group.

Notification engine
loops

A

oncall today?

Yes

Message is sent via
the method specified
in the Notification
Record.

162 b Chapter 3—Notification Engine

A 4

through the oncall
records.




Daily On Call Records

The Daily On Call Records panel displays an overview of the members of a
group who are on call for a given day. The information refreshes based on
problem scheduler.

Note: You cannot create an On Call Record from this panel.

To display an On Call Record for a given group:
1 Click Utilities on the system administrator’s home menu.
Click the Administration button.
Click the Notifications tab
Click Daily On Call Records. A blank On Call Record displays.

Enter a group name and press enter, or just click search to bring up a list of
all group names on your system. The system ships with one group defined,
PRGN Admin. Selecting a group displays the schedule for the members of

uu A W N

that group.

ServiceCenter - [oncall PRGN Admin] | _ O] x|
- File Edit “iew Fomat Options List Options Window Help - |5 5[
smel 7 eqle

% Back I:I|

On Call Schedule
Group Mame: IPHGN Admin ‘ [T Delete?
Contact | Start Time End Time | Maotify Method Condition
FALCON, JENNIFER 12/13/01 08:00:00 12/13/01 17:00:00 page
FETERS. JEFF 1241340 08:00:00 12413401 12:30:00 email
THOMPSOM, TERESA 12413701 12:30:00 12/13/01 17.00:00 emai
BOB.HELPDESK 1241340 08:00:00 12413401 17:00:00 il
Mk MANAGER 12/13/01 08:00:00 12/13/01 17.00:00 log
Ready Fesponse 0,130 draw 0.20 | insert | oncall.gfdb. view] [US]

Figure 3-6: On Call Schedule
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Example: On Call Schedule

The following panels ship with ServiceCenter. For example purposes, a group
named PRGN Admin has been created. You can access this example and
modify it for your own use by clicking search from a blank On Call Schedule.

ServiceCenter - [oncallsched PRGN Admin] H=1E
-Ei\e Edit Wiew Fomat Options List Options ‘Window Help 8] x|
smal?28ale

V Ok x Cancel + Add H Save ﬁ' Delete D|

On Call Schedule

Group Hame: IFHGN Admin | Time Zohe: LS /Pacific

Daily Scheduls ‘Exceptions |

Contact | Start End | Sun | Mon | Tue ‘Wed | Thu | Fri ‘ Sat ‘ Maotify Methad | Condition
FALCON, JENNIFER 02:00:00 17:00:00 tue true tue emall

FALCON, JEMNIFER 08:00:00 17:00:00 true: true page

PETERS, JEFF 08:00:00 12:30:00 tue | tue | bue | tue | tiue emal

THOMPSOM, TERESA 12:30:00 17:00:00 tue | tue | true | tue | tue email

5USIE.SUPERTECH 02:00:00 17:00:00 e | true mail

BOB.HELFDESK 02:00:00 17:00:00 tue | tue mail

Max MANAGER 08:00:00 17:00:00 tue | tue | bue | tue | tue log

Ready Response 0,190 draw 0.150 ‘ insert ‘ ohcalisched gldb.view) [US]

Figure 3-7: Example On Call Schedule

The members of the group have had their regular, daily schedules defined, as
per the field definitions for this panel. Note FALCON’s schedule is irregular
and that she has two definitions, one for Monday/Wednesday/ Friday, the
other for Tuesday and Thursday. Note also the different notification
methods for each of the two lines: one email, one page, based on the
assumption that when FALCON is off site, she will not be able to access
email.
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ServiceCenter - [oncallsched PRGH Admin] M=
-Eile Edit “iew Format Options  List Options Window  Help _|ﬁ'|5|
sBrl?2eals

/ ok x Cancel s Add E Save ﬁ Delete

On Call Schedule

Group Name: |PRGM Adrmin Time Zone: U5 /Pacific

Draily Schedule  Exceptions |

Contact | Start Date End Date Motify Method | Condition | Replace D aily
THOMPSOM, TERESA 03/14/01 08:00:00  03414/01 17:.00:00 | page

PETERS.JEFF 03/15/01 08:00:00  04415/01 08:00:00

page tod[)>'03/15/01 08:00:00" and toc

Selected line is row 1 of 1 records Fiezponze 0.180 draw 0.80 | inzert | oncallzched. gldb. view] [US]

Figure 3-8: Example On Call Exceptions

Should members of your group be travelling, on vacation, or deviating from
their defined On Call Schedule for whatever reason, then you must use the
Exceptions tab to define the exceptions. Note the exception for Thompson
and Peters that overrides their On Call schedule for the period specified.
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ServiceCenter - [oncall PRGH Admin] | _ (O] x|
- File Edit “iew Fomat Options ListOptions  window Help _Iﬁllll
smal ?ealel

=y Back E||

On Call Schedule
Graup Marne: IPHGN Admin | [T Delets?
Contact | Start Time End Time | Motify b ethod Condition
FaLCOM, JENMIFER 12/413/01 08:00:00 12/413/01 17:00:00 page
PETERS, JEFF 12/13/01 08:00:00 12/13/01 12:30:00 email
THOMPSON, TERESA  12/13/01 12:30:00 12/413/01 17:00:00 email
BOB.HELPDESK 12413401 08:00:00 12413401 17:00:00 mail
b MANAGER 12/13/01 08:00:00 12/13/01 17:00:00 log
Feady | Rezponze 0.130 draw 0.20 | inzert | oncall. gldb.view] [LUS]

Figure 3-9: Example Daily On Call Schedule

The Daily On Call Record panel takes the information entered in the On Call
Schedule panels and displays the members of group, daily.

You cannot modify the information being displayed from the Daily On Call
Record panel; this panel displays the current definitions only. You can,
however, take the information and definitions from the PRGN Admin group
and modify them to make them your own. Just be sure to save it out to a
different group name.

The information on this panel refreshes daily, or whenever the incident
scheduler is run.
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Exceptions

Daily On Call Schedule covers a 24 hour period. When using the exceptions
tab and entering dates that span across multiple days, such as from 4/02 to
4/03, the On Call schedule will reflect the exception for the upcoming 24
hours only. Therefore, if you schedule a Daily On Call exception that spans
multiple days, the system will not reflect the full length of the exception. As
the scheduler runs, exceptions will be updated and will reflect the time
remaining on the exception.

For example, if MAX.MANAGER adds a 24 hour exception to his schedule,
from 0800 4 April to 0800 5 April, the system will reflect the exception in two
stages:

m stage one - the scheduler runs at 1 am and updates the Daily On Call
exception for the next 24 hour period. Exceptions that fall outside that
period or straddle the 24 hour cycle will not show the full length of the
exception on the display panel.

m stage two - the scheduler runs the following day at 1 am and updates the
exceptions panel for the next 24 hour period.

After the scheduler runs at 1 AM, the exception panel will reflect the last part
of MAX.MANAGER’s exception.

Default Notification Definitions

The following table lists the Notification Records and their basic function:

Notification Record Action

CM Approve sent when a user approves a change phase

CM Change Close sent when a user closes a change phase

CM Change Open sent when a user opens a change phase

CM Change Update sent when a user updates a change phase or opens one that’s

been deferred

CM Deny sent when a user disapproves a change
Final Approve

CM Task Close sent when a user closes a task phase
CM Task Open sent when a user opens a task phase
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Action

CM Task Update sent when a user updates a task phase or opens one that’s been
deferred

CM Retract sent when a user unapproves a change phase

CM Retract All sent when a user unapproves all levels of a change phase

CM Retract One sent when a user unapproves one level of a change phase

Clone Relation

sent when a user copies associations of a cloned incident or call

ICM Attribute Add sent when a user adds an attribute

ICM Attribute Update ~ sent when a user updates an attribute

ICM Children Update sent when a user updates a device's children

ICM Delete sent when a user deletes a device type

ICM Device Add sent when a user adds a device

ICM Device Update sent when a user updates a device

IM Action Alert sent when a user updates an incident’s alert status
IM Action Close sent when a user closes an incident

IM Action Open sent when a user opens an incident

IM Action Reopen sent when a user reopens an incident

IM Action Update sent when a user updates an incident

IM Alert Reassign sent when an incident exceeds the reassignment limit
IM Edit Close sent when a user closes an incident

IM Edit Close Cascade ~ sent when a user closes an incident and its related calls
IM Edit Close Linked sent when a user closes an incident but not its related calls
IM Edit Open sent when a user opens an incident

IM Edit Reopen sent when a user reopens an incident

IM Edit Resolve sent when a user resolves an incident

IM Edit Update sent when a user updates an incident

IM First Open sent when a user opens an incident

IM First Close sent when a user closes an incident

IM First Resolve sent when a user resolves an incident
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IM Save Relation

sent when a user opens a related incident for a call and ends up
linking the call to an existing incident instead

RM Approval sent when any approval action is taken against the request or
order

RM Denial sent when any denial action is taken against the request or
order

RM Final Approval sent when the request is completely approved

RM Final Denial sent when the request is completely denied

RM Line Item Change sent when a user manually changes the category of a line item

Category

RM Line Item Close sent when a user manually closes a line item

RM Line Item Drop Avail sent when a user marks a line item as unavailable

RM Line Item Mark Avail sent when a user marks a line item as available to order

RM Line Item Open sent when a user opens a new line item

RM Line Item Reopen sent when a line item is reopened

RM Line Item Update sent when a line item is updated

RM Order Change sent when a user manually changes the category of the order

Category

RM Order Close sent when an order is closed

RM Order Open sent when an order is opened

RM Order Update sent when an order is updated

RM Request Change sent when a user manually changes the request category

Category

RM Request Close sent when an order is closed

RM Request Deferred sent when a request is deferred

RM Request Open sent when a request is opened

RM Request Open Next  sent when the quote moves from one phase to the next

Phase

RM Request Phase sent when a user manually changes the phase of the request

Change

RM Request Reopen sent when a request is reopened

RM Request Update sent when a request is updated

Daily On Call Records
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Notification Record Action

Request Late Notice sent after a specified due date

Request Not Approved  sent when a request is denied or not approved

Request Not Ordered sent if the request is not in the ordering phase within one day
of the date that the first line item is ordered.

SM Add sent when a call is opened in an active state

SM Close sent when a call is closed

SM Save sent when a call is opened in an inactive state

SM Update sent when a call is updated

Save Association sent when linking two associated records

Save Relation sent when opening a related record

due date notice sends the message that corresponds to the due date notice alert

late notice sent when an item reaches due date

Password.changed sent when a user successfully changes their password.
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Global Lists / Global Initer

There are two tools that work together to generate lists for the ServiceCenter
system: The Global Initer and Global lists.

Global lists are stored in the system and are available to any application. For
instance, you may wish to add a combo box to a form that displays a list of
values, operators for instance, based on a table in your database. For
example, set your combo box DisplayList value to $G.time.zones, and the
system displays a drop-down list of time zones from the #zfile file.

The Global Initer is an efficient method of building lists of records from the
database. Generally, these lists are used to fill the drop-down lists in combo
boxes on display forms. Examples of common lists include a list of all
operators in the system, all Incident categories in the system, or all
assignment groups on file.

The Global Initer consists of two parts; a server side element which generates
and packages these lists according to a user-defined schedule, and a client
side requester which queries lists from the server and places them into client
side memory.

Global Lists / Global Initer < 171



ServiceCenter

Starting the Server Side Component of the Global Initer:

The server side component of the Global Initer consists of a routine called
apm.server.initer. A background scheduler called lister has been defined to
run apm.server.initer. To start lister, if lister has not started with the system,
go to the system status utility, choose start background scheduler, and select
lister. Then, every sixty seconds, lister will check and refresh any global lists
that have passed their reset time.

Moving a Global List to a client:

To move a global list into client side memory, you call a routine called
apm.global.initer. This routine accepts two parameters, an array containing
the name of the lists that you want, and a keyword, either create or refresh.
When apm.global.initer is invoked with the refresh parameter, it will collect
the newest version of its list from the server whether or not that list already
exists in the client’s memory space. If invoked with the create parameter, it
will only collect a list from the server if a copy does not already exist.

If you are programming in RAD, you can invoke apm.global.initer directly
from your code. If, as is more common, you are using the Global Initer to fill
combo boxes for display on a form, you can invoke the Global Initer as a
subroutine using Format Control for the format in question.

Global Initer Considerations:

m A global list cannot contain more than 2800 individual elements.

m The total size of the globallist record, which contains the full lists, cannot
exceed the logical file limit set for the system.

m The sort field must be a key on the table which is used to generate the list.

m No matter what you set as the reset time, the server initer can only refresh
the lists once every time its scheduler wakes up. Thus, if you have a list
with reset time = 5 seconds and the scheduler runs every 60 seconds then
the list will actually refresh every 60 seconds.

172 - Chapter 4—Global Lists / Global Initer



System Tailoring, Volume 2
Lister

In order to build a dynamic list, you must first generate a list definition block.
The background scheduler, (lister) wakes up every sixty seconds to search for
obsolete lists and uses list definition blocks to generate new lists, which are
then stored in the list repository.

Once lister has built a list on the server, multiple clients can request and share
the same list without each client having to build its own copy. This method
of building lists improves system speed and helps server-side performance.

Note: Lister variables can be defined for scalar type fields only and not for
array fields.

List records

To access a list record:

Select the Utilities tab in the System Administrator’s Home Menu.
Click Tools.

Click Global Lists. A blank global list form is displayed.

Enter data and click Add to create a new list, or Search for one included in
the basic system.

H W N =
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The following examples use the time.zones list, which builds a list of all time
zones recognized by the system.

ServiceCenter - [Global List Definition time_zones]

- File Edit “iew Format Options List Opfions  Window  Help i |ﬁ'|1|
SBBE 2?6 Q9
g/ (] x Cancel ({ Previous 5) MNext s Add L:l Save ﬁ Delete .
Lizt Mame: time. zones | Times Updated: |2?4
Fegen Eweny: 1 00:00:00 E xpiration: |12.-"‘I1.-"D1 121252
™ Buid List an Startup?
Lizt " ariable: |$L.v0id ™ Guad Against Duplicates?
Dizplay Y ariable: |$G time. zones
List Field: Iname
Dizplay Field: Iname
Filename: Itzfile
Limniting SGL: Itrue
Sort By |
Application: |
Server App.: |
[T User Defined List?
Walue List: [{"Bustralia/LHI", "Australia/NSWw", "Australia/Morth", "Sustralia/Queensland”, "Australia/South”, "Aust
Diizplay List: I{"Australia.-"LHl", “dustralia/MSWw!, Austalia/Morth'”, "Australia/lueensland”, "Australia/South”, Aust
Feady | FResponze 0,691 draw 0,130 | ingert | apm.global izt entry. glglabal view] [US]

Figure 4-1: Time Zones Global List Record
When the time.zones list is generated on the server, the system:

= Queries all records in the system from the #zfile file which match a true
query.

= Builds a display list by adding the name field from each returned record
to an array.

= Builds a value list by adding the name field from each returned record
to a different array.

= Saves both lists.
= When a client requests this list by name, the following occurs:

m The client creates a variable called $G.time.zones in which to store the
contents of the server’s DisplayList.

= The client creates a variable called $L.void in which to store the
contents of the server’s ValueList.
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Field Definitions

List Name — The unique name of this list. Choose list names which relate to
their contents, e.g., active operators if a list is to include all operators
currently active on the system.

Regen Every — How often should the list be rebuilt? If the data in the table
is highly volatile, pick a quick regen time. If the data rarely changes, pick a
larger regen interval so the system does not waste resources regenerating
unnecessary lists.

Times Updated — The number of times this list has been regenerated.

Expiration — The next point in time at which the list is to be regenerated.
This value defaults to the current date and time.

Build List on Startup? — Click the check box if you want this list to be rebuilt
at login.

List Variable — The name of the variable in which to store the ValueList
value when this list is brought to your client.

Display Variable — The name of the variable in which to store the
DisplayList value when this list is brought to your client.

List Field — The name of the field in the target file to be stored in the
ValueList.

Display Field — The name of the field in the target file to be stored in the
DisplayList.

Note: It is possible for your DisplayList and ValueList properties to be the
same. For example, to store precisely the same thing the user sees in
the combo box, enter the same values for each list.

Filename — The name of the file from which this list is to be built.

Limiting SQL — A valid query which determines which records in the target
file will be included in the list.

Advanced users may take advantage of the flexibility of global variables

(variables that begins with $G.) so the lists can be shared between multiple
threads.
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Guard Against Duplicates? — If this evaluates to true, the system will check
to ensure that every element in the DisplayList and ValueList is unique. Even
if the file from which you query has ten identical records, only one value will
be stored in the DisplayList and ValueList properties.

Setting this field to true is unnecessary and slows the system slightly if your
DisplayList and ValueList values are guaranteed to be unique in any event
(e.g., they were unique keys on the table in question).

Sort By — This will force the system to sort by a particular key when building
a list. By default, the lists will be sorted in primary key order.

Application — Enter the name of a RAD application to be called when a
client requests a copy of the list. This application will build the list from the
client side. This feature allows you to bypass the processing order of the lister.

Server App. — Enter the name of a RAD application the server side should
use to build its lists rather than using the default processing.

User Defined List? — If this field evaluates to true, the system will use the
literal values stored in ValueList and DisplayList to create a list rather than
generate a list through table lookup.

Value List — This field contains a fixed list of values to be used as the Value
List. Data must appear in a syntactically correct format (e.g., comma delimited
and enclosed by braces, {"alpha","beta","kappa"}.

Display List — This field contains a fixed list of values to be used as the

Display List. Data must appear in a syntactically correct format (e.g. comma
delimited and enclosed by braces, {1,2,3} and not 1,2,3).
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Certain files inside ServiceCenter have been tagged as containing global list
data. Whenever relevant adds, updates, or deletes are performed against
these files, ServiceCenter automatically expires these lists. Once a list has
expired, it is regenerated the next time lister wakes up. Consequently, these
tagged files can be associated with global lists that have long regen intervals
and still maintain current data. This is possible because lister is notified that
it needs to regenerate a list whenever an associated file is updated.

Tips for working with global lists:

m Do not decrease the regen intervals for any tagged lists. This will slow
down your system.

m Ifyou build a new list based upon a tagged file, you can pick a long regen
interval and still be confident in the accuracy of your list.

To see a complete list of all the Global lists on your system:
1 Click the Utilities tab.
2 Click the Tools button.
3 Click the Global Lists button.
4 Open the Global lists definition form.
5 Click Search. A list of all Global lists on your system appears.

Binding a List to a Form

Lists are bound to the forms they serve with global variables applied in Forms
Designer.

To bind your list to a form:
1 Select the Toolkit tab in the System Administrator’s Home Menu.
2 Click Forms Designer.

3 Enter the name of the form you wish to modify in the Form field of the Forms
Designer dialog box.

For example, enter contact.detail.subform. This is the name of the subformat
used by problem.template.open.g, problem.template.update.g, and
problem.template.close.g to display contact information.
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4 Press Enter or click Search.
5 Click Design to edit the displayed form.

6 Add a combo box with label called Time Zones to the form, using the
following values:

Field Value
Input time.zones
ValueList $G.time.zones

DisplayList ~ $G.time.zones

7 Wait for lister to refresh the time.zones Global List, or go to the list definition
panel (Utilities > Tools > Global Lists) and reset the refresh time.

Note: You may choose to leave the DisplayList value blank. If you do so, the
contents of the ValueList will be used for both lists.

The completed form is shown in Figure 4-2 on page 179.

Returning a List to Your Client

Return a particular list, or set of lists, to a ServiceCenter client using either of
the following methods:

m Building lists on startup

m Configuring with Format Control

Building lists on startup

This method moves the list to every client machine, whether the user requires
it or not. The globallists record is set to build on startup using the following
procedure.

To build lists on startup:
1 Select the Toolkit tab in the System Administrator’s Home Menu.
2 Click Database Manager.

3 Type globallists in the File field of the Database Manager dialog box, and click
Search.
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4 Type the name of the list you want to view, time.zones in this example, and
click Search. The time.zones file is displayed.

5 Click the Build List on Startup? check box.
6 Click Save.

7 Open an incident ticket to view the new field.

ServiceCenter - [Update Incident Humber IM1010] M [=]E
- File Edit “iew Format Options List Options Window Help i Iﬂlﬂ

sml7e8qQle
/ ok x Cancel ({ Previous }) Mext FI Save 42 Undo m Resolve . Find 4 Fil o Clocks

Incident Title: IEIient created a spread sheet that worked yesterday. Today the expense

Incident Detailz | Activiies  Contact | Asset | Attachment | SLA | Parts & Labor | History | Alerts | Related R
==

Contact Details | Address | Contract Infarmation | 3rd Party References |

Contact: FF!W'lN, JONATHON =l Original Call

Fuill M ame: |Jonathon |Irwin

Fhone: [301] 455-7654 Ext: | Fau: |
Feported By different from Contact Mame =

Time Zones
Cost Center: I A Jusens
- i AuztraliasS outh
el | Cbical Lser A stralialT asmaria
Payroll Mo.: Ref # faustraliafictonia
i I Al Auztraliafnfest
Compary: |ACME T | Buistralialy ancowinna [Broken Hil
Corp Struct/Div: JACME /Professional Services ¥ ] [Esii &
Service Manager: | |
Service Delivery Mar: | =l
4 | I _’I
Feady | Fesponze 1.653 draw 0,320 | inzert | problem.template. update. glapm. edit. problem] [US]

Figure 4-2: New Field in problem.template.update subform
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Configuring with Format Control
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Use Format Control to ask for a list only when a specific form is displayed.
This procedure is more efficient, particularly if the form defined is not
displayed frequently.

To configure a form:

Determine the base name of the form to which you added your list.
Select the Utilities tab in the System Administrator’s Home Menu.
Click Tools. The Tools menu will open.

Click Format Control. A blank format control record will open.

Enter the base name of the form in the Name field in the blank Format
Control Maintenance form. For this example, create a new record for the
form problem.template.update.

Important: If you add a combo box to a subformat, attach the Format
Control record to any base form using that subformat and not to
the subformat itself.

Press Enter or click Search.

If a Format Control record does not exist for your form, create one.

Select Subroutines from the Options menu.

Select Show Expanded Form from the Options menu of the Subroutine form.

Scroll to the first empty section and set up a Subroutine call using the
following values:

Parameter Value

Application name  apm.global.initer

Names/Values See next table
Before true
Display true
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Names |Value(s) Definition

names  {"time.zones"}  Array of lists to be moved

name create Action to perform (create lists)

11 Click Add to add a new record, or click Save to save your changes.

Note: This Format Control record returns the time.zones list to all incident
tickets displaying the Contact Detail tab, regardless of mode.

Calling the apm.global.initer several times from Format Control will not
slow the system appreciably. The system automatically keeps track of what
lists are already on the client and will not recover them unnecessarily;
however, if you want the Global Initer to reassemble the list regardless, invoke
it with the refresh parameter (rather than the create value listed in the
above). When called with the refresh parameter, the Global Initer returns all
the lists passed to the names array, even if they are already in client memory.

Troubleshooting Lister

To troubleshoot lister, you must:

m Verify lister status and configuration.
m Regenerate obsolete lists.

m Rebuild every list in the system.

Note: This procedure assumes you have properly modified and linked your
forms.
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Verify Lister Status and Configuration

Verify the status of the process in the system and whether or not you have
configured lister properly.

Is lister running?
To determine if lister is running:
1 Click the System Status button in the System Administrator’s Home Menu.

2 Check to see if lister appears in the list of processes running on your system.

- File Edit “iew Format Options  List Opfion:  Window  Help ;Iilll
sBEl?eqle
\):-'{ Back I:I|
TOTAL USERS: 7 - use Refresh Dizplay to refresh statistics
Comrr | User Mame | FID | Device [0 Login Time | Idle Tire l—‘
Riefresh Display | CLIENT-12670 g32 | SYSTEM 12/07/011210:32 | 00340
Start Scheduler | CLIENT-12680 2008 | SYSTEM 12/07/01 1210:33 | 00:54:0
spool 1744 | SYSTEM 120701 1210:36 | 00:02:0
Broadcast | report 938 SYSTEM 12/07/01 1210:38 00:00:3
| problem 944 | SYSTEM 12/07/011210:33 | 00:00:5
Show Locks
change 916 SYSTEM 12/07/01 1210:40 ) 00:00:2
Display Options | sla 904 | SYSTEM 12/07/01 1210:41 00:00:4
agent 1696 | SYSTEM 12/07/M 1210:42 | 00001
by | marquee 1883 | SYSTEM 12/07/01 12710044 | 00:00:0
oo et | 932 SYSTEM 12/07/01 1210:45 | 00:00:0
linker 928 | SYSTEM 12/07/01 121046 | 00:00:3
Sumrmary | event 1908 | SYSTEM 12/07/01 1210:47 | 00:00:5
availability 2116 | SYSTEM 12/07/011210:43 | 00:00:2
Execute Commands | contract 888 | SYSTEM 1240701 1210:51 00:00:0
ocm 740 SYSTEM 12/07/01 121052 00:00:2
alert 2264 | SYSTEM 12/07/01 121053 00:00:3
falcon 592 | Java 12407/ 12128 32213
FALCON 2048 | Java 12/07/M 121460 32211
FALCON 804 | Express-Windows NT 1207/ 143128 3 19:18j
Ready Response 0.300 draw 0.50 | inzert | spstem. status.list.g [US]

Figure 4-3: System Status Screen

3 If Lister in not on the list, click Start Scheduler.

Note: The option to start a scheduler is only available from an express login.
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4 Double-click on lister.startup in the Startup Record QBE list to start the

progr am.
Select startup record [_ (O] x|
EY L)
-H—Enter -l’-Exit -
Mame | Description |
SLA SLA backaround agent
agent query/chart agent
alert. startup IM alert and message processzor
availability. startup availability processor
change. startup Ch alert/notification processor
contract contract background agent
event. startup Event Services proceszor
gie. startup Generic Input Event Services processor
inactive. startup dismizs inactive uzers
link.er. startup Froblem/ncident Sync Task

i up uilder Routine

marquee margquee agent

netview Metyfiew Agent

ocm. startup OCM processor

printer. startup print scheduler

report. startup report processor

zcauto. startup SCAUTO startup

zcemail. startup SCEMAIL startup

startup zyztem startup default

wEamin WSAM file reader

wsamaout WSAM file writer

alert. processor Standard Alert proceszor

SCEmail zend external email from eventout table
| Selected line iz row 11 of 23 records ’E| info.gbe.g [US]

Figure 4-4: Startup Record QBE List

Does a scheduler record exit?

To find and open a scheduler record:

Select the Toolkit tab in the System Administrator’s Home Menu.
Click Database Manager.

Enter schedule in the Form field of the Database Manager dialog box.
Press Enter or click Search.

Open schedule from the QBE list (double-click the record or click Enter). A
blank Schedule File record is displayed.

6 Enter List Runner in the Name Text Box and click Search. If a record is
found, it will open for viewing and editing.

u A W N =
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Is the regen cycle realistic?

To determine the regen cycle:
1 Select the Toolkit tab in the System Administrator’s Home Menu.
2 Click Database Manager.

3 Enter apm.global.list.entry in the Form field of the Database Manager dialog
box.

4 Click Search. A blank record from the globallists file is displayed.
Click Search.

6 Select the list you want to regenerate from the Record list.

ServiceCenter - [globallists Calendars] [ _ O] x]

- File Edit “iew Fomat Options List Options  ‘Window Help i ||5' |1|

$B@m?eQqle

g/ ak. x Cancel ({ Frevious %) Mext i fdd H Save fi‘ Delete I:||

List Mame | File: M arne | E spiration | Build on Startup =
Aiistocratic Titlles saphrariztocratictitle 1211401 1212:45 falze

Azsignment Groups azzignment 121401 121246 e

Availability Maps availabilityrnap 121401 121246 e

Calendars caldutyhours 1211401 12:12:45 -
«| | »

List b ame: [Calendars Times Updated: |2?8

Fegen Eveny: |1 00 0000 ) E spiration: |1 211/01 121246
[ Buid List on Startup?

List % ariable: |$L.v0id ™ Guad Against Duplicates?

Dizplay Yariable: |$G.calendals

List Field: Iname

Dizplay Field: Iname

Filename: Icaldut}lhours

Lirniting SGL: Itrue

Sort By: Iname

Application: |

Server App.: |

[T User Defined List?

‘Walue List: I{' ‘Long", "Shaort”, "'day shift", "day shift 2", "graveyard shift”, "managers”, "ops gravepard”, "second sh

Display List: I{' ‘Long", "Shaort”, "'day shift", "day shift 2", "graveyard shift”, "managers”, "ops gravepard”, "second sh
Selected line iz row 4 of 32 records retieved | Fesponze 0,130 draw 0.110 | inzert | apm.global list. entry. gldb. view] [U5]

Figure 4-5: Global List Record — Regen Field

7 Check the value in the Regen Every field.

Use a short time interval for lists that change frequently and a longer interval
for lists that change only occasionally.

184 - Chapter 4—Global Lists / Global Initer



System Tailoring, Volume 2

Has your list been regenerated recently?

To determine when a list was last regenerated:
1 Select the Toolkit tab in the System Administrator’s Home Menu.
2 Click Database Manager.

w

Enter apm.global.list.entry in the Form field of the Database Manager dialog
box.

Click Search. A blank record from the globallists file is displayed.
Click Search.

Select the list you want to regenerate from the Record list displayed.

N o un b

Check the value in the Expiration field to see when the list was last
regenerated.

Have recent changes been added to the list?
To view recent changes:

1 Select the Toolkit tab in the System Administrator’s Home Menu.

2 Click Database Manager.

3 Enter globallists in the File field of the Database Manager dialog box.
Click Search. A blank record from the globallists file is displayed.

4 Click Search.

5 Select the list you want to view from the Record list.

6 Check that the changes appear.

Regenerate Obsolete Lists

If you have performed all the steps above and the system still does not display
the most current version of your list, regenerate all the obsolete lists in the
system. For a large system with numerous obsolete lists, this procedure may
take a few minutes.

You can change the expiration date of a list to a date in the past on prior to
regenerating, in order to force regeneration.

Note: The expiration date of your list has not passed, the list will not be
flagged as obsolete, and therefore not regenerated.
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To regenerate a list:
1 Enter *aapm.server.initer in a command line.
Running this application will force the system to regenerate all obsolete lists.

2 Log out of ServiceCenter and log in again.

Regenerate All Lists

If none of the steps to this point have succeeded in regenerating your list, you
should regenerate all the lists in the system. This procedure makes all the lists
in the system obsolete and allows you to update the entire file.

To regenerate all lists:

Select the Toolkit tab in the System Administrator’s Home Menu.
Click Database Manager. The Database Manager dialog box will open.
Mark the Administrative Mode check box.

Enter apm.global.list.entry in the Form field, and click search.

A blank record from the globallists file is displayed.

Click search to display a list of lists.

N O i1 AW N =

Select mass update from the List Options menu. A blank update screen is
displayed. This form is identical in appearance to the lister record, but
contains different option buttons.
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8 Set the date in the Expiration field to any date in the past (e.g., 01/01/90).

ServiceCenter - [ ** enter new field values =] M=l E

-Eile Edit “iew Fommat Optops st Optone wWindow  Help ;Iilll
smal?ealel

(1;‘,‘ End Simple update Complex update: ‘ Menu
List Mame: | Times Updated:

Fiegen Eveny: | E xpiratior: 06/07/90 |
™ Build List on Startup?

List Y ariable: ™ Guard Against Duplicates?

Dizplay % ariable:
List Field:

Dizplay Field:

Lirniting SGL:
Sart By:
Application:

[
|
|
|
Filehame: |
|
|
|
I

Server App.:

[T User Defined List?
Yalue List: |
Dizplay List: |

Feady Fesponse 0.271 draw 0.90 | inzert | apm.global list.entry.g [US]

Figure 4-6: Mass Update of All Lists

9 Click Simple update.
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The expiration date of all the lists in the globallists file is reset.

ServiceCenter - [globallists Aristocratic Titles]

- File Edit “iew Fomat Options List Options  ‘Window Help -8 x|
s 7eQle
g/ 0K x Cancel ({ Previous }) Hext + Add H Save Tj' Delete D‘

Lizt Mame | File Mame /rExpiration \ | Build on Startup H
Azzignment Groupz azzignment 0B/07/30 00:00:00 tye

Awvailability Maps availabilitymap (0607430 00:00:00 tiue

Calendars caldutyhours (0607490 00:00:00 true -
4| | »

List Name: l!ﬂristocratic Titlez Times pdated: |1 A 1=
Regen Eveny: |1 (000000 Expiration; |UB£U?HSU (00:00:00
[ Build List an Startup?

List Yariable: |$L.void [ Guad Againgt Duplicates?

Display Yariable: |$G.aristocratic.titles

List Figld: |

Display Field: |output.text

Filename: |saphraristocratictitle

Limiting 5GL: Jtrue

Sort By |output.text

Application: |

Server App.: |

[ User Defined List?

Mol Lt N ﬂ
B 94 records updated in the gioballists file. Response 2174 draw 0120 | insert | aprn.global list. entry. gldb.wiew] [U5]

Figure 4-7: Updated Lists

10 Return to the home menu.
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11 Enter *aapm.server.initer on the command line.

-Eile Edit Miew Format Options  List Opfions Wwindow  Help _|ﬁ||1|
shmj/?eqQl 9
<§ Back .‘
.
®
ServiceCenter
Cammand

I *aapm. server.initer

Feady | Fesponge 0,50 draw 0.20 | inzert | menu.gui.command [LUS]

Figure 4-8: enter *aapm.server.initer on the command line

12 Press Enter.
13 Log out of ServiceCenter and re-login.

All the lists in the system are regenerated whether or not they are actually
obsolete.
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5 Online Help

CHAPTER

The Help Utility provides access to online help for all users of ServiceCenter.
Peregrine Systems has provided help for some of the applications. Because of
ServiceCenter’s considerable flexibility and the desire of many customers to
tailor it’s features for their own needs, the help contained in the standard
system is intended as a starting point only. This document will assist you to
create online help specific to your site requirements or language needs.

All users of ServiceCenter can access the online help you create for your
system. Only users with the proper system capabilities can create, update or
delete help records.

The topics covered in this chapter include:

m Viewing Online Help on page 192—Procedures for accessing online help
and help record field definitions

m Accessing the help File on page 198—Procedures used to access the help file

m Types of Help on page 201—Discussion of the different types of help that
can be created: file, field, format, and term

m Creating Online Help on page 206—Steps for creating online help

m Related Information on page 208—Keyword searches for related
information
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Viewing Online Help

Online help can be accessed from the Help menu in the menu bar at the top
of the screen or by clicking the question mark button in the toolbar.

@ serviceCenter - [New Incident] i ]
@ File Edit Wiew Format Options List Opfions  Window | Help =0
sdmml 2o qle
Y ; About ServiceCeanter &
3¢ Cancel % 0 Find il
Online Help Ticket Status: [Open ¥
Title: I |
Incident D etails | Actions/F esolution | Contact | Aszet | Knowledgs-Pak Histo |
Reported By: =] Owner FaALCOMN
Categony: =] Primary Asgn Group: | ¥
Subcategony: | Aszignes Mame: | -]
Product Type: =]  Second Azan Group: | ¥l
Froblem Type: | [T Total Loss of Service
Compary: | Ij Sewverity: I| ¥
Site: Categary: 1 ¥
D escription: Cauge Code: | -]
*f'ou have chozen to have multiple companies available
Ready | inzert | apm. quick.g [UP]

Figure 5-1: Online help access points
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The forms that appear when you access online help depend upon your
system capabilities. Users with SysAdmin or help capability words in their

operator records are presented with editable help records, which they can use
to add, update, or delete online help.

@ serviceCenter - [Help]

(ol x|
@File Edit ‘iew Format Options List Options  Window Help _|ﬁ'|ﬂ
Y@l ?eaqle

] Delete .77 Find $ Fil =

V 0K x Cancel (( Previous )) Mest ufn Add H Save

Erief Help | Detailed Help | Keywords |

T opic: linc:ident

Brief Diescription

Thiz field zhould be uzed to record the name of the person to contact when

the incident is resolved, or if questions arise during problem determination.
The failing equipment usually "belongs' to the Contact perzon.

Feady

| inzert | help.g [UP]

Figure 5-2: Editable help form for system administrators

Help Record Fields

Brief Help Tab
Field Description
Topic An optional description of the subject matter of the
help entry. The system can search on the words in this
field to assemble lists of appropriate help topics.
Brief Description

A brief, concise description of the field, menu, or form.
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Detailed Help Tab

Use the Detailed Help tab to offer the user more detail about the field. In this

example, the detailed description of the category field discusses such things
as data type and key structure.

a ServiceCenter - [Help]

- o] x|
@File Edit Wiew Format Options List Options ‘Window Help _|ﬁ||1|
sBE ?7eql S

ok M Cancel €€ Previous 3P Newt  oflmadd  fJSave [ Delete 00 Find T

Brief Help  Dietalled Help |Ke_l,lw0rds |

Thiz field is checked during the Open process. If the Contact Mame is found -
in the ServiceCenter contacts file, the information in the contacts file wil be [l
copied into the incident document. |f the problem's Logical Mame has not been
filled in, the " orkstation defined in the contacts record will be copied to
the field.
=
Ready

| ingert | help.g [UF]

Figure 5-3: Detailed Help tab in the help record

Keywords Tab

a ServiceCenter - [Help]

101 =|
@ File Edit Yiew Format Options List Options ‘Window Help = Iﬁllﬂ
sBRElzeql 9
Ok K Cancel €4 Previous 3@ Newt s Add FHsave [ Delste 00 Find RIS
EBrief Help | Detaled Help  Keywords |
Term: | Related Information
File: Narne: probsummary | | =l
Formnat Name: | | | =] »
Field Name: [Cantact ¥ | =l
Owher: | | =m
Required: [false | =1 m
Madule: [FHD7FM B B
| [
Feady | ingert | help.g [UF]

Figure 5-4: Keywords tab in the help record
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Field Description

Term Optional field describing terms which are used in the
system, such as activity descriptions and menu entries. If the
cursor is placed on a field that contains information when
help is requested, the Help Utility searches the help file for
records where the term matches the field contents. If a
match is found, this term record can be viewed.

The Term field also contains the value linked to the Related
Information array on a separate help record.

File Name Contains a valid ServiceCenter file name (Database
Dictionary name). The value entered here is the name of the
file to which the help record is related. Click the ellipsis
button to fill in the name of the file associated with the field
selected for the help request.

The file name in the help record coincides with the field
name. If the cursor is placed on a field within a file when
help is requested, the Help Utility will search the help file for
arecord that matches with the field name and the file name.
If a match is found, the record can be viewed for help
information.

When the file name is entered without a field name on the
help record, the help record can only be accessed through
the Database Dictionary.

Note: You must include a file name when creating field
help.

Format Name Contains a valid ServiceCenter form name. This field is only
required if the help record is intended to describe a form.
Click the ellipsis button to fill in the name of the form in
which the cursor is located when the help request is made.

If the cursor is placed on a field within a file when help is
requested, the Help Utility will search for a record within the
help file that matches the field name and the format name.
If a match is found, the record can be viewed for help
information. This is helpful when there are several
like-named fields for separate formats which require
different help text.
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Field Description

Field Name Contains a valid ServiceCenter field name (both on forms
and within the Database Dictionary). Click the ellipsis
button to fill in the name of the field in which the cursor is
located when the help request is made.

If the cursor is located on a field within a database file when
help is requested, the Help Utility will search the help
database for records matching the field name, file name, or
the format name. If a match is found, this help record can be
viewed for help information.

Owner Optional field containing the name of the operator adding
or updating the help record.

The purpose of this field is to allow the user to show
ownership of help records for maintenance purposes if
desired. The value in this field may be anything the user
chooses.

Required Logical field indicating whether or not a value in this field is
required. This is an optional field.

Module Indicates the module to which this help record applies, for
example, IM (Incident Management), SM (Service
Management), ICM (Inventory and Configuration
Management). This is a reference field only and is not linked
to any other file.

Related Information The Related Information array may contain any value or list
of values. It’s purpose is to allow the user to link to other
help records containing information that is related to the
current help record. These linked records may elaborate on
the subject discussed in the current help record or introduce
a new topic.

Any entry made into the Related Information array must
have a separate help record with that value in the Term field.
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User views

Users without the capability to create or edit help see help records without
the editing buttons that are available to the system administrator. A Find
button allows users to search keywords for related information.

a ServiceCenter - [Help] ;Iglll

@File Edit ‘Wiew Format Options List Options  Window Help _|ﬁ||1|
smEl?eqle

€ Back SO Find

Brief Help |Detailed Help |Keyw0rds |

Topic: lEategory |

Brief Description

-Elassification of the asset's category within the buginess, such as network. ;I
a ServiceCenter - [Help] ] fi |EI|1|
@ File Edit Yiew Format Options List Options Window Help i |ﬁ' |1|
sBE|/?e Qe
G Back 0 Find v
Brief Help | Detailed Help  Kepwords |
Feady
Term: | Related Information
File Mame: incidents =] | =
Format Mame:  [ec.incquick =] | =
Field Mame: |Categary ¥l | =
Ownher: | | =
Required: I | =
Maduls: | | =
Feady | inzert | help.g [UP]

Figure 5-5: Read-only help record for regular users
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If no help exists for the requested element, a search screen is displayed
allowing the user to enter a plain-text query for related topics. The system
automatically fills in the names of the, field, file, and form to assist you in
your search.

a ServiceCenter - [Help] i |EI|£|
@ File Edit View Format Options List Options  Window  Help i |ﬁ||1|
sBaEl?ealse
G5 Back v Semch 7 Find 4 Fil .
Search Criteria |
Wwihat are you looking for?
B Filter
Term: |
Fild Marne: alternate. extension ¥|
File: Marne: |incidents =]
Format Name: Ic:c:.incquic:k |
] w Search
B No help recards were selected for field contents, field name or format. | ingert | help.zearch.g [UF]

Figure 5-6: Help search form

Accessing the help File

System administrators and other users with the appropriate system
capabilities can access the help file in the edit mode by using any of the
following methods:

m Database Manager
m Command line

Toolbar button

Help menu.
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Database Manager

Use Database Manager access to search for records, edit online help, or
export records to another system.

To access the help file from the Database Manager:

1 Click Database Manager in the Toolkit tab of the system administrator’s
home menu.

Type help in the Form field of the Database Manager dialog box.
Click Search or press Enter.
Select either help.input.g or help.¢ from the QBE list of forms.

Enter your search criteria.

o U1 A W N

Click Search or press Enter.

Command Line
To access the help file from a command line:
— Command 1 Click Command in the system administrator’s home menu.
2 Type help in the command line displayed.

3 Press Enter.
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The help.input.¢ form is displayed. This input form contains the same
information as the help.¢ form, without the tabs.

a ServiceCenter - [help] ;lglﬁl

@File Edit Miew Format Options List Options  Window  Help 1=
ymal reale
=%, Back o Add NP0 Seach T Find & Fil &

Term: | Updated: by |
Figld: T opic:
File:

Format:

Related Information

hwiner: |

Required?: I |

Module: |

Brief Help

| g B 2z

Detailed Help

Bl |

Ready | ingert | help.input.g [UF]

Figure 5-7: Help input form

4 Enter your search criteria.

5 Click Search or press Enter.

Toolbar Button

Click the question mark button in the toolbar
at the top of your screen to access online help.

YBm 2 e al 9

Help Menu

The Help menu appears on all forms and menu in ServiceCenter and is
accessible to all users. When accessed from a form, the Help Utility displays
existing help for that form and provides Fill functionality from that form.
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To access the help file from the Help menu, select Help > Help on Field in any
ServiceCenter form or menu. If online help for that form already exists, the
record (or a QBE list of records) is displayed. If no help exists, a blank help

record is displayed.
& serviceCenter - [vendor] (=]
@ File Edit Miew Format Options List Options  Window | Help _Iﬂlﬂ
rmal?z0qle oo ]
About ServiceCenter =
<y Back ol ddd S0 Seach 0 Find .
YENDOR INFORMATION
‘endar: | ‘endor [D: |
Type: URL: |
Wendar Info |Sales|nfo |Service|nfo |
Location
Address: +] | HOT LINE: |
j Contract Mo.: |
| l_ | Contract Person: |
Country: | Phaone: |
Pharne: |
Fa: | Order Contact: |
Ernail: | Phare: |
Ready

| inzert | vendor.gfdb. search] [UP]

Figure 5-8: The Help on Field menu option

Types of Help

Users with the proper system capabilities (SysAdmin or help) can create or
maintain records for the following types of online help:

m Field—file specific
m Field—format specific

m Field contents

Types of Help < 201



ServiceCenter

m Forms/Menus

m Terms

In addition, some help records are linked to other help records that may
relate to or expand on the initial help you requested.

All appropriate types of help for the current field, form, or file are displayed
together in one QBE list when the Help on Field option is selected.
Field—File Specific

This type of help is useful for a field whose usage remains constant regardless

of the form in which it appears. An example of this type of field would be the
assignment field in the problem file.

The fields required for this type of help are:

m File Name
m Field Name

a ServiceCenter - [Help] i |EI|5|
@ File Edit Wiew Format Options List Options Window Help _|ﬁ'|5|
HEBE|?28Q9
o Ok K Cancel s Add Il Save M Delete 00 Find 4 Fil .
Brief Help | Detailed Help  Kepwords |
Term: | Fielated Information
File Mame: problem = | =
Fomnat Mame: | | | =l
Field Mame: Jassignment ¥ | =l
Owrer: | | B
Required: [irue | B
Moduls: |appm d | =l m
| 2
Feady

| insert | help.g [UP]
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Field—Form Specific

This type of help is useful for a field whose usage varies depending upon the
form in which it appears.

The fields required for this type of help are:

m Format Name
m Field Name

@ serviceCenter - [Help] j o ]
@ File Edit ¥ew Format Options List Options Window Help 4 |ﬁ'|1|
smel?eql9l
” 0K K cancel ufs 4dd H save 1 Delete 7 Find 4 Fil .
Brief Help | Detailed Help  Kepwords |
Tem: | Related Information
File Narme: problem = |Documnent Management B
Fomat Name:  [problem = [Incidert Maragement =l
Field Name: | ¥ | =
O | | B
Required: [true | B
Module: |appm B | |
| hd
Feady

| inzert | help.g [UP]

Field Contents

This type of help is used to define the contents of drop-down lists or system
generated field values. An example of this would be the value of Open in the
status field of an incident ticket. The system automatically assigns a status of
Open to all new tickets. Content help can be defined for Open or for any
other available status in the drop-down list. The content of the field that you
want to define must appear in the Term field of the help form.

When you select the Help on Field option, the Help Utility displays all the
types of help associated with that field and form. For the status field, you
might have a QBE list that displays a form help record, a field help record,
and a dozen field content records.
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The fields required for this type of help are:
m Term

m File Name

m Field Name

a ServiceCenter - [Help] ;lglil

@File Edit Wiew Format Options List Options  Window Help _|ﬁ||5|
$BEl?2eql e
o’ 0k M Cancel €€ Previous $P Mewt  oflrsdd  [JSave [ Delte 0 Find T

EBrief Help |Detailed Help  Kepwords |

Term: Open | Related |nformation

File Mamne: probsummary | | =l
Format Mame: | | | B
Field Name: |Problem Status | | = m
Owner: Jpran | =l e
Required: W | =l e
Madule: | | =

I
Fieady | ingert | help.g [UP]
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Form
This type of help is useful for identifying the general function of a form or a
menu.
The fields required for this type of help are:
m Format Name
a ServiceCenter - [Help] & | Ellﬂ
@ File Edit Wiew Format | Options List Options  ‘Window  Help _|ﬁ'|1|
$B@d|l?2eqQle
ok ¥ cCancel €4 Previous PP New  ofmadd  [FJsave [ Delte 0 Find T
Brief Help | Detailed Help  Keywords |
Tem: | Related Information
File Narne: =] | = »
Farmat Name:  [link.stucture = | =1 e
Field Mame: | ¥ | =
Owiner: | | =
Required: I | =
M odule: | | =l m
I
Feady | insert | help.g [UP]
Term

This type of help is used to link similar topics together and make them easily
accessible from within the help file. This help is linked to entries in the
keywords in the Related Information array and is intended to provide
additional information to the initial help record.
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The fields required for this type of help are:
m Term

a ServiceCenter - [Help]

: I ] A
@ File Edit Yiew Format Options List Options SWindow Help _|ﬁ||5|
BB ?2eqle
W OK ¢ Cancel o Add I save 7l Dekte 7 Find 4 Fil =
Brief Help | Detailed Help  Keywords |
Tem: | Related Information
File Mamne: | fintrachange .
Format Mame:  [change.hdrl = Jopen change B
Field Name: | ad| | = m
Owner: Jpran | =l e
a ServiceCenter - [Help] & |E||1| —_ILI
@ File Edit Wew Format Options List Options “Window Help & |ﬁ'|£| = :Id
sBal?eqle
W Ok X Cancel uifs Add 1 Delete 7 Find $ Fill '|
Errief Help | Detaled Help  Keywords | | insert | help.g [UF]

Term: [rtrochange 7 3 | Fielated Infarmation

File M ame: | |changecategary file B
Format Mame: | =] |approval file B j
Field Mame: | ¥ |change open B
Owner: | |change update B
Required: W |change close =

M odule: |apem B |change tasks =

[ |
Feady

| ingert | help.g [UP]

Figure 5-9: Term record for related information

Creating Online Help

Only users with appropriate capabilities can edit or add help records.

To create online help:

1 Open the form for which you want to create online help.
2 Select Help > Help on Field.

If no help exists for the current form, a blank help record (help.g) is displayed.
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3 Fill in the form with information appropriate to the type of help desired.

a ServiceCenter - [Help] i _ | Dlﬂ
@ File Edit ¥iew Format Options List Optiops  Window Help -|ﬁ'|5|
$B@al?eals

%= Back o idd S Search 40 Find 4 Fil e

Brief Help | Detailed Help | Kepwords |

Topic: '[SLA availability metrics

Brief Description

Thiz iz the name of the asset covered by this SLA. 1
a ServiceCenter - [Help] i |EI|1|
@ File Edit Wiew Format Options List Options  Window  Help % |5’|5|
SR ?eql 9
=, Back o Add S99 Seach 00 Find 4 Fil =

Brrief Hell Detaled Help  Fewwords
B No help available. You may add 5 | b Y |

Termn: | Related Information

File: Name: sla | | =l
Format Mame:  [sla.edit =] | B
Field Name: Jlogical.name ¥l | =l
Owner: | | =
Required: I— | =l
Module: | | = »

I
B Nohelp available. You may add help, | inzert | help.g [UF]

Figure 5-10: Help Utility—creating a new help record

4 Click Add to save your new help record.
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The buttons in the toolbar change, and the following message appears in the
status bar: Help record added.

a ServiceCenter - [Help]

o ] 5

@File Edit Wiew Format ©Options List Options  Window Help -|ﬁ'|£|
$BE ?eqle

0K M Carcel ol add I save ] Delete 07 Find 4 Fil .

Brief Help |Detailed Help |Keyw0rds |

T opic: ISLA availability metrics

Brief Description

-This is the name of the asset covered by thiz SLA.

B Help record added.

| ingert | help.g [UP]

Figure 5-11: Help Utility—maintenance controls

5 Click OK to display a blank help record.

Use this procedure to create help records for keywords you have defined (See
Creating Keyword Records on page 209).

6 Click Cancel to return to the record for which the help has been created.

Note: You may create any type of help using this procedure.

Related Information

The Related Information array contains keywords that are linked directly to
field or form help records that contain information on related topics.
Keywords do not appear on QBE lists of help associated with fields or forms
and can only be displayed from a direct query of the help file.

If you make an entry in the Related Information array of a help record, you

must create a separate help record containing the same keyword value in the
Term field.
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Creating Keyword Records
To create keyword records:
1 Access the help file from the Help menu.
The help.¢ form is displayed.

2 Create a new help record or search for an existing record.

a ServiceCenter - [Help]

_[ol x|
@File Edit “iew Format Options List Options ‘Window Help _Iﬁllll
sBal?eqle

ok M Cancel €€ Previous PP New  ofpadd [ Save f]j'De|etmfj Find 3Rl "

Erief Help |Detailed Help  Keywords |

Term: [ | Fielated Information

File: Mame: prabsummary | Jalert status report B B
Format Mame:  [problem. template. update = | e

Field Mame: [Status ¥ | el

Owrner: [pran | =le
Required: I— | =l
Module: | | = -

I
Feady | inzert | help.g [UF]

Figure 5-12: Expanded help form for related information

3 Type the descriptive title of a related topic in the Related Information array.
4 Click Save.

The following message appears in the status bar: Help record updated.
5 Click OK.

6 Click Back if a QBE list of help records is displayed.
A blank help record is displayed.

7 Type the same value in the Term field that you entered in the Related
Information array in the previous record.

Remember that the Term field is the only required element in the Keywords
tab for this type of help.
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8 Fill in the necessary descriptions and additional keywords for related topics.

(@ serviceCenter - [Help]

, (=
@Fil& Edit Wiew Format Options List Options indow  Help

=l&lx|
Shalrzealse
0K X Cancel o Add Fl@ 1 Delete 200 Find & Fil "

Brief Help |Delai\ed Help  Keywords |

Term: IA\ert status repart | Related Information
File M ame: | = | =
Format Hame: | | | B
Field Name: | ¥ | =
Dwner: |p|gn @ serviceCenter - [Help] b —10] x|
Required: false @ File Edit Wiew Format Options List Options  Window Help _Iﬁllﬂ
Moduls: I
F—asmalreals
W’ oK K Cancel o Add I save 17 Delete 7 Find 4 Fil "
Brigf Help  Detailed Help | Keywords |
B Helprecord added
Thiz repart, alert status, is an auta repart. [t provides a detailed listing of all open tickets on alert [including deadiine alert by -
assignment group.
aﬁervitetenter - [Help] il ZI
@ File Edit Yiew Format Options List Options ‘Window Help =] x|
YBAa ?2e8ale
' 0K 3 Carcel o Add I 5ave 7] Delete 7 Find 4 Fil 8

Brief Help | Detailed Help | Keywards |
B Helprecord added

Topic: IF\ eparts

BErief Diescription

-Thls iz an out-of-box Incident M anagement report.

L

B Help record added. | inzert | help.g [UF]

5-13: Related information record

9 Click Add.
10 Click OK to display a blank help record.

11 Create additional related information records as needed for all keywords.
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Displaying Related Information
To display related information:

1 Open a field or form help record containing a keyword entry for related
information.

2 Place the cursor in the Related Information array containing the term record

you want displayed.
a ServiceCenter - [Help] i |EI|1|
@ File Edit “iew Format Options List Options ‘Window Help i Iﬁllll
sBE ?7eqQl9
W Ok 3 Cancel o Add H save {1 Delete 7 Find 4 Fil '
Brief Help | Detailed Help  Keywords | 2

Tem: | Related Information

File: Mame: Jomar =] Jem3rcategary fields x HEE

Format Mame: | =] | =

Field Name: |zategary ¥l | =l

Owiner: | | =l

Required: Ifalse | =

Module: | | = |

I

Feady | inzert | help.g [UP]

Figure 5-14: Help record—searching keywords

3 Click Find or press F8.
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The selected related information record is displayed. If there are more than
one record, a QBE list of records is displayed.

@ serviceCenter - [Help]

=10l x|
[C) File Edt View Format Options ListOptions Window  Help —|= =l
ym@al2eal s
-]
<™y Back  — Refiesh Count
Topic | Field Name | File Mame | Format M ame | Term |
Change categories  phaszes cm3rcategony crdrcategory fields
Change categories  name crm3rcategony cri3rcategory fields
Change categories | description cm3rcategory crdrcategory fields
Change categories  awvail cond cm3rcategon crdrcategory figlds

gh. nurmber cr3rcategorny crindrcategory fields

B Cannot find related information in help using quen: format namet'crmdrzategan Felds" | inzert | help.gbe.g [UF]

Figure 5-15: QBE list of related records

Note: In this help record, one keyword contains five related records, each
referencing a different field.

Double-click on a record to view it.

Click Cancel to return to the QBE list.

Click Back to return to the principal help record.

N o un b

Select another keyword to view or click OK to return to the record from
which you selected help.
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6 The Cascade Update Utility

CHAPTER

Cascade Updates

The Cascade Update utility allows Administrators to maintain database
integrity and consistency by altering the data in one or more dependent files
to match changes made to data in a source file.

For example, SYSBLOB records are linked to the contacts table by the contact
name (contacts, contact.name = SYSBLOB, topic). If someone were to edit
the contact record and change contact.name, the associated SYSBLOB
records would lose their link and become orphaned. A Cascade Update could
be set up to monitor contacts.contact.name and change the topic field in
related SYSBLOB records to match accordingly.
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Cascade Updates are created in two steps:
1 Create a trigger record to monitor the source table.

2 Create a Cascade Update Configuration Record to set parameters for the
update.

Creating a Trigger Record

Triggers monitor files for certain types of activity (Adds, Updates, Deletes)
and launch a specified RAD application when the appropriate conditions are
met.

To create a trigger record:

1 From the Database Manager utility, search for the file triggers.

Trigger Mame: m |

Table Mame: | = |B]£|
Trigger Tvpe: | hd
Application: | £

Figure 6-1: The Trigger Record

The triggers record is displayed.

2 Create a trigger with the following parameters:

Parameter Description
Trigger Name: Any unique, meaningful name
Table Name: Select the file to be monitored by this trigger.
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Parameter Description

Trigger Type: Select the specific activity to react to:

1- Before Add - If the user is adding a new record to this file,
launch the application prior to committing the add.

2- After Add - If the user is adding a new record to this file,
launch the application after committing the add.

3- Before Update - If the user is modifying a record in this
file, launch the application prior to committing the change.

4 - After Update - If the user is modifying a record in this
file, launch the application after committing the change.

5 - Before Delete - If the user is deleting a record in this file,
launch the application after performing the deletion.

Note: Only triggers of type 4 - After Update, and type 6 -
After Delete are supported by Cascade Updates.

Application: The RAD application to launch.

Note: The application cannot require parameters. It will
have access only to $L.old (the record prior to the
change), and $L.new (the record post-change).

For most Cascade Updates, set this to
cascade.update.wrapper. The only exception to this would
be if the file you will be monitoring is the device file or any
related device attribute file (joincomputer, etc.). In that
case, set this to am.cascade.update.wrapper.

3 Click Add to add the new trigger.
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Create a Cascade Update Configuration Record
1 From the Main menu, select the Utilities tab.
2 Select Tools.
3 Click Cascade Updates.

Cascade Update Config Record
M arne: |contacts Type: |After Update x|

Execute Condition: |true

Display Scope of File Variables: [

Corfiguration Rules

Update File: ISYSBLDB

Execute Condition: |contact. hame in $L.old~=contact.name in $L.new

Description: |This will update any SY'SBLOE records if the contact. name is modified
Asamels Salfasoresfalt name i B ol

Ady Queny: |

Source Key: W Target Key: Itopic—
S Taanal A Sals sl e e i aafere ascaol o

Source Fields: Wﬂ Target Fields: Itopic— &
- -
. I

Expressions: J

o

Figure 6-2: The Cascade Update Configuration Record

Field Descriptions

Name - The unique name of the record. This must coincide with the name of
the file defined in the trigger record Table Name field. For example, if you
wanted to monitor the contacts table for changes to records, you would enter
contacts.

Note: If the file you will be monitoring is the device file or any related device
attribute file (joincomputer, etc.), simply enter device (rather than any
specific device join names).

Type - This must coincide with the Trigger Type field defined in the trigger
record.
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Note: The configuration file will only be processed off of a trigger using a the
4 - After Update and/or 6-After Delete trigger types.

After Update - This cascade will be triggered by modifications to an existing
record.

After Delete - This cascade will be triggered by deleting an existing record.

Execute Condition - A logical expression defining the condition that must be
met before any of the configuration rules for this file should be processed. If
nothing is entered the default value is ‘true’.

For example, to run cascade updates only if the logical.name field in the
record was modified, enter the following:

logical.name in $L.old~=logical.name in $L.new

File variables in scope:
m $L.old - The state of the main record before the update.
m $L.new - The state of the main record after the update.

Display Scope of File Variables - This check box provides a quick reference
for an Administrator. when this is checked, the file variables within scope for
each expression are displayed. (See Figure).

Configuration Rules - Configuration Rules is an array of structures
containing the information for each cascade update triggered by this file.
Each field listed here is repeated for every rule.

Update File: The file to be modified by this rule.
Execution Condition: A logical expression defining the condition that must
be met before this specific configuration rule should be processed. If nothing

is entered the default value is ‘true’.

For example, to process this rule only if the istatus field of the record was
modified, enter the following:

istatus in $L.old~=istatus in $L.new

File variables in scope:
m $L.old - The state of the main record before the update.

m $L.new - The state of the main record after the update.
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Description - Brief description of what this configuration rule will do.

Advanced Query - This query is used to retrieve the records from the update
file that will be affected by this rule.

Note: If the Advanced Query field is left blank, the Source Key/Target Key
fields will be used to select records instead. If anything is in this field,
the Source Key/Target Key fields will be ignored. Either Advanced
Query or Source Key/Target Key must be entered.

For example, to affect only records from the update file where the id field
matches the logical.name field, and the status.proration field matches the
istatus field in the record being changed, enter the following:

id=logical.name in $L.old and status.proration=istatus in $L.old

File variables in scope:
m $L.old - The state of the main record before the update.

m $L.new -The state of the main record after the update.

Source Key/Target Key - If Advanced Query is left blank, these fields will be
used to build the query that retrieves the records to be affected by this rule.

Note: If any text is entered in the Advanced Query field, the Source

Key/Target Key fields will be ignored. Either Advanced Query or
Source Key/Target Key must be entered.

For example, if the Source Key is logical.name and the Target Key is id, the
query processed against the target file will be:

id=logical.name in $l.old

Expressions:

An array of expressions which are executed after each record is updated.
File variables in scope:

m $L.old - The state of the main record before the update.
m $L.new -The state of the main record after the update.

m $L.target - The record in the new file to which you want to make changes.
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Note: Only changes to the fields in $L.target can be made

1 Click Add to add your new Cascade Update record.

Example

ACME HQ has moved and now needs to update all of their contact records
to reflect the new location “ACME CORPORATE”. Use the Cascade Update
Utility to automatically update all ACME HQ contact records when the
location has been updated in the ACME HQ location record.

There are two phases to make this happen:

m Add a trigger record.
m Add a Cascade Update Configuration record.

First, set a trigger to monitor the location file and call the RAD application,

cascade.update.wrapper, when the location record is updated (After
Update) in the location file:

1 From the Toolkit tab, select Database Manager.
2 In the Form field, type triggers and press ENTER.
The trigger record is displayed.

a ServiceCenter - [triggers: update.contact.location]

@ File Edit “iew Fomat Options List Optione  Window Help 2 |ﬁ'|1|
FdBE 2?0 qQ 9@ ploperator j
o/ 0k ¥ Cancel ffnadd [ Save T Dekte 00 Find 4 Fil ©
Trigger Mame: Ehpdate.contact.location |
T able Mame: [location RalEEE|
Trigger Type: 4 - After Update =l
Application: |zascade update wrapper [EIF]
Fieady | Response 0.70 draw 060 | insert | triggers. gldb. view] [UP]

Figure 6-3: Completed Trigger Record

3 Type the following information in the triggers record:
Trigger Name: update.contact.location

Table Name: location
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Trigger Type: 4 - After Update

Application: cascade.update.wrapper

Note: If you are configuring a cascade update for device records, type
am.cascade.update.wrapper in the Application field. This wrapper
works with the device joindef files.

4 Click Add.

The message line indicates that the trigger record was added.

Next, configure a Cascade Update Configure Record to update the location
in all contact records associated with that same location:

1 From the Utilities tab, select Tools > Cascade Updates.
The Cascade Update Config Record is displayed.

(@ serviceCenter - [cascadeupd] M=l
@ File Edit Wiew Fomat Options List Optiors Window Help =121
il 2 e al | »lemtr -

V0K el Al [JSae (] Delte "l
Cascade Update Config Record

Name: E ocation Type: Tter Update =

Executs Condition: [

Display Scope of File Variables: [

- "
Update File: contacts
Execute Condition: [$L.file in old™=3L file in new
Deescription |
[ St name=faitname i1 §L. il
Al Queny: [
Source Key localion Target Key: localion
ST Aisy i sl st 3 ratinye ravvte
Source Fislds: location il Target Fields:  [location B
Expressions:
|
[ |
B cascadeupd ecord added Fiesponse 0151 diaw 0170 | insert | cascade.upd.config.gidb.view) [UF]

Figure 6-4: Completed Cascade Update Config Record

2 Type the following information in the Cascade Update Config Record:
Name: location
Type: After Update
(Configuration Rules)
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Update File: Contacts
Execute Condition: location in $L.new~=location in $L.old
Source Key: location
Target Key: location
Source Fields: location
Target Fields: location
3 Click Add.
Test:
From the Toolkit tab, select Database Manager.
In the Form field, type contacts and press Enter.
From the Options menu, select Modify columns.
Use the drop-down arrow to change the “company” field to “location”.
Click Proceed.

Click in the heading of the location column to sort the list so that all contacts
with the same location are shown together.

A 1 A W N =

N

Open a second session of ServiceCenter.
8 From the Toolkit tab, select Database Manger.
9 Click Search.
10 Double-click on an ACME HQ record in the record list.
The ACME HQ location file is displayed.
11 Change the location by typing ACME CORPORATE in the location field.
12 Click Save.

13 Revert to the first session of ServiceCenter, which is still showing the record
list of contact records.

14 Click Refresh.
15 All of the ACME HQ locations are now ACME CORPORATE.
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7 Display Options

This chapter addresses the advanced issues related to displayoptions,
including the following topics:

m Creating options
m Testing options

m Balloon help

Creating Options

H W N

The basic procedures for adding an option to a ServiceCenter form are as
follows:

Decide what type of option (button or menu item) to add or modify.
Locate the appropriate screen ID.
Modify an existing option record or create a new one.

Make appropriate changes (if necessary) to the form using Forms Designer.
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Sorting a column

In this example, you will create a new column called “Assignment” and will
create a menu option for the column in the ServiceManagement Call Queue
(apm.manage.incident.g). The option will sort calls alphabetically by
assignment when a user clicks on the option.

Displayoption records currently exist for the other columns in the Service
Management Call Queue.

Identify the Screen ID

Identifying the Display screen ID for a particular form begins by noting the
name of the form, as shown in the following procedure:

1 Click Service Management on the Services tab of the home menu.
2 Click Call Queue on the Service Management menu.
3 Switch inboxes to All Open Calls.

The Service Management Call Queue appears.

ServiceCenter - [Call Queue: All Open Calls] | _ (O] <]
B8 Fie Edit ¥iew Fomat Options ListOptions Window Help ===l
$mm| 2 0al 9
“=y Back  —— . Refresh I:||
£ g
o Current Inbox: |4l Open Calls
o CallID M Op ir | Owne | Statu | Brief Description b
| Mew CALL107S 1 A abend occured while processing an limap job.
= CaALL10ET 3 | 12/28/00 BOB.H Open Users would get logged out after 2 - 3 hours of being on line.
S Search CaAlLL1055 4 | 12/28/00 BOB.H Open | Job schedule was changed without notifying applications suppo
CALL1047 4 | 12/28/00 BOB.H Open - Caller has lost connection ta mainframe. 502 eror code on batte
Switch Inbox | CALL1083 4 | 12/28/00 BOB.H Open | Caller is reporting a prablem trving to dial in to corporate time can
CALLI10ES 4 | 12/28/00 BOB.F Open Can not get connected the the main production system.
Stanting Lists | CALLI0S3 4 | 12/28/00 BOB.H Open | Caller iz reporting problerns with faulty modem delivered by wend
CalLLiooz 4 12/27/00 BOE.F Open - Cannot access the internet.
S e | CALL107S 2 | 12/28/00 BOB.H Open | Omegamon took a system 875,
B i | CaLL10ES 2 | 12/28/00 BOB.H Open | Caller lost connection to mainframe. Onzite support gaid controll —
v Assignment Group = —
CaAlLL1093 4 | 12/28/00 BOB.H Open | Printer printing blank pages.
—— Refrash List | CALL1089 4 | 12/28/00 BOB.H Open - Manitar is getting more and mare dim, and sometines loses colar
CaALL1087 1 12/28/00 BOB.H Open | “Warkstation is down and waon't boat at all. Monitar iz dead and £
Count Recaords | CALL108S 2 | 12/28/00 BOB.H Open | Crashes with 1/0 Giant Packet ermor, Panic dump... Probably a b
T CALLIO7 4 | 12/28/00 BOB.F Open Comm manager errors when attempting to hook to luG.2.
o Back | CALLT10RR 2 | 12/28/00 BOB K Open | Server needs to be brought down and up immediately. Sent out
CalLL1057 4 12/28/00 BOE.F Open- The <EMTER: key iz sticking on caller's kevboard.
CaAlLL1030 4 | 12/27/00 bob.he Open | Bad simms on client. Fails memory check. LI
Selected line iz raw 1 of 32 recards retrieved Response 0.230 draw 0.121 | inzert | sc.manage.call glsem. advanced)] [US]

Figure 7-1: Service Management Call Queue
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4 Click View on the menu bar and select the Form Name and Screen Name
options. The form and screen name appear in the format <form
name>(<screen name>). In this case, the form is sc.manage.call.g, the screen
is scm.advanced.

5 Return to the home menu.

Modify the Form

You must add the assignment column to the form using the Forms Design
utility.

Select the Toolkit Tab from the home menu.

Click Forms Designer.

Open the form sc.manage.call.g

Click Design to edit the form.

u A W N =

Click on the bottom of the table to edit it's properties in the Object Properties
dialog.

Highlight the Columns property and click Edit List.
7 7.Add a new item called "Assigment" and click OK.

o

8 8. Click on the header for the new Assignment column to edit it's properties
in the Object Properties dialog.

9 9. Highlight the Input property. Write in the value "assignment" and click Y
to apply.
10 10. Save and close the form

Create the displayoption record

To create a new option record for the Assignment column, you will copy and
modify a record from one of the other columns, then add the modified
record to the database under a new name.

Select the Utilities tab from the home menu.
Click Tools to open the GUI tools menu.
Click Display Options to open the displayoption form.

H W N =

In the form, enter the screen ID for the desired form, scm.advanced in this
case and press Enter. The display option screen displays, with the
scm.advanced options in a gbe list.
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ServiceCenter - [displayoption] H=l

@ Fi= Edit Visw Fomat Options ListOpfions Window Help 18] %]
sBrl ?eqlal

ﬁ/ oK x Cancel ({ Previous %) Mext s Add L:I Save rfj Delete
GUI Bank Option Screen D Default Label Text Label 2
I S T ] ]

= Refresh
3 1 3 zem.advanced Back
51 5 12 scm.advanced Get Inbox
52 5 1 scm.advanced Get Sub Inbox
500 3 1 scm.advanced Select Queue
a0 3 2 zom.advanced Switch Queues Inventory Mz 1CM List _Iﬂ
4| | »

-

Display Application Option Definition

Screen [D: |scm.advanced Language: W Action:  [refrezh ¥
Unique [D: |31 50 [~ Modifies Record back, close. and more are special
GUl option: [2 Balloon Help {If Option < 200]; [Fefesh
Text Option: IH_ Default Label: |F|efresh

Bark: [T Texut Altemative: |

Condition: |tlue

User Condition: |

RaD |C0mments |

Expressions evaluated after option is selected, but before BAD call

RaD Application; | Separate Thread? I

Mames: | Walues: |

Post RAD Expressions J

Ready | Response 0.150 draw 0.150 | inzert | displayoption.gbe.g [LUS]

Figure 7-2: Displayscreen Record
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5 Select an already assigned option in the 800 range. (for example, Option 870,
the By Owner option).

- File Edit ‘iew Fomat Options List Options  Window Help =
sBr 7eQls
W 0K 3 Cancel €& Previous 33 Newt e fdd [ 5ave 17 Delete

GUI | Bank |option | SerzeniD | Default Label | Text Label |<]

a70 5 1 scm.advanced Review Review
a70 5 1 scm. advanced Review -

‘| | b

Dizplay Application Option Definition

ScreenID: |scm. advanced Language: W Action: |newfile ¥
Unique ID: [3171 ™ Modifies Fecord back, close, and more are special
GUI optian: W Balloon Help [If Option < 200]); |Incidents b Cluarer
Text Optior: I'I_ Default Label: |B_l,l Owarier
Bank: |5— Text Altemative: |B_l,l Qwaner

Condition; |$L.filename="probsummary"
Uszer Condition: |

RaD |E0mments |

Expressions evaluated after option is selected, but before RAD cal

|$L.temp="$L. name'' j
|$L.owner.title=scmsg[489, "' j
R&D Application: |apm.pop.dialog Separate Thread? Ifalse
Mames: |name j Walues: |apm. chooze.operator j
[iery | [$L.temp |
Fozt BAD Expressions
|$L.quer5.l=' 'flag = true and ticket cwner = V" +EL name+"""" L. queny. name=scrasg(107, "sm”, {$L. name}if [$L. name=NId
|if [$L.narme=HULL or $L name=""%MNone"] then [$L.quem=" flag=true and ticket owner=MULL"| j
Selected ling iz row 28 of 32 records retrieved | Responze 0.150 draw 0171 | inzert | dizplayoption.gbe. g [US]
Figure 7-3: Creating a new displayoption Record
6 Modify the following fields to read:
Field Value Explanation
Balloon Help Sort by Assignment
Default Label Sort by Assignment
GUI Option 904 GUI Option = any unique ID greater
than 200.
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Field Value Explanation

Text Option 2 Text option = the F-key used for this
option in the text-only client (in this
case, F3).

Text Alternative Sort by Assignment

Bank 7 Bank = the F-key bank to use (in cases
where more than 12 F-key options are
needed).

Expressions... $L.messages=insert($L.messages, 1, 1, sort:0 for ascending

"sort:0{\"assignment,1\"}")

sort:1 for descending

Note: Assigning a number greater than 200 (e.g., 904) to an option places
that option in the Options drop-down menu. Options with values less
than 200 appear as buttons in the system tool tray.
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ServiceCenter - [dizplayoption] H=E
- File Edt “iew Fomat Options  List Options  WWindow  Help f |E’|5|
smEl?eqla

" 0K 3 Cancel €& Previous 33 Mest = Add I save T Delete ‘
GUI | Bark | Option | SereeniD | Default Label | Text Label |~]
avo L] 1 zom. advanced By Owner By Ovner

laoa  [7 |2 | scm.advanced onment  [JE
5140 3 5140 zom. advanced Ewport to Excel -
4| »
Display Application Option Definition
Screen |D; Iscm.advanced Language: IENG Action; Inewfile ¥
Unique |D: |1 oooz2 ™ Modifies Record back, cloze, and more are zpecial
GUI option: {304 Balloon Help [IF Ophion < 200): |Sort by azzignment
Text Option: |2 Default Label: |Sort by azzignment
Bank: IF" Text Alternative: |Sort by Azzignment
Condition: |$L.filename="incidents"
User Condition: |
RaD | Comments |
Espressions evaluated after option iz selected, but before RAD call
|$L. messages=insert(§L.meszages, 1, 1, {"assignment,1"}) j
RAD application: | Separate Thread? I
Mames: | = Values: | =
| k) | 2
Pozt RAD Expressions
I &
Selected line iz row 31 of 34 records Responze 0150 draw 0.150 | inzert | dizplavoption. gldb. view) [LIS]

Figure 7-4: The new display option

7 Click Add to commit the record to the displayoption file.
8 Exit the Display Options utility.
Cycle the client by logging out then logging back in.

Testing your new option

Attempting to use the new Display control is the next step in creating
display options.

1 Click Service Management on the home menu.
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2 Click Call Queue on the Service Management menu.
The sc.manage.call.g form is displayed.
3 Pull down the Options menu.

4 Select the Sort by Assignment option to sort the queue in descending,
alphabetical order, based on the call assignment group.

Open Calls] H[=] E3

@ Fie Edi Yiew Fomat List Options  Window  Help —1=2] x|
% iy | 28 Q | Select Queue
== = = " cuichdueuc »
= Back —Refiesh  New |
Search
Refrash £ 4 7 L
Call) B Switch Inbax “"& H o r— [
r EdtFavartelnboves  Endal W]
o Il Hasoeiien Assignment Open Time Oviner Status BT b e B
 Mew I Rl 1 0 E erily
. eonn ONSITE SUPPORT | 12/10/01 0957:16 falcon Open - 1dle Cant boot up
S Search By Assignment Group |\ un SUPPORT | 12/10/01 035848 | falcon Open - Idie network is down
! TELECOMS 12/10/01 035516 falcon Open - dle Phones are out
Switch Inbox L&N SUPPORT 12/27/0010:3233 | BOB.HELPDES Open - Idie Canrot access the intsmet
CaLL1003 2 SOFTWARE 12/27/0010:34:47 | BOB.HELPDES Open - Linked w/eb biowser not responding e
Starting Lists CaALL1004 3 Wit SUPPORT 12/27/0010:37:51 BOB HELPDES Open - [die Email server not responding.
CaLL1005 4 L&N SUPPORT 12/27/00 10:23:21 BOB.HELPDES Open - Linked Cannot connect remately and obtair
O CaLL1008 5 ONSITE SUPFORT | 12/27/00 10:40:31 BOB.HELPDES Open - Linked User is trying o print and is getting 1
S CaLL1007 4 SOFTWARE 12/27/00 10:41:51 BOB.HELPDES Open - Idie windows user is having problems de
iy Assignment Group L
CaLL1008 4 SOFTWARE 12/27/0010:4248 | BOB.HELPDES Open - Idie cut and paste not availble when ex
— . Refresh List CaLL1003 4 SOFTWARE 12/27/0010:44:20 | BOB.HELPDES Open - Idie Her powersaving feature of her laptc
CaLL1011 4 SOFTWaARE 12/27/00 10:45:44 BOB.HELPDES Open - [die Or ulti-part farms, the printer jams «
Count Records CaLL1013 2 M/F SUPFORT 12/27/00 111204 | BOB.HELPDES Open - Linked Cannot read information on disk. Me
|| C0LL1014 H SOFTWARE 12/27/00 111347 BOB.HELPDES Open - Idie Liscan job abended with an svc33 e
o B CALL101E 4 ENFO10PS 12/27/0011:16:22 | BOB.HELPDES Open - Linked Testing IMS program. User gets hal
CALL1OT7 4 PEREGRINE 12/27/00 111766 | BOB.HELPDES Open - Idie Client’s totals don't balance. His alg
CalLL1o1g 4 ONSITE SUPPORT | 12/27/0011:39:18 BOB HELPDES Open - Linked Job abended during power surge.
CaLL1013 4 SOFTWARE 12/27/001430:33 | BOB.HELPDES Open - Idie Client created a spread sheet that w
CaLL1020 5 SOFTWARE 12/27/001431:25 | BOB.HELPDES Open - Linked Open problem report per assignment
CaLL1021 4 SYSTEMS SUPPOR| 12/27/00143219 | BOB.HELPDES Open - Idie Client tiied to set up category withou
CaLl1022 3 WAN SUPPORT | 12/27/0014:3257 | BOB HELPDES Open - Linked &l the terminals have been frozen a1
4 _>l_I
Selected line is row 1 of 859 records Responze 0.190 draw 0.211 | ingert ‘ sc.manage. call. alscm. advanced) [US]

Figure 7-5: Incidents Sorted by Assignment

The results in the queue resort, descending alphabetically, according to the
name of the assignment group for each Service Management report.

® You can also click on the Assignment column header to resort the column.
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Opening an external application

In this example, you will create an option in the Service Management Call
Queue that will call the message.fc application and open a Microsoft Word
document. This process also can be used to open NotePad or other Windows
program, as well as display images created in a graphics program.

The elements of this exercise are arranged in the following order:
m Create the external file to call.
m Create the displayoption record.

Note: Use the same screen ID as you did in the previous example.

Create the reference file

Create a file in Microsoft Word or Notepad and save it to your local drive.
This file does not need to be saved in the ServiceCenter directory. You may
reference both text documents and graphic images.

For this example, we created an organizational chart of assignment groups
and saved it in Microsoft Word.

[bATA TRAY, 1NC|

ASSIGNMENT GROUPS

Data Certer

Director Aot Wialler

Devel oprnert Jim Mackk

SaEan James
Hanakd Mcake
Jim Hawks

Marka Ramirez

Engineering et EIE:

Jiw Coke

Facilities Margk Jackson

Jim Goete
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Note: Write down the path of the file you plan to display from the option;
you must define this path in the displayoption record in order for the
message.fc application to locate the file.

Create the displayoption record

1 Open the System Tools menu by clicking Tools on the Utilities tab at the
home menu.

2 Click Display option and open the record for scm.advanced.

ServiceCenter - [displayoption] Hi=l

.Eile Edit ‘iew Fomat Options  List Options ‘Window Help -|ﬁ'|5|
LBl ?8Q 9
B 0K W Cancel €4 Previous 3 Newt ol Add [ Gave 1] Dekete

qui.option | k. biar | txt.op | screen.id | labiels default | labels tut. alterr | action | condition | labels balloon i
2 1 1 scm.advanced Refresh refresh | bue Refresh

13 11 |3 somadvanced Back | Jest [te |

51 ] 12 scm.advanced et Inbox getinba qui] et New Inbaox

52 ] 11 scm.advanced (Get Sub Inbox | getinba quif) (et Sub Inbox j

| »

Display Application Option Definition

Screen |D; |scm.advanced Language; IENG Atior; Iexit ¥

Unigue 10 |3'| 45 [" Modifies Fecord back, cloze, and more are special

GLUI optiah: |3_ Balloon Help (If Option < 200 |Go Back
Tent Option; |3_ Diefault Label |Back
Bark: |1_ Text Alemative: |

Condtion:  [tue
User Condition: |

RAD |E0mments |

Ewpressions evaluated after option iz selected, but before RAD call

Ral Application: | Separate Thread? I
Names: | j Vales: | j
| E | | M|
Selected line iz row 2 of 32 records retieved | Responge 0,300 draw 0.220 | inzert | dizplayoption. gldb. view] [UIS]

Figure 7-6: scm.advanced Displayoption Record
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3 Select the back option (see Figure 7-3 on page 227)and modify the fields

according to the following table:

Field Value

Action do nothing
Balloon Help Display Org Chart
Default Label Display Org Chart
GUI Option 4

Text Option 3

Bank 1

Condition true

RAD Application message.fc
Separate Thread true

Names text

Values WINEXEC;c:\<path to filename>

4 Click Add to add the record to the displayoption file.

5 Exit the displayoption form, and cycle client.

Opening an external application
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Test the new option
1 Click Service Management on the home menu.
2 Click Call Queue on the Service Management menu.

The sc.manage.call.g form is displayed with the option you have created on
the menu bar.

iceCenter - [Call Queue: All Open Calls] [_ (O] =]
File Edit “iew Fomat Options List Options ‘wWindow Help — =] =]
tBmm| ?ealel
— Eack —Fcisalp  Org Chart | I:'|
- ¢Hin % r—— = L i
S - . i
Call Queue & 1\:& L H '-F"?',_. I z
z Current |nbox: |2l Dpen Calls hd|
i Call I [ Severity [ Assignment [ Open Time [ Dwaner [ Status =
_{ Mew
& Cal L1067 3 DUTYMANAGER 12/28/0014:22:19 BOB.HELFDES Open - Idle
SO Search CALL1055 4 ENFO10OPE 12/28/0013:29:09 BOB.HELFDEE Open - Ide
CaLL1047 4 FIELD ENG. 12/28/0012:43:25 BOB.HELFDEE Open - Ide
Switch Inbox | CalLli0g3 4 LAN SUPPORT 12/28/0015:11:14 BOB.HELFDEE Open - Idle
CalLL1063 4 LAM SUPPORT 12/28/00 14:43:38 BOB.HELFDEE Open - Ide
Starting Lists | CalLL1053 4 LAM SUPPORT 12/28/0013:27:20 BOB.HELFDEE Open - Ide
CalLLionz 4 LAN SUPPORT 12/27/0010:32:39 BOB.HELPDES Open - Ide
By Dwner | CaLL10011 4 LaN SUPPORT 12410401 09:58:48 falcon Open - Idle
Bl ookt | CaLLiosg 2 rMAF SUPPORT 12428400 15:07:07 BOB.HELPDES Open - Idle
Cal L1063 2 t/F SUPPORT 12/28/0013:51:22 BOB.HELFDES Open - Idle
—— Refresh List | Call1093 4 OMSITE SUPPORT | 12/28/00 15:30:45 BOB.HELFDES Open - Idle
Call1023 4 OMSITE SUPPORT | 12/28/00 152855 BOB.HELFDES Open - Idle
Count Recards | CaLL1087 1 OMSITE SUPPORT | 12/28/00 15:22:48 BOB.HELFDES Open - Ide B
i CaLL1025 2 OMSITE SUPPORT | 1242800 15:17:31 BOB.HELFDES Open - Ide
o RS | CALL1071 4 ONSITE SUPPORT | 12/28/00 14:45:57 BOB.HELPDES Open - Idle
CalLL1065 2 OMSITE SUPPORT | 12/28/00 135415 BOB.HELFDES Open - Ide
CaLL1057 4 OMSITE SUPPORT | 12/28/0012:42:21 BOB.HELFDEE Open - Ide
Callioz0 4 OMSITE SUPPORT | 1242700 16:01:37 bob.helpdesk | Open - Idle
CalLL1026 4 OMNSITE SUPPORT | 12/27/0014:36:34 BOB.HELPDES Open - Idle
CaLLioomo 4 OMSITE SUPPORT | 12/10/01 09:57:16 fFalcon Open - Idle
4| | v
Selected line iz row 1 of 32 records retrieved Responge 0.170 draw 0,121 | inzert | zc.manage. call glscm. advanced) [US]

Figure 7-7: New Display Option
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3 Click the new option button to display the specified document/image. In this
example, the Org Chart button launches Microsoft Word and opens the file
Orgchart.doc.

W Microsoft Word - org_chrtdoc [_]=]
] File Edt View Insert Format Took Table Window Help [
el S ¥ ® < e e B0 B& R o =0

Hormal ~|TimesNewRoman = 10 = B £ O

5 g

[DATA TRAX. INC.|
ASSIGNMENT GROUPS

B Data Center

Director ArtWeller

Development Jim Mackie

Susan James

Harold Meates

Marisa Ramirez

Margie Jackson

Engineering Guentin Walace

E

Mainframe
Hardware

Metvin Yoo
Gerry Hargrove

=|ofE]=]4] v

Page 1 Sec i 1 A 97" Ini col i

——

Figure 7-8: Displaying a Document from Outside the System
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Balloon Help

The balloon help feature in the displayoption form allows a system
administrator to create an instructional balloon for a newly created option.
The message appears when the cursor is placed over a button and appears in
a single line. Balloon help is limited in length only by its ability to fit on your
screen; however, a brief, clear message is desirable.

Create balloon help from the displayoption panel, in the Balloon help field of
the option you are creating the message for. See Figure 7-6 on page 232.

Note: Balloon help works for button options only—those with an option
number of 200 or less.
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CHAPTER

Display allows System Administrators to customize certain features of their
system without altering RAD code.

Data files within Display contain the individual records, or screens, in which
options, events, and window controls are defined. Each screen is attached to
a particular application and controls the features appearing on the forms
associated with that application. The information from these screens is
stored in data tables and is not embedded in the RAD code. A system
administrator has ready access to all Display features and may edit them
freely.
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displayscreen
Record
A
Calling Display > o
Application ¥ Application RAD Application

4

Figure 8-1: Display application workflow

Note: Because custom features are independent of RAD programming,
Display options are protected from conflict during the upgrade
process.
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The Display application reads data from four data files:
m displaymaster

m displayscreen

m displayoptions

m displayevents

Use the following procedure to access these data files:
1 Select the Toolkit tab in the home menu.
Click Database Manager.
Type display in the Form field of the Database Manager dialogue box.

H W N

Press Enter.

A QBE list of data file records appears.

ServiceCenter - [D atabase] [_ (O]

. File Edit Miew Famat Optiors  List Opfons  window  Help _|ﬁ'|1|
SEBEm 7TeQ 9
\{:-'{ Back »
Forrnat Mame |Ie Mal t Llpd: Ugdated By anguage l_
dizplay. cv. |n|t|a|g appllcatl 02/08/001 ||sa en
dizplaycache displaycy 06/26/93 7 pcasey en
dizplayevent displaye) 03/29/98 7 pcasey en
displayraster displaym 12/18/96 7 mari en
displaymaster.g displaym 01/14/00°7 Phil en
displayoption displayo) 03/29/98 7 pcasey en [
displayscreen displayse 02/19/99 7 pbudic en ;I
Selected line iz row 1 of 8 records | Rezponse 0.90 draw 0140 | inzert | format. gbe. gldatabaze. prompt. 5] [LIS]

Figure 8-2: QBE List of display Datafiles

5 To configure the Display application, open the displaymaster file first. Or
select a data file from the record list, and double click the name to open it.
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The displaymaster file contains the general controls for Display. There is one
record per supported language. The default is ENG for English.

ServiceCenter - [displaymaster ENG] [_ (O] %]
-Eile Edit Miew Format Options  List Options  Window  Help _|ﬁ||1|

sBEal/?e Qe
/ ok x Cancel s Add ﬁ Save f'j' Delete

lahquage

Dizplay Application General Controls
Language: IENG

Commaon Labels

GUI Text
Back osck | [owk |
More W

Selected line iz row 1 of 1 records | Fesponge 0,300 draw 0.70 | inzert | dizplaymaster. g[db. view] [U5]

Figure 8-3: The Displaymaster Form

The following are the field definitions of the fields on the displaymaster form.
Language—selects the display language. The default is English (ENG).

Back—enables the button option (GUI) or the F-key option (Text) that
allows the user to move back one screen.

Close—returns to the close/menu exit of the calling application.

More—builds a new set of options in text mode based on the next text bank.
If no bank exists, it builds the first bank (text bank = 1).
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A displayscreen record defines the attributes of a screen and provides the
user with access to the individual records for options and events. Use the
vertical scroll bar to view the entire form.

All ServiceCenter applications using rio or fdisp panels have been converted
with the display.cv utility before being shipped to you. Displayscreen records
have been created and hard-coded into RAD applications, which search for
the appropriate Screen ID when called. Only RAD programmers who write
custom applications for their particular enterprise will ever need to create
new displayscreen records.

The existing displayscreen records are powerful tools for controlling the
display attributes of certain forms within your system. Knowing which
Screen ID is attached to a form is vital if you are to take full advantage of the
features offered by the Display application.

Showing/Hiding Display Screen Names

Display screen names (and format names) are toggled on and off from the
View menu. Select View>Form Name to see form names in the lower right
of the GUI and View>Screen Name to see screen names.

A screen is not the same as a form. In Display, screens are individual records
identified by a unique screen ID.
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Main structure

This structure defines various conditions of the displayscreen record. Users
should not edit fields in this structure, since changes to the record will alter
when and under what conditions the screen ID is used by the calling application

ServiceCenter - [displayscreen] M=l &3

.Ei\e Edit “iew Fomat Options List Options  Window Help i ﬂlﬂ

LBE ?28Qle

/0 MCancel €& Previos PP New  ofpidd [5ae  TiDete .7 Find 4 Fil -
Scoreen D Enter Key Format Title L
[JEE . dizplay.bad.add Recoid
[JBE.display.bad delete do nothing L format
[JBE . display.gui do nothing L format Database j

Display Application Screen Definition B
Screen 10; IQBE‘disp\ay‘bad.add Language: |ENG On option 0; do nothing ¥
Title: I“ Camect or Skip Record = r Obiject Related?
Fomat: 3L format
140 (1 A1) Itlue Tirne: (1f FDISFY I
™ ‘Window when text and mare? User Options: I

Initializations |Dpt\0ns |Evenls |

Initialization E xprezsions [Once per call to display)

Initial Message?

Tent of mag: |

Window

Dper window? [~ Parent Mame: ¥ Wwindow Mame: I

Position:  |left ¥ Percenlage:l OR # of Lines: I b
Bl

Selected line iz row 1 of 32 recards retrieved | Response 0.360 draw 0.270 | ingert | dizplayzcreen g(db. view] [LUS]

Figure 8-4: Detail of Screen Definition Form
The following are the field definitions for the fields on the displayscreen

form.

Screen ID—a unique name, identifying the record whose display
characteristics are being defined. The names of screen id’s generally reflect
their function and closely resemble the names of the forms to which they are

attached.

Language—display language of the form. The default is English (ENG).
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On option 0—determines what action to take when the user presses Enter
(Option 0). Possible actions are:

m redraw (refresh) screen

= do nothing—returns the user to the current form in the same
condition. This option currently works in Text mode only.

= return to application—This option forces the Display application to
return to the calling application. The option is set to 0, and the action
is set to enter.

Title—title of the form. The value in this field can be a variable or an
expression.

Format—form to display for this screen. The value in this field can be a
variable or an expression.

I/0 (If RIO)—logical field determining the user’s privileges for modifying
the data displayed. This field is used only when the display panel is replacing
an rio panel. The value in this field can be an expression.

Time (If FDISP)—date/time field determining the length of time a user may
search the database. This field is used only when the display panel is replacing
an fdisp panel. The value in this field can be an expression.

Window when text and more?—text mode control for displaying additional
options. If this box is checked (true), and the More option is selected, the
system displays all the options in the remaining banks in a single screen.

User Options—flag used by RAD developers to trigger functionality in the
Display application. This is an advanced option and should not be changed
in the production system.

Initialization tab

Initialization Expressions—sets initial values for variables and fields. These
expressions are evaluated before the screen is displayed.

Initial Message?—logical field determining whether or not a message will be
displayed to the user. If this field evaluates to true, a message is sent just
before the screen is displayed.
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Options tab

Text of msg—message as it will appear to the user. The message can be an
expression.

Window structure

Control threading features in the Window structure.

Open Window?-if true (checked), a window is opened. The window is a child
of the parent window defined in the Parent Name field.

Note: When the Open Window option is selected, both the parent and child
windows will be visible; however, only the child window will be active
for updating.

Parent Name-name of the parent for the new window from the drop—-down
list. Values for this field can be NULL (blank), Main Window,
current.window(), or the name of another window.

Window Name-names the new window. If the field is NULL (blank), a
window is opened using the name in the Screen ID field.

Position-position in which the new window will be displayed. The choices
are: top, left, right, and bottom.

Percentage-defines the size of the new window based on a percentage of the
parent window.

# of Lines-sets the number of lines or columns (determined by the value in
the Position field) in the new window.

The Options tab structure provides the user with access to the displayoption
file.

Click the Ellipses button to display a record list of options defined for the
current screen ID.
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Intializations  Options |Events |

Options
GUI  Brk/Opt  Lahel Action @
;I 11 Retry retry true
LI 12 Skip Record skiprecord  true
LI 13 Cancel cancel true

Figure 8-5: Options Structure of Screen Definition Form

GUI-button control for opening the displayoptions record for that option.
(see page 247)

Bnk/Opt-indicates the bank of options to which the indicated option has
been assigned in text mode. (Each bank can contain up to 11 options.)

Label-name of the option as it appears in the form (in the Options menu or
as a Service Tray button in GUI mode and as an F—key in Text mode).

Action—token passed back to the main (calling) application telling it how to
respond to an action the Display application has taken.

Note: Actions are specific to each application. Users will only define actions
for their own, custom applications or when creating an option that
calls their own application.

Condition—Ilogical value from the Condition field in the Option Definition
file. Options evaluating to true are active. This value can be an expression.
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Events tab

The Events structure provides the user with access to the displayevent file.

Click on the Ellipses button to display a list of events defined for the current
screen ID.

Initializations ||:Iptions Ewvents

Events

4

Event Action Condition

Figure 8-6: Events Structure of Screen Definition Form

Event-buttons that open specific event records.

Action-oken passed back to the main (calling) application telling it how to
respond to an action the Display application has taken.

Note: Actions are specific to each application. Users will only define actions
for their own, custom applications or when creating an option that
calls their own application.

Condition-logical value from the Condition field in the Option Definition
file. Options evaluating to true are active. This value can be an expression.
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Set the various display options in the displayoption file. Display options can
appear in the Options menu or as System Tray buttons in GUI mode and as
F—keys in Text mode. Option numbers less than (<) 200 in GUI mode appear
as buttons. Option numbers greater than(>) 200 appear in the Options

menu. RAD applications can also be called from Options Definition records

Access this form from any displayscreen record by clicking on the Ellipses
button for a record list of all options or by clicking on a numbered option
button for individual displayoption records (See Figure 8-5 on page 245).

ServiceCenter - [displayoption] !Em
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5§
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2 1 2 QBE.display.b Skip Record skiprecord true
3 1 3 QBE.display.b| Cancel cancel true j

Display Application Option Definition

Screen D |QEIE.d\spIay.had.add Language: W Action: Jretry ¥
Unigue 1D |1 ™ Modifies Record back, close, and more are special
GUIption [T Balloon Help (if Option < 200 |
Text Option |1— Default Label: |Retry
Bank |1— Text Alternative: |
Condition: ~ Jtrue

User Condition

RAD |Comment5 |

Expressions evaluated after option is selected, but befare RAD call

|
RAD Application: | Separate Thread?

Names: | Values: |
| |

Post RAD Expressions
|
|

Selected line is row 1 of 32 records retrieved Response 0.220 draw 0.491 |insert |d\sp\ayoption.g(db.wew) [US]

Figure 8-7: Display Options Record
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Fields

The following are the definitions of the fields on the displayoption form

Screen ID-unique name, identifying the Screen Definition record whose
display characteristics are being defined.

Language-display language of the record. The default is English (ENG)
Action-sets the display action.

= do nothing: Display does not return to the calling application, but
returns to the rio or fdisp panels, leaving the screen intact. If you have
scrolled down in a data field, your position is maintained, and the
cursor remains in the field.

= redraw: Refreshes the screen and returns to the rio or fdisp panels. The

cursor remains in the same field, but scrolling is reset to the top of the
field.

= back: Returns to the back exit of the calling application.
= close: Returns to the close/menu exit of the calling application.

= more: In Text mode, this action builds a new set of options based on the
next text bank. If no bank exists, it builds the first bank (text bank = 1)

= In GUI mode, selecting this action has the same effect as selecting do
nothing.

= NULL: If the action field is left blank, the system assigns a value of
NULL to the Action field.

= UNKNOWN: If no option can be found with a true condition, the
system assigns a value of UNKNOWN to the Action field.

This only occurs if the condition for the option has changed to false as
a result of the user’s input on the screen actions.

Unique ID-The unique ID is a system generated unique identifier. You can
assign a number, but if it is not unique the system will override it and assign
a new number.

Modifies Record-This field signifies that using this display option may make

changes to the record. The display routine will recognize this, and lock the
record if necessary before running the option.
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GUI Option-number of this option in the GUI mode, taken from the Screen
Definition form. Options with numbers greater than 200 appear in the
Options menu. Options with numbers less than 200 appear as buttons in the
System Tray.

Text Option-number of this option in the Text mode, taken from the Screen
Definition form.

Bank-determines the set of function keys with which this option is grouped.
This field is required only when 11 or more options appear on a form. Option
12 is reserved for the More button.

Default Label-defines the default label for the option being created. This is a
required field for GUT mode.

Balloon Help-provides balloon help for the option button being defined
(GUI mode). Instructions may be given in any language.

Text Alternative-if not NULL, determines the label used for the F-key in a
Text form.

Condition-logical field defining the condition for the option. If the field
evaluates to frue, the option appears to the user. An expression may also be
used.

User Condition—logical field defining a user-specific condition for the
option. If the field evaluates to frue, the option appears to the user. An
expression may also be used to further tailor the expression used in the
previous field for user-specific access control.

RAD tab

Expressions...-expressions evaluated when this option is selected by the user,
but before the RAD application is called.

RAD Application-names a RAD application to be called when the option is
selected.

Separate Thread-determines whether or not the RAD application is started
in its own thread.
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Note: Threading allows for several active windows to be open for editing at

once.

Names-identifies the parameters being passed to the RAD application.

Values-defines the value of each parameter being passed to the RAD

application.

Post RAD Expressions-expressions evaluated when this option is selected by
the user. This is done after a RAD application is called.

Comments tab

Comments-allows developers to provide additional commentary on this
displayoption for later development.

Database Dictionary keys

These keys control how the data is placed and retrieved from the file. Use
values based on these keys when issuing queries on the displayoption file.

Field Key Description

unique.id unique Ensures record numbers are unique

screen.id unique This key ensures that no two GUI options can have the
language same screen ID, language, or condition.

gui.option

gui.sig

screen.id unique This key ensures that no two text options can have the
language same screen 1D, language, text bank, or condition.
txt.bank

txt.option

txt.sig

action nulls&duplicates Useful when querying by action.

screen.id

language

gui.option
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The displayevent file defines the events a screen will handle. Access the form
by clicking an Event button in a displayscreen record. (See Events tab on

page 246).

ServiceCenter - [displayevent] =3
- File Edit “iew Fomat Options List Options ‘Window Help i |ﬁ'|1|
sdBE ?OeQle

Q/ ()8 x Cancel ({ Previous }9) Mext s Add E Save fi‘ Delete D‘
Screen ID | Event |Acti0ns | Condition £
cmat.update 32103 eventreturn $L.event.edit.flag

" m_|
o first 32767 newcall event. name(]
o first 32767 transfer event.name()="tranzfer" LI

Display Application Event Definition

Unigque ID: |8 | Actions Conditions

Screen [0 |icm. display. joinfile | |
Language: IENG | |
Ewvent Mame/Mumber:  |OnFormb odified ¥

Condition: |$L.m0de="display" and evaluatelupdate in $L.env] and $L. addflag=falze and index{type in $L.dev,
Uszer Condition: |

Expressions evaluated after event but before RAD call

RaD Application: |icm.event.lock Separate Thread? Ifalse
Mames: [file d Values:  [$L.dev d
Post RAD Expreszions
[$L.de.action=$EVENT A
ﬁ [$L.dz. action={"eventreturn"", "reselect'") then [1 in $L.messages="locked" 3L mode="update" j
Selected line iz row 5 of 11 records | Fesponze 0,161 draw 0,100 | inzert | dizplayevent.g(db. view] [US]

Figure 8-8: Event Definition Screen

Fields

The following are the field definitions for fields on the displayevent form:

Unique ID-unique number identifying this record from others which may
also be associated with the same screen id.
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Screen ID-unique name, identifying the record whose display characteristics
are being defined.

Language-display language of the record. The default is English (ENG)

Actions-indicates what kind of action to perform. Redraw is a reserved
action. If this action is requested, Display does not return to the calling
application, but to the rio or fdisp panel instead.

Conditions-logical field controlling the action specified. If this field evaluates
to true, the action will be available to the user.

Event Name/Number-the Event Name/Number fields are used to define
when events will occur. Note that the OnFocusIn, OnFocusOut, and
OnNewValue fields mean that an event will trigger any time an action occurs
on the associated format. This could affect system performance.

= OnFocusIn— Each time an object (combo box, radio button, and so on)
receives focus this event will be sent. The OnFocusln field can be used
with the cursor.field function for example to trigger an event when a
field receives focus.

= OnFocusOut — When focus leaves an object (combo box, radio button,
and so on) this event will be sent.

= OnFormModified — When a user modifies any field in a record, the
system knows that a record is being updated. For example, this
definition can be used to place a lock on a record once the form is
modified.

= OnNewValue — If a value in a specified field changes, then this event
will trigger.

Condition-string equivalent of the condition expression. This field is
required to allow the unique key to work properly. Because the condition is
evaluated by the form, the contents must be converted back to a string before
adding the field to the key.

User Condition-condition statement that overrides the value in the
Condition field. Use this field to modify the conditions under which the
events will be handled rather than editing the statement in the Condition
field.
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Expressions evaluated after event but before RAD call—expressions
performing calculations or reassigning a global variable to a local variable.
These expressions are evaluated after the event has occurred and before a
RAD application is called.

RAD Application—name of the RAD application called when the defined
event is selected. This occurs after the expressions are evaluated.

Separate Thread?—Ilogical field controlling the appearance of a threaded
screen. If this field evaluates to true, the calling application is started in its
own thread. A condition can also be used here for text-mode operations.

Names—identifies the parameters being passed to the RAD application.

Values—defines the value of each parameter being passed to the RAD
application.

Database Dictionary keys

Field Key Description

unique.id unique Ensures the record numbers are unique

screen.id unique This key ensures that no two Events records can have the

language same screen ID, language, event.name, object.name, or
condition.

event

event.sig

actions nulls&duplicates Useful when querying by action.

screen.id

language

event
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Creating a displayscreen record

Displayscreen records have been created and hard-coded into RAD
applications, which search for the appropriate Screen ID when called. Only
RAD programmers who write custom applications for their particular
enterprise will ever need to create new displayscreen records.

The displayscreen record is the control point for applying options to
ServiceCenter forms using the Display application. You must create the
displayscreen record first, then create the individual options in the
displayoption file.

To create a displayscreen record:
1 Access the displayscreen file using one of the following methods:
= Type ds in the ServiceCenter command line and press Enter.

= Type displayscreen in the File field of the Database Manager dialog box
and click Search or press Enter.

= Click the Display Screens button in the Tools menu of the Utilities tab.

2 Enter a unique name in the Screen ID field of the blank displayscreen record
form.

This name should identify the file involved and describe the process to which
the options are attached. For example, a displayscreen record created for a
script that opens incident tickets might be called pm.script.open.

3 In the Format field, enter the name of the form on which the new options
should appear or use the appropriate format variable (see Format variable on
page 271) if you want the display options to appear on more than one form.

4 Complete any other appropriate fields.
For definitions of display screen fields, refer to Displayscreen File on page 241.
5 Click Add.

Procedures for creating displayoptions
To create a displayoption record:
1 Access the displayoption file using one of the following methods:
= Type do in the ServiceCenter command line and press Enter.

= Type displayoption in the File field of the Database Manager dialog box
and click Search or press Enter.
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= Click the Display Options button in the Tools menu of the Utilities tab.
2 Enter the name of the screen ID you created for the displayscreen record in
the Screen ID field of the blank displayoption record form.

3 Enter the appropriate action for your option in the Action field (Display
actions on page 272).

Complete the displayoption record using the procedures found in
Displayoption File on page 247.

Important: If you create a displayoption by copying an existing record, you
must change the screen ID and leave the Unique ID field blank;
the system will assign a unique ID to your option.

If you are defining a Fill option, be sure that the value in the GUI option
field matches the Button ID value of the field in the form.

4 C(Click Add to add the record to the database.

Open the displayscreen record for your screen ID and select the Options tab
to make sure your new option appears there.

Restricting Access

As a system administrator, you may wish to restrict users’ access to certain
display options based on their system rights. This is accomplished by creating
an expression in a displayoption record that determines who may use the
option. This expression is constructed with capability words found in a user’s
operator record. You may use existing capability words or create new ones
that more narrowly define the restrictions.

To restrict access to a display option, you must:
m [dentify the option and the group to whom you want to deny access.
m Define a capability word unique to the option.

m Add your capability word to the operator records of all users to whom you
wish to grant access to the option.

m Create a condition expression in the displayoption record using your new
capability word.
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Selecting the option
Select an option that performs an important function in your system.
m [s this option part of a broader functionality?

m Should all users with rights to this functionality have access to this option?

For example, should all users with access to Incident Tickets in Incident
Management be able to close a ticket?

By using a condition expression in a displayoption record, a system
administrator can limit a user’s right to close tickets without restricting rights
to the other features of Incident Management or incident ticket options.

In the following example, you restrict access to the Close button in the system
tray of Incident Management incident tickets to all users except those with

SecClose capabilities.

Users with SysAdmin capability will be able to view, update and save existing
incident tickets, but will not be allowed to close tickets.
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ServiceCenter - [Update Incident Number IM1001] [_ (O] =]
- File Edit “iew Fomat Options  List Opbion: window Help =
E@m@El 2 0ql9 e

J/ ok x Cancel ({ Previou: }) Mext {q Save 4= Undo 4@  Close - Find 4 Fill O Clocks
| IM1001 | Ticket Status: |Dpen

Incident Title: IF'thE iz going dead intermittently. |

Incident D' etails | Activities | Contact | Azget | Attachrment | SLA | Parts & Labor | Histary | Alerts | Related F|-§ ==

Alert Status: alert stage 3 Owner BOE.HELFDESE.

Category: Itelecoms Frimary &zgn Group: |TELEEUMS ¥

Subcategony: ﬁxed infraztructune =] ALigzignes Mame: | =]

Froduct Type: ﬁxed infraztructure =] Second Azgn Group: | ¥

Problem Type: 'lnot specified == Haot Ticket: = Total Loss of Service: —

M anufacturer: [ETET Spstems ¥|  Severitw 14 - Low ¥

Class: [Class3 =] User Priority: |Low ¥

Contact Time: | =l Site Category: I|D -Haome Site: ¥

Elapzed Time: | Cauze Code: |

Contract: I Site |

Compary: |F'F|G [

Cantact: |F'ETEF|S, JEFF Phore / extension: |[21 5] 455-FE54 |

Incident D escription:

Fhone iz going dead intermittently. -
<] | i
Selected line is row 1 of 32 records retrieved | Fesponse 1.412 draw 0.391 | inzert | problem. template. update. glapm. edit. problem] [US]

Figure 8-9: Incident Ticket Update form

Defining a capability word

Select capability words that reflect the access rights they define. For the
purpose of this example use SecClose to grant access to the Close button in
the incident ticket (apm.<category>.update.g) system tray.

Use the following procedure to define the capability words:
1 Select the Utilities tab in the home menu.
2 Click Administration.
3 Click Capability Words in the Security structure.
An empty capability definition form (capability.g) is displayed.
4 Enter SecClose in the Capability field of the form.
5 Enter a description of the capability’s function in the Description box.
6 Click Add.
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Display conditions

Access to an option is controlled by the Condition field in a displayoption
record. This field may evaluate to true or contain an expression defining a
condition for display.

1 Return to the Utilities tab.

2 Click Tools.

3 Click Display Options.
The displayoption form appears.

4 Enter the screen ID of the update form, apm.edit.problem, and press Enter.
A record list of all display options assigned to this form is displayed.

5 Locate the Close option from the record list.

Note: The User Condition field is empty by default. The User Condition is
processed after the Conditions field and operates at the user-specific
level.
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ServiceCenter - [dizplayoption] [_[O]
- File Edit “iew Fomat Options  List Options  Window Help 18] x|
$BE ?2eq 9

" Ok 3 Cancel €« Previous 39 Newt s add I Save 1 Delete "
GUI | Bank | Option | Screen D | Default Label | Text Label | Action | Conditiorn =3
1 1 1 apnn.edit.problerm Feopen reopen evaluate(reopen in $G.pm.ei
2 1 2 apni.adit. probler OF ak quif) and evaluatelupdate in ™
3 1 3 apnn.edit. problem Cancel back true
4 1 4 aprn.edit. problem Sawe Tave evaluate{update in $G.pm.el
L} 1 L} aprn.edit. problem Undo reselect true
B 1 7 aprn.edit. problem Fesolve resolve status in $L.filed”=”="closell

-

Display Application Option Definition

Screen |D: |apm. edit. problen Language: W Action; |close ¥
Unique 1D: [268 V| Madifies Recard back. cloza, and mare are special
GUI optian: IE_ Balloon Help (IF Option < 200]: |Close Record
Text Option: I?_ Default Label: |Close
Bark: |1_ T et Alternative: |
Condition:  |status in $L.filed~="closed"" and $L.mode™="cloze"" and nullsub[$L.new.status, status in $L.filed]~="

Uszer Condition:

RAD |C0mments |

Expreszions evaluated after option iz selected, but befare BAD call

Ral Application: | Separate Thread? I
Mames: | = Values: | =
Post RAD Expressions |
|$L. rc=false;$L. re=recall"policycheck, $L.ercode, $L filed):if [not $L.rc] then [3L.ds. action="do nothing'] j
| e -
Selected line iz row B of 32 records retieved | Response 0.140 draw 0,150 | insert | displayoption.g[db. view] [US]

Figure 8-10: Default appearance of Close option definition on incident update form.

6 Add the following condition statement to the User Conditions field:
index("SecClose", $lo.ucapex)>0

Where SecClose is the name of the capability word you created in the previous
section.
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ServiceCenter - [displayoption] [_ (O] x]
. Fie Edit View Fomat Options  List Options ‘Window Help -8 x|
LBl 2eQle

/ 0K x Cancel ({ Previous }9) Mext + Add g Save ﬁ' Delete .
GUI | Bank | Option | Screen (D ‘ Default Label | Tent Label |Acti0n ‘ Condition I=
1 1 1 apm.edit problem Reapen [e0pen evaluate[ieopen in $5.pm.environment) and statu
2 1 2 apr.edit problem QK ak ui(] and evaluateupdate in $G.pm.environment)
3 1 3 apm.edit problem  Cancel back te
4 1 4 apm.edit problem Save save evaluate[update in $G pm.envionment)

L] 1 ] apm.edit problem Undo Tezelect tue
[ 1 7 apr.edit problem Resolve Tesalve status in 3L filed™="="closed" "resolved" and $L j

s

Display Application Option Definition

Screen |D: |apm.edit problem Language: IW Aetion: |close ¥
Unigue [0 |26 ¥ Modifies Record back, cloge, and more are special
GUI aptian: IS_ Balloon Help (If Option < 200]; |Elose Record
Text Option I?_ Default Label |Elose
Bark: |1_ Text Alternative |

Condition: |status in $L filed~="clozed"" and $L.mode™="close" and nullsubl$L. new. statuz, status in $L filed]™="

User Candtion: [index]"SecClase”, $la.usape 0 ‘

RaD |Eomments |

Ewpressions evaluated after option is selected, but before RAD call

RAD Application | Separate Thread? I
Names: | d Values: | d .
Post RAD Expressions
Selected line iz row B of 32 records retrieved ‘ Response 0.140 diaw 0,150 | ingert | displayoption.gbe.g [US]

Figure 8-11: Modified Close option definition requiring SecClose capability word

7 Click Save to record the modification to the record.

8 Click OK to back out, and return to the home menu.

Adding operator capability
1 Return to the Utilities tab on the home menu.
2 Click Administration.
3 Click Operators in the Security structure.
An empty operator definition form, operator.g, opens.

4 Enter the name of an operator. FALCON is used in this example.

260 »Chapter 8—The Display Application



System Tailoring, Volume 2

Note: Remember, not all operators have Incident Management access.

5 Press Enter.
The selected operator record appears.
6 Select the Startup tab.

7 Add the new capability word in the next available slot in the Execute
Capabilities array.

(
ServiceCenter - [operator FALCON] Hi=l &3
.Ei\e Edt Wiew Fomat Options ListOptions ‘Window Help -8 x|
Y@l reqals
YO0k Miancel  dpadd [JSave (] Delte [ Views T Find 3§ Fil D‘
Login Mame | Full Name | Phone | Printer |
OPERATOR RECORD k=

General |Securily |Log\nf’Conlact Profiles  Startup | Motification |Securily Groups |Bi||ing\nformat\on |

Initial Application
RaD Mame: Il‘nenu manager ‘
Parameter Names Parameter Yalues =
name M&IN MENU
prompk
string? HOME
B
Execute Capahilitie Query Group Month:
| Sysbdmin & | Full Name Abry =
———— P | [SecClose |
| |
| |
| |
| BRI H

2l

| Response 0.561 draw 0,240 ‘ insert | operator. gfdb view] [L15]

Selected ling is row 1 of 1 records

Figure 8-12: Adding a capability word to an operator record

8 Click Save to record this modification.
9 C(Click OK to exit and return to the home menu.

10 Log the client out of ServiceCenter.
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Testing the display option

1 Log back into ServiceCenter as the operator to whose record you added the
capability word SecClose.
2 Open the Incident Management Queue and view an incident ticket.

The Close button should appear.

ServiceCenter - [Update Incident Number IM1001] =l E3
- File Edit “iew Fomat Options Lzt Opbon: ‘window  Help i |ﬁ'|£|
*BE|[ 2?28 Q9
y’ ak x Cancel ({ Previou: }) Mext {q Save 4_.’ Unc‘o 4= Close l," Fird 4 Fil G Clocks
| IM1001 | Ticket Status: |Dpen
Incident Title: IF'hone iz going dead intermittently. |
Incident D etails | Activiies | Contact | Agset | Attachmnent | Sl | Parts & Labaor | History | Alerks | Related H; (==
Alert Status: alert stage 3 Owrner: BOE HELFDESE.
Categary: Itelecoms Frimary &zgn Group: |TELECDMS i
Subcategony: ﬁxed infrastructure =] Agzignes Mame: | |
Froduct Type: ﬁxed infraztructure =] Second Azgn Group: | ¥
Prablem Type: Inat specified = Hot Ticket i Total Lozss of Service: r
Manufacturer: JBTET Spstems ¥|  Seventy 14 - Low hd)
Clags: [Class3 =] User Priarity: [Lava ¥
Contact Time: I =]  Site Cateqon: D - Hame Site ¥
Elapzed Time: | Cauze Code: |
Contract: | Sikes |
Company: |F'F|G M
Cantact: |F'ETEFIS, JEFF Phone / extension: |[21 5] 455-7E54 I
Incident. D escription;
Fhone iz going dead intermittentiy. -
| | i
Selected line is rawe 1 of 22 records retrieved | Response 1.412 draw 0.291 | insert | problem.template. update. glapm. edit. prablem] [LS]

Figure 8-13: Option that appears to operator with SecClose capability

3 Open a new client as an operator who does not have the capability word
defined in his or her operator record.

4 Go to the Incident Management Queue and view the same ticket as you did
above.
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The Close button should not appear for the operator whose record did not
contain the capability word.

ServiceCenter - [Update Incident Humber IM1001] [_ (O] =]

- File Edit Wiew Fomat Options Lt Options  Window Help =] x| Close button
aé’%|?3Q|c3 | does not
/0K M Cancel €& Previous 3P New [ Save  @Undo .0 Find 4 Fil (D) Clocks | appear for this
a|l user.
Ticket Status: |Dpen 'l
Incident Title: |F'h0ne iz going dead intermittently.
Incidert Details | Activities | Contact | Agset | Attachment | SLA | Parts & Labor | Histary | Alerts | Related H% E=
Alert Status: alert stage 3 Oiner: BOB.HELFDESEK
Categary: 'Itelecoms Primary Asgn Group: IT ELECORMS ¥
Subcategory: 'Ifixed infrastructure =] Assignee Mame: | -]
Product Type: fixed infrastructure =]  Second Asgn Group: I ¥
Problem Type: not specified =]  Hot Ticket: [T TotalLoss of Service: H
Marifacturer: ET&T Systems ¥  Severiy 14 - Law ¥
Class: |Class3 =] User Priority: Low ¥
Contact Time: | =] Site Categony: |0 - Home Site ¥
Elapzed Time: | Cauge Code: |
Contract: | Site: |
Campany: |PHGN
Contact: |PETEHS,JEFF Phaone # extension: |[21 5] 455-7R54 I
Incident Description:
Phane iz gaing dead intermittently. - o
4 | 3|
Selected line iz row 1 of 32 records retrieved | Fezponze 1.422 draw 0.421 | ingert | problem.template. update. gl apm. edit. problem] [LS]

Figure 8-14: System tray for operator without SecClose capability
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Calling an Application

Display panels allow the system administrator to set up a series of actions that
otherwise would have to be hard-coded into each individual application.
Among the added functionality is the ability to call separate applications
from within the current application.

An example of this is calling the build.list application from a combo box on
the problem.initial form.

The call to build.list recreates a list of viable subcategory, location, or other
options, based on the information already appearing on the problem.initial
form.

When calling an application, several options are available, including
threaded windows and scripting.

Threading

Display allows you to control the appearance of other forms in separate
threads— individual sequences of screens independent from the forms that
launched them. Threading makes it possible to edit within different
independent screens quickly and without excessive navigation.

Threading within Display is controlled by the logical field, Separate Thread?,
in the displayoption record. When this field evaluates to true, the application
launched from that record appears in a separate sequence of windows.

In the following example, when the apm.show.cost application is called, it
appears in a threaded window from the apm.edit.problem screen.
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ServiceCenter - [dizplayoption] | _ (O] x]

-Eile Edit “iew Faomat Optiens Lt Opfion:  Window  Help 8| x|
tBEm ?2eQq 9
W Ok ¥ Cancel i Add A save 17 Delete

Dizplay Application Qption Definition

2

Screen 100 |[mpmedit problem | Language: W Action:  |do nathing ¥
Unique ID: |316 ™ Modiies Recaord back., cloze, and more are special
GUI optior:  [326 Balloan Help [If Optian < 200): |
Text Option: W Diefault Label: IShow Costs
Bank: I‘I_ Text Alternative: |
Condition:  [auil] and enable in $G.cm.contol

User Condition:

RaD |C0mments |

Expressions evaluated after option iz selected, but before BAD call

RaD Application: |apm.sh0w.costs Separate Thread? Itrue
Mames: [name j WaluesT [rumber i TC e

Post BAD Expressions

[KIEE

I e

Selected line iz row 1 of 1 records | Response 0.250 draw 0.61 | inzert | displayoption.gldb. view] [U5]

Figure 8-15: Example of opening an application in a threaded window

When Back is clicked or the apm.show.cost application is closed from this
threaded window, the apm.edit.problem screen is redisplayed in the same

frame.

Threading is often used on conjunction with other Display actions, e.g.,
calling external applications (as shown above) and scripts.
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Scripts

A script is a series of instructions run from an option. These may include a
progression of screens, requesting information or user-specific responses, or
instructions to perform certain computations with existing record data.
Since the script call is setup and performed at the displayoptions application
level, it does not need to be hard-coded into the RAD of the module. This
allows for easier maintenance and modification.

Script display calls often employ the script.execute application, specifying
the progression of forms to appear for the user. An example of this form of
display call is seen in ServiceCenter Request Management, where the New
button option forces the user through a script at open time. The script calls a
preliminary information screen which requests certain data that is later
populated into a new Request Management record. The screen displayed
serves as an organized and user-specific entrance point into the application.
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ServiceCenter - [displayoption] H=E
- Fille Edit “iew Fomat Options Ligt Options  ‘window Help =
YBrl 7eal9
,;/ oK x Cancel + Add [.:I Save ﬁ Delete D‘
| GUl | Bark | O ption | Screen D | Default Label | Text Label |Acti0n | Candition |
apm.edit.problel Service Evaluation x tion alze [
Display Application Option Definition
Screen ID: |aprn. edit. prablem Language: IENG Action:  |evaluation ¥
Unigue ID: |283 [ Modifies Recard back, cloze, and more are special
GUI optior: |04 Ballaon Help (If Option < 200]): |
Text Option: Id Default Label: |Service E valuation
Bank: |4 Text Altemative: |
Condition: |false
User Condiion: |
RAD | Comments |
Script display calls E xpressions evaluated after option is zelected, but before RAD call
often employ the
script.execute |
application. ( RaD Application; |script.eHecute ) Separate Thread? Itrue
Hames: |name =] Walues: |pm.service.1 j
[file j [+L.filed j
Post BAD Expressions
| E
| I
Selected line iz row 1 of 1 records | Responze 0.290 draw 0.80 | insert | displayoption. g{db. view] [LI5]

Figure 8-16: Calling a script of instructions from a display option
Note: In the example shown in Figure 8-16 on page 267, the called script

appears through a threaded window, as indicated by the true value in
the Separate Thread? field.
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Creating Displayscreen Records: Advanced Topics

Your ServiceCenter system contains a number of displayscreen records that
have been predefined in the RAD code. Some of these records bind their
options to a specific form, while others bind the options to local variables for
use with multiple forms. If you edit an option in a displayscreen record used
by more than one form, every form that uses that Screen ID is affected. If you
need option combinations that do not exist in the displayscreen records
provided with the standard system and do not wish to edit any of the existing
Screen IDs, you must create your own unique displayscreen record. You
might choose to do this when:

m Writing custom RAD applications
m Creating script forms

Note: Creating displayscreen records is an advanced procedure requiring
access to the RAD editor and a knowledge of RAD.
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Custom RAD

Determine whether your display screen record should apply to a single form
or be available to all the forms within your application. If applying to a single
form, consider using Format Control. If you want to apply the display
options to a single form, enter the name of that form in the Format field in
the displayscreen record. If you want the same display options to be available
on multiple forms, you must bind the Format field to the appropriate local
variable. This is the variable you have defined in the Array of local variables
field of the display panel in your RAD application.

ServiceCenter - [RAD Editor] [_ O] =]

- File Edt Yiew Format Options Lzt Opfione  Window  Help _|ﬁ||5|
sBE ?28Q 9
oy Back €4 Previous 3P Mewt | Mew I save 7] Delete [ Comple 00 Find 397 Goto

applicatian: |apm. list. problems label: ll:lisplay. fala} |

comments: IAdded by conversion

Meszages Aray: |$L.messages

gbe? |true [F=ria)
Screen |D (Usge FIMD): |apm. lizt. problems [application. function]
File: [3L file [becomes $L.filed)
Array of local wariables G{$L.f0rmat. name, $L.contact, $L.sql. $L.2ql, $L.SDlt})
Array to reference vanables |{' '$L.format. name'", "$L.contact”. "$L.sql". "$L.dd.queny". "$L. dd.sart"'}

Rieturn Action: [$L.action

Fieturn Option: |$L.opti0n
Test Bank: |$L.bank

Screen Cache: |$L.screen [zee dizgplapcache fils)

exits: cloze/menu: |$menu

back: [exit.nomnal
narmal: |displa_l,l.NEW.decide EIrar: |eHit.err0r.msg
4] | i

Ready | Response 0.61 draw 0.60 | insert | display [LI5]

Figure 8-17: Display panel defining a local variable

Creating Displayscreen Records: Advanced Topics < 269



ServiceCenter

When you are creating your displayoptions, the values you enter in the
Action field of the displayoption record (Figure 8-20 on page 272) must be
defined on a decision panel in your RAD application as $L.action="<action
type>" (Figure 8-18 on page 270).

- File Edit Miew Fomat Options Lt Opfione  wWindow  Help ===l
SmE 78 Q 9
<:-'{ Back. (-( Previous )) Nest | New H Save ﬁj Delete E.:ﬁ Compile ,/—.T Find )-)? GotU:
Decision
application: |apm.list problems label: [Hisplay. decide |
camments: |Added by conwersion

it condition for exit

|exit.n0rmal | |$L.acti0n="e:-cit"

|new.inb0:-c |$L.acti0n=' ‘save’’

|print |$L.acti0n=' ‘print'" and rullzub($G. old.print, false]=true

|c:0unt |$L.acti0n=' 'count”

|resort |$L.acti0n=' resort”

[select [$L.action="refresh"

|$menu |$L.acti0n=' ‘big. green’

|us. print |$L.acti0n=' ‘print"*

|\~'iews B |$L.acti0n="\riews"

|mass.inactivate |$L.acti0n=' ‘inactivate”

| |

| |

I |

| |

| ||

exitz: normal: |decide.spawn BIror; |exit.en0r.msg

1] | i
Ready | Responge 0.70 draw 0.80 | ingert | decigion [US]

Figure 8-18: Decision panel defining displayoption actions

Script forms

You can create unique displayoptions for your script forms that may be
unrelated to those appearing in the application that executes the script.
Changes to the RAD code are unnecessary when creating displayscreen
records for this purpose; the appropriate variables have been hardcoded into
the script.execute application and need only be applied correctly.
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Format variable

The format variable for script.execute is $L.script.format and is hardcoded
into the RAD layer of the application. Enter this variable into the Format
field of any displayscreen record to bind its options to multiple script forms.
This local variable is bound to the display form you entered in the Format
field on the script definition record.

ServiceCenter - [displayscreen] Hi=] E3

- File  Edit Yiew Fomat Options List Options Window Help _|E|1|
shal?2eqle
Format s - —
variable " Ok 3 Cancel €€ Previow: 33 Newt  oflmadd ] Save T Delste .0 Find & Fil =
Dizplay Application Screen Definition =
Scremg D ecript. execute | Language: IENG O option 0; return to appl. ¥l
Title: [T Object Related?
Format: $L. script. forrnat
140 [IFRIO): |true Time [If FDISP]: |
[ Window when text and mare? Uzer Options: |

Initializations |Dpti0ns |Events |

Initialization Exprezsions [(Once per call to display)

Initial Message? |

Test of mag: |
findow
Open Windaw? [~ Parent Marme: | ¥ wfindow M ame: I .
Pozitior:  [left ¥ Percertage: I ]3] # of Lines: I =
4| | H
Ready | Response 0237 drav 0.80 | inzert | dizplayscreen. gldb. view] [US]

Figure 8-19: Displayscreen record using a format variable
If you want to apply unique options to a single form in a script, simply name

the form in the Format field of the displayscreen record rather than use the
local variable.

Creating Displayscreen Records: Advanced Topics < 271



ServiceCenter

Display actions

Actions for displayoptions in scripts are defined on a decision panel in the
RAD code of the script.execute application (Figure 8-18 on page 270).
Unless you possess a RAD license and are capable of programming in RAD,
you are limited to the following, hardcoded actions:

do nothing back close more redraw

ServiceCenter - [displayoption]
-Eile Edit Miew Faommat Options List Option:  Window Help

s@d|?eQl9
V 0K x Cancel ({ Previous }) Mext + Add L:I Save

Dizplay Application Option Definition

ﬁ Delete

Screen D |[apm.edit.problem | Language: W Achor:  |evaluation
Urique ID; (283 [ Modifies Record back, cloze, and more are special
GUI option:  [604 | Eialloon Help (1f Option < 2001 |
Text Optior: |4— Default Label: |Service Ewaluation
Bank: |4— Text Alternative: |

Condtion: |
Wser Conditian: |

R&D |Comments |

Expressions evaluated after option is selected, but before RAD call

RAD Application: |script.e:-:ecute Separate Thread? Itrue
Mames. [name d Walues:  [pm.service.] j
[file | 3L filed =l
Post BAD Expreszions
Fieady | Fiesponse 0,191 draw 0.70 | inzert | dizplayoption. gldb. view] [LUS]

Figure 8-20: Displayoption record defining a Fill option

For instructions on accessing displayscreen records, refer to Accessing Display
Records on page 239.
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CHAPTER

Copying a Database Dictionary

You can make copies of your Database Dictionary record for backup
purposes or to create another file with very similar dictionary definitions.

When you copy a Database Dictionary record, you have the option to copy
the record only or the record and all individual data records contained in the
file. If you copy the Database Dictionary record and all associated records,
data in the original file is inaccessible during the copy process. The amount
of time it takes to copy the file and records will vary depending on how many
records are in the original file.
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Copying Database Dictionary record only

The following illustrates how to make a copy of the Database Dictionary
record in the enduser file distributed in the Inventory/Configuration
application. In this example, we will copy only the Database Dictionary
record, not the data records.

To copy a dbdict record:
1 Open the enduser record through Database Dictionary.
2 Select Options > Copy/Rename.
3 Enter enduser] in the New Name field of the rename screen.

Note: File names must be one word; no blanks and no special delimiters are
allowed.

4 Select the Copy dbdict only radio button.

ServiceCenter - [Enter new name] | [O0] <]
- File Edit “iew Fomat Options List Dpton:  Window  Help _|ﬁ||1|
smrl?eal 9

o’ 0K 3¢ Cancel I:||

Copy / Rename a Dbdict

Mew MName

Ilenduser |

Cbdict
® Copy dbdict only
(@) Copy dbdict and data
' Rename

v, | X |

eady esponze [, raw 0. ingert | du.cr.all.g
Fead: R 041 draw 030 | i d Il.g [US]

Figure 9-1: Copying the data structure record only

5 Click OK to begin file copy.

You are returned to the copied record. The message Dbdict successfully copied
appears at the bottom of the screen.

6 You may now make changes to the enduserl copy of the enduser Database
Dictionary record.
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7 When finished with the record, click OK to exit.

Note: You are required to update/regenerate your Database Dictionary
record only if you have added, deleted, or modified fields and/or keys.

Copying Database Dictionary record and data records

The following illustrates how to make an online backup copy of all the
records in the enduser file by creating a new file with the same Database
Dictionary structure and containing all records contained in the original file.
Whenever you want to copy records from a file by copying the entire file, you
must copy the associated Database Dictionary record as well.

To copy dbdict and data records:
1 Select Options > Copy/Rename.

2 Inthe New Name field, enter enduserbackup. (Remember, file names must be
one word. No blanks and no special delimiters are allowed.)

3 Select the Copy dbdict and data option to copy all records and the Database
Dictionary record from the enduser file to the enduserbackup file.

4 Click OK to copy the record and data stored in the file.

Note: The length of time it takes to copy a file with all records will vary
depending on how many records exist in the file. It is reccommended
that copying a file with all associated records be performed during
non-peak operation times.
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ServiceCenter - [Enter new name] Hi=] E3
- File Edit Yiew Format Options List Opbons window  Help i |S|l|
xmal ? s qlsl

M Ok x Cancel |

Copy / Rename a Dbdict

Mew Marme
Ienduserbackup‘ |

D bdict
(o Copy dbdict only
(]l Copy dbdict and dats
) Rename

o |

Fieady | Fiezponze 0.41 draw 0.30 | inzert | du.cr.all.g [US]

Figure 9-2: Making backup of current record and data
The Database Dictionary record for the enduserbackup file is displayed and
the message *Dbdict successfully copied appears at the bottom of the screen.

Note: When an asterisk displays in front of a message, it means there are
additional messages to display which may have relevant information
regarding this operation.

To view all messages associated with this operation, click the i (Messages)
button just below the top menu bar.
This displays a small message window containing any additional messages.

You can now make changes to the enduserbackup Database Dictionary
record.

5 Click OK to exit when you have completed modifications to this file.

Note: You will be required to update your Database Dictionary record only
if you have added, deleted, or modified fields and/or keys.

276 b Chapter 9—Advanced Operations



Renaming a Database Dictionary Record

After you have created a Database Dictionary record, you may decide that
you want to change the name of the file, or you might want to change the
name of one or more of the files sent with the base system. For example, you
might want to rename the communications file to multiplexors. This would
change the file name but retain all of the field and key definitions in the
dictionary.

If records exist in the file, renaming the Database Dictionary record will
associate all of the records with the new dictionary name. This differs from
copying a file because it takes only a few seconds to perform this function.

The following illustrates how to change the name of the communications file
to multiplexors.

-

Open the communications Database Dictionary record.

N

Select Options > Copy/Rename.
The Copy/Rename dialog box is displayed.

3 In the New Name field, enter multiplexors. (Remember, file names must be
one word. No blanks and no special delimiters are allowed.)

H

Select the Rename option to rename the file to multiplexors.
Click OK.

The renamed Database Dictionary record is displayed with the following
message in the status bar: Dbdict successfully renamed.

(¥}

6 Click OK to exit the record and save the file with the new name.
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If you decide that you no longer need a file, you can delete the Database
Dictionary record.

Warning: Ifyou delete a Database Dictionary, all records contained in the file
are also deleted.

The following illustrates how to delete a Database Dictionary record called
endusercopy.

1 Open the Database Dictionary record you wish to delete.

2 Click Delete.
This operation requires a confirmation, and a delete file confirmation
window appears.

3 Click Yes to delete the record and all data associated with the endusercopy file.
Note: The amount of time it takes to perform the delete will vary depending

on how many records are in the file. It is reccommended that deleting

a file with a large number of records be performed during non-peak
operating times.

After the file is deleted, you are returned to the Database Dictionary prompt
and the message endusercopy file deleted is displayed on the bottom of your
screen.

4 Press Back to exit the Database Dictionary prompt.

Resetting the Database and All Records

If you decide the records in a file are no longer needed, but the file structure
is to be retained for later use, you can perform a file reset.

The Reset option deletes all data records from a Database Dictionary file. In
most instances, once a system has been set up and is in operation, this option
will not be used. Most often it is utilized when clearing test data from a
pre-implemented system or test file.
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Warning: This option is only used when the intention is to permanently
remove data file records. Once a reset has been performed, the
records cannot be retrieved.

The following illustrates how to reset a Database Dictionary record called
endusercopy?.

1 Open the Database Dictionary record you wish to reset.
2 Select Options > Reset.

Note: This option does not appear for files that contain no data records.

You are prompted to confirm this reset action.
3 Click OK to confirm this reset and erase all records in this file.
4 Click Cancel to quit and return to the Database Dictionary record.
5 Click Schedule (clock) to schedule the reset to perform at a designated time.

If you clicked OK, the reset performs immediately in the foreground. When
completed, a message appears at the bottom of the screen confirming the
time/date of the file reset and the removal of all records.

The asterisk (*) at the beginning of the message indicates there are additional
messages generated and available to read in relation to this operation.

6 Clicki in the Tool Tray to view these messages.

7 Read the messages and identify if any problems or errors occurred during the
operation.
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Scheduling the reset

If you chose to schedule the reset operation at step 5 on page 279 above, you
are prompted with a schedule window.

ServiceCenter - [ServiceCenter] H= E
-Eile Edit “iew Fomat Cptone LietOphons window  Help _|ﬁ||5|
smml?2eQle

XCanceI OScheduIe D‘

Schedule time to Reset

Date/Time ta run lﬁ2JDF"JD1 (00:00:00

Repeat [nterval

S A a
(@) Fdonthiy
O Quartery
@] SemizAnnually
(@] Annually
@ Other

1] |

Ready Responge 0190 draw 0.20 | inzert | redo.scheduls. g [US]

Figure 9-3: Scheduling file resetting action

1 Set the date and time for the operation to run in the Date/Time field.

2 Ifyou want this operation to run periodically, flushing out data records from
this file regularly, provide the appropriate date and time for the interval in
the Repeat Interval field.

3 Click Schedule (the clock) to confirm the schedule and activate it.

You are returned to the Database Dictionary file which will be reset.
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ServiceCenter supports a multiple data-storage pool structure consisting of
several 2-gigabyte pools. These pools provide a way of separating data into
multiple Windows NT, UNIX (or MVY) files.

There are two types of pools; data and index. Every Database Dictionary file
has one of each of these information files. The data pool stores the data
records for that file. The index pool stores the index and relationships of
fields in the Database Dictionary.

ServiceCenter - [Dbdict] =] E3
@8 File Edit Yiew Fomat Options List Options  Window Help == =]
smml?eal el

o OK € Cancel 7 Delete | Mew L./ Edit I:I|
File HMame: enduser Root Record [if -1 then on SAL): 50406623
Case Mode: Case Sensitive

Field Name [ Tupe [inde [Level |21  Keps [Fiie Number/Fooks ]
|descript0r Structure 1 o -

logical.name Character i | il itunbos

serialno. Character 2 e R E

parent Character 3 1 j

wharn. parent Character 4 1 L

wharm. name Character 5 1 J

Iocation Character 6 1 i =

fixed. asset.no. Character o 1

manufacturer Character 8 il

wendor Character 9 1

mods! Character o 1 1]

tupe Character 11 1

cugtomer.no Character gl 1

polling. address Character e

modern. narme Character 14 1

local. software Array i : | LI
Feady Fesponse 0.280 draw 0.91 | inzert | dbutil. main.g [US]

Figure 9-4: Data and index pools

The primary pool is pool 3, the SCDB.DB1 file. New pools can be created (4 =
scdb.db2, 5 = scdb.db3, etc.). For more information and specific details on

P4 pool operations see the P4 Filesystem section of the Data Administration

Guide for more information.

When a new Database Dictionary file is created, the default data and index
pool values are set to 3. Once more data and index pools have been created,
file information can be moved to different pools. Index and data information
can also be stored in different pools from one another, to allow greater
control over the size and use of each data pool. See the P4 Filesystemn section
of the Data Administration Guide for more information.
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1 To display the information pool modification window, select Options >
Move To New Pool. A dialog box appears.

The dialog provides drop-down menus to specify the location and pool
number for data and index information.

2 Select a new value from the list to modify the settings.
3 Click OK to confirm the new settings.

You are prompted to confirm the new settings and move the data
accordingly.

4 Click Yes to confirm the action.

See the P4 Filesystem section of the Data Administration Guide for more
information on Data Policy and Information Pool settings.
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The ability to search the dictionary for a specific field name can be very useful
when dealing with a large database dictionary. The following example
illustrates how to search for a field.

To search for a database field:

1 From within the Database Dictionary record you want to search, select
Options > Field Search.

This brings up the Field Search window prompt.

ServiceCenter - [ =™ enter field name **] Hi=lE
- File Edit “iew Format Oobons Lt Optone window  Help 18] =l
sBEl?eale
, -]
“y End  EwactMatch  Starts'with Cortaing ‘
Dbdict Field Search
Enter Field Narme: Ione |
There iz no need ta include the structure name inthe field name [e.q..
middle.logical. name].
Ready | Responze 0.130 draw 0.40 | ingert | dbdict field. search.g [US]

Figure 9-5: Fieldname search capability
2 Enter the field name to search, for example, one.

3 Click Exact match if you are sure that what you entered is a field in the
dictionary record.

4 Click Starts with to find all fields starting with the string entered.

Click Contains to search for fields containing the string entered anywhere in
the field name. (Used in this example).

6 Click End to cancel the search.

If the system finds a match, it responds by giving a message similar to the
following: *Field “phone” found: type=character; level=3; index=2

The message gives the field type, the level (how many structures down the
field is located), and the index (location within its parent structure). For
example, one appears in:
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= a character type field (phone)
= in the third level structure (alternate.contact)

= as the second field in the alternate.contact structure.

7 If multiple fields are found by the search, multiple messages are returned, one
message for each field found. The message in the above example displays an
asterisk (*), indicating it does have additional messages to display.

8 To reveal all messages from this operation, click i in the tool tray.

This displays a small message window containing all messages produced by
the last operation performed.

In this example, these messages reveal that one is present in at least two fields
in this Database Dictionary file. However, since the Contains button was
used, the letters are found in their specific order, regardless of where they
appear in the field name.

For a more exact match on the word one you can use the Exact match or
Starts with button.

(Using these options against this example returns no positive hits using Exact
match or Starts with.)

Creating Subtables from an Array of Structures

ServiceCenter enables a dbdict administrator to manage data more
effectively by creating subtables of unique and non-unique attributes within
an array of structures. You can use this feature to:

m Improve mapping to external SQL database tables.

m Implement a more cost-effective solution for managing attribute
information.

m Simplify queries.
The dbdict administrator can identify two subtable names for each array of
structures in the dbdict. One table contains the names of unique attributes;

the second table names non-unique attributes. A pop-up utility dialog box
enables you to identify which attributes are unique.
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The subtable feature helps you create queries that can return detailed
information. This type of available detail can improve business and
management decisions. You can create subtables for an array of structures in
any dbdict. ServiceCenter ships with subtables already created for all arrays
of structures in the inventory dbdicts.

Organization in the Database Dictionary

In each database dictionary, an array of structures appears in a group. The
group is organized hierarchically, with the field of type array listed first. The
field of type structure is listed next, and is indented once from the field of type
array. The remaining fields are indented and listed below the field of type
structure, and can be of types Character, Number, Location, or Date/Time.

@ File Edit “iew Format Options ListOpton:  Window Help ;Iilll
3 v | 2 8 0 » [dbdict |
v 0K 3 Carcel €€ Previous 3% Newt 7] Delete | Hew L./ Edit =
File Hame: device Root Record [if -1 then on SQL): B0432098
Case Mode: Case Sensitive
Fiedd Marne: | Tupe | Inde: | Level E= Keys | File Mumber/Pacls |
addl name Character a2 2 [Onigue
addl.type Character g g logical.name j Array of
addl dezcription Character 4 3
default gatevay Character D2 1 StruCtures
features Array 93 1
features Structure 1 2
feature.id Character 1 S
feature size: umber 2 3
feature. size.uom Character 3 3 ,7
feature. description Character 4 3 EREITTTEE
damain, suffix Character 94 1 Beleh j
tcpip. hame Character 95 1 j
3CaNS Array 96 1
soans Stucture 1 2 Hulls & Duplicates
scah date Date/Time 1 3 model j
zcan type Character 2 g j
k. Version Character S S
scan. result Character 4 3 [Muls & Duplicates
support.contacts Array g7 1 = senial no. j
support.contacts Structure 1 2 ;I j j
Selected line is row 1 of B records Reszponse 0.211 draw 0.270 | insert | dbutilmain.g [US]

Figure 9-6: The features array of structure in the device dbdict.

How to create subtables from an Array of Structures

To create subtables from an array of structures, first name both the unique
file and the attribute file. Next, designate which fields in the structured array
are unique. Finally, create the subtables.
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To name the unique and attribute files:

1 Login as falcon.

2 Search for the dbdict from which you want to create subtables.
For this example, the device dbdict is used.

3 Scroll down the Type column and locate an Array of Structures.

An array of structure is identified by a field of type Array with a field of the
same name, type Structure directly below the Array field. The Structure field
name is indented.

For this example, the array of structure is features.
4 Locate the features field of type Structure.

Insert your cursor in the Type column for the features structure field.

features 1
features 1 2
feature.id 1 3
feature. size Mumber 2 3
feature. size. uom Character 3 3
feature. description Character 4 3

Figure 9-7: Structure field of the features array of structure

6 Click Edit.

& field. window E
/ ()8 x Cancel (-( Previous )) Mext
Name: ||features | Structure: features
Type: [structure x| Level 2
Index: 1
Altribute File: devicefeaturesatir

Unigue Attribute File: devicefeaturesunig

Figure 9-8: The field.window dialog box

7 In the field.window dialog box, type a name for the attribute file.
The standard naming convention for the attribute file is:
dbdict + array + attr

For this example, the attribute file is named devicefeaturesattr.

Note: No spaces or special characters are allowed in the subtable names.

8 In the field.window dialog box, type a name for the unique file.
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The standard naming convention for the unique file is:
dbdict + array + uniq

For this example, the unique file is named devicefeaturesuniq.

Note: If the attribute file field is left blank, only the unique subtable will be
created.

9 Click OK.
To designate unique fields in the array of structure:
1 Locate the field you want to designate as unique.
For this example, the unique field will be the feature.id field.

2 Insert your cursor in the Type column for the field you want to designate as
unique.

3 Click Edit.

g/ ()8 x Cancel (-( Previous )) Mext
Name: ||feature.id | Structure: features
Type: [character x| Level 3
Unique in Structured &rray ¥ Index: 1
Create Aliss

Figure 9-9: The Unique in Structured Array check box

4 Click the Unique in Structured Array check box.

5 Click OK.

6 Repeat steps one through five for each field you want to designate as unique.
To create the unique and attribute tables:

1 From the database dictionary, click OK.

ServiceCenter updates the dbdict and creates the unique and attribute
subtables from the array of structures.

To view the unique and attribute subtables:

1 From the ServiceCenter Main menu, or the command line, navigate to the
Database Dictionary utility.

2 Search for the dbdict that contains the array of structure from which the
subtables were created.

The unique and attribute files you named should appear in the recordlist.
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3 Double-Click on the file you want to view.

Actions

Create File

When a file with a structured array is created, and the sa.unique.key,
sa.unique.filename, and sa.attribute.file fields are populated, the RTE will
automatically create the unique and the attribute files.

Warning: A field must be designated as unique before the array subtables are
first created. A new subtable is not created if a field is designated as
unique after the original table was created.

Delete File

When a file is deleted that has a structured array, and the unique and
attribute fields are populated, then the RTE will automatically delete the
unique and the attribute files.

Warning: If you copy a table (for backup or testing purposes), the references
for the array tables still point to the original array tables. When you
delete your copy, the cascading delete will delete the original array
tables with it.

Delete Record

When a delete is done against a record, the RTE will delete the main and the
attribute entries, but will not delete the unique entries.

Insert

When an insert is done against a record, the RTE will insert the main, the
attributes, and the unique entries that are needed.

Reset

A reset against one of these files will reset the main file and attribute file but
will leave the unique file alone.
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Regen
A regen will only regen the main file. You will have to explicitly ask for a
regen of the unique and attribute files if it is wanted.

Update
When an update is done, the RTE will update everything that has changed
but will not get rid of any unique entries.
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CHAPTER

Database Dictionary

Important: Menu items and messages may appear differently than shown,
depending on your version of ServiceCenter.

Adding a New Field

You can add fields to an existing Database Dictionary record with or without
records in the file. Existing records in the file will not contain any data in the
newly added fields unless each individual record is updated with data or a
Mass Update is performed.

Note: The same field name cannot appear more than once in the Database
Dictionary (except for arrays and arrayed structures, which produce
different field levels within the file).

When you access an existing Database Dictionary, the cursor is automatically
positioned on the word descriptor. The descriptor field is referred to as the
high level file structure. This field is displayed in all database dictionaries.

The cursor must be on a structure when adding fields. If you want to add a
field within a structure other than the descriptor structure, place the cursor
on the field defined as the structure before executing the add field function.
Refer to Fields within structures on page 300 for more information.
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Forming field names
Follow these rules when forming field names.

m Valid characters include uppercase and lowercase letters of the alphabet,
numeric characters 0 through 9, and the period character.

m Field names must begin with a letter of the alphabet.
m Spaces and all other special characters are not permitted.

m Do not use ServiceCenter reserved words (uppercase or lowercase):

AND IF NULL
BEGIN IN OR

DO ISIN STEP

ELSE LIKE THEN

END MONTH TRUE
FALSE NAME WHILE

FOR NOT UNKNOWN

Scalar fields

A scalar field is a simple data element comprised of a single occurrence of
data (as opposed to an array).

The following steps demonstrate how to add a scalar field to the Database
Dictionary record. In this example, we are adding a logical (true/false) field
to the device file that determines whether or not a given user device resides
on a local area network (lan).

1 Open the Database Dictionary record for the device file using either:

= The Database Dictionary utility.

or

= The Forms Designer. See the Forms Design sections for questions about
the Forms Designer.
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zip Character [ 1 j
zales Character 7 1 L ; &
S S g ] | N.uIIs & Duplicates
zales. mgr Character 9 1 zp d
zales.mar.phone Character 10 1 j
zervice Character 11 1
zervice. phone Character 12 1 [ Hulls & Duplicates
service.beeper Character ] state E
zemvice. mar Character 14 1 j
zervice.mar. phone Character 15 1
after. hours. contact Character 16 1 | Mulls & Duplicates b
after. hours. phone Character 17 1 city j
escalation Aray 18 1 j j
escalation Character 1 2 LI
Ready |insert |dbutil.main.g [F] |

Figure 10-1: Example Database Dictionary record—device

1 Once the file is open, place the cursor in the descriptor structure
2 Click New.

The field editing window appears.
3 Enter lan in the Name field.
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4 Enter logical in the Type field or select logical from the drop-down list of valid

data types.
field. window
Mame : lar Structure : |descript0r
Type: logical Level I‘I Index ; |33

rumber

]

character
datetime

+
x

5 Click the Add button to add this field to the device Database Dictionary
record.

The field lan now appears at the bottom of the list of fields in the device
Database Dictionary record.

6 Use the scroll bar to the right of the fields to locate the new field at the bottom
of the fields list.

Note: All fields added to the Database Dictionary record (if entered in
uppercase) will be converted to lowercase to be consistent with fields
already defined in dictionaries and on formats.

7 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

Note: You must update your Database Dictionary record when adding a new
field, or the Database Dictionary record will remain the same. You
must also add new field(s) to the appropriate format(s) via Forms
Designer.

8 Click OK when you have finished adding fields to the Database Dictionary
record to close and automatically update the file. This returns the message
Record updated in the dbdict file.

Valid field types

Number-allows you to input only numeric data in the field.

Character-allows you to input any available characters in the field (numbers,
letters, special characters).
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Date/Time-requires field to contain the following formatted data:
MM/DD/YY HH:MM:SS or MM/DD/YYYY HH:MM:SS for years of 2000 or
DD HH:MM:SS for time intervals.

You can enter a 2-digit number for the year field for dates between 1950 and
2049. For dates outside this range, you must enter a 4-digit year. (for
example, 69 would be treated by the system as 1969)

The SS is assumed to be :00 if left blank. HH:MM:SS is optional if the time is
00:00:00. The system will default HH:MM:SS to 00:00:00

Logical—contains one of the following logical values: true, false, NULL or
unknown. ServiceCenter accepts input of yes or no and converts it to true or
false respectively.

Label—used only in RAD applications.
Record—used only in RAD applications.

Array—compound data element that contains one or more elements of a
single data type.

Structure—compound data element that contains several sub-fields, each of
which may have a different data type.

Expression—used only in RAD applications.

Arrays

An array is used to track multiple occurrences of a given field. The values in
the field are all the same field type. For example, maybe you want to track all
of the components for a personal computer (PC) in the enduser file. To
accomplish this, you can create an array field, further defined as a character
type, rather than creating multiple scalar fields.

The following screens illustrate how to add a field to the enduser file to track
the various components comprising a PC workstation.
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ServiceCenter - [Dbdict] [_ (O] x]
@ Fie Edit View Fomat Options List Options window o r=h
Ymd ?Male [isowres
About ServiceCenter
[/ oK x Cancel @ Delete D Hew [ ‘
File Hame: vendor Root Record (if -1 then on 50L): 50351495
Case Mode: Caze Sensitive
Field Mame | Type | Inde: | Level l: Keys | File Mumber/Faals |
|descriptor Structure 1 0 [Unigee = ——
wendor Character 1 1 G j
location Character 2 1 Nl j
address Auray 3 1
address Character 1 2 MMile s IUEEE
city Character 4 1 N j
state Character B 1
zip Character B 1 j
sales Character 7 1 1| : : =
T S g 1 N.ulls & Duplicates T
zales.mar Character sl 1 0 d
zalez.mar.phone Character 10 il j
TETVICE Character 11 il ;
service. phone Character 12 1 Mulls & Duplicates e
zervice heeper Character Jalan state ]
service. mgr Character 14 1 j
service.mgr.phone Character 15 1
after. hours. contact Character 16 1 IW*
after. hours. phone Character 17 1 city j
ezcalation Array 18 1 j j
escalation Character 1l 2 j
[ Fieady [inset | dbutilmain.g [P] |

Figure 10-2: Enduser Database Dictionary record
1 Place the cursor on the descriptor structure and click New.
2 Enter pc.components in the Name field of the pop-up window.
Note: When specifying field names, no blanks are allowed between words.

Always use a period as a delimiter.

3 Enter array in the Type field or select it from the drop-down menu.
4 Click Add.

Notice the message Enter data type of array’s element at the bottom of your
screen.

A new window also appears, which looks similar to the previous. This
window is requesting a data type for the array element you have created.
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Notice, pc.components is already displayed in the Name field and the Type
field is blank. When adding an array field, you also need to specify the type
of array (e.g. character, number, date/time, etc.).

1 Enter character in the Type field, or select character from the drop-down list
of valid data types.

2 Click Add to add the new array element.

field. window
Mame: pC.components Shucture: |descript0r
Tupe: character ‘_'I Lewvel: |2 Index: |‘I

riumber

3

date.time
logical

+

4

3 Use the scroll bar to locate the new array and element at the bottom of the
fields list.

4 There are two entries in the record for the field pc.components (Figure 10-3
on page 298). The first entry defines the field as an array. The second entry
defines the data type of the array. Both entries are listed as pc.components
(using the same field name for both entries is the system default, however,
you can override this if you choose). The two entries are added to the bottom
of the list of fields in the enduser Database Dictionary record. The second
entry is also indented from the first entry (this occurs only if the number of
fields specified in the Database Dictionary record is less than 50).

5 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

Note: You must update your Database Dictionary record when adding a new
field, or the Database Dictionary record will remain the same. You
must also add new field(s) to the appropriate format(s) via Forms
Designer. Refer to the Forms Designer section for information on
coordinating record changes.
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6 Click OK once you are finished adding fields to the Database Dictionary
record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

I Wf.operatlr.,..._.... ) «d 1 ' ;l | _j
| graph. of unavailability Iana_l,l 29 1 . nullsfduplicates ]

| graph. of. unavailability |structure 1 2 |m0del j

| date Idate.-"time 1 3 | j

| graph Icharacter 2 3

| spzmadcount |number 30 1 ! nullstduplicates

| spsmoduser [character 3 1 [vtam.name d

| syzmodtime Idate.-"time 32 1 | j

Llan Jagical x| 1

| pc.components Iana_l,l 3 1 'Wi

| pC.components Icharacter 1 2 |Iocati0n d

| J A

«| | »
[Ready [insart [ dbutimain.a [P)

Figure 10-3: New array fields added to enduser record

Structures

Structures are used in conjunction with subformats. Use structures when you
have a common group of fields that you want displayed on multiple formats.
For example, Incident Management has three structures defined in the
problem Database Dictionary record, the header, middle, and action
structures. The fields defined in the header and action structures are set up
to be used in every problem format, regardless of the category. Rather than
painting each category format with the same input fields, specific formats are
created and called in as a subformat on every category screen. The fields
defined on a given subformat may be of different type definitions.

Note: On the primary format the input field defined as a structure is
associated with the subformat containing some or all of the fields
defined within that structure. Fields defined on the given subformat
must be defined within the associated structure, but not all fields
defined within the associated structure need to be contained on the
given subformat.
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File Mame | File: Number | Root Record | Data Pools | Index Pools | Shadowed ||
BO4R0426  [{3..0 (43} | fake

File Mame; Iemplo}lee | Root Record [if -1 then on SOLT |504BD428 =
Field Mame Type Index  Lewvel keys Data Poals:
|dexcriptnr |structure 1 (N fo fullz 12 |3— ﬂ

| salary Jrumber 2 1 [hire. date j |

| hire.date Idate.n’time 3 1 | j | j
e :d-..‘ Pt 4 4

G rehire Jlngical 5 1 ) —| | Index Paools:

| termination. date Idate.n’time £ 1 | |3 j

| position |character 7 1 | | o
| department Jeharacter 8 1 I— 7

| |

| | |

| | |

[ [
1

b
| »
| Ready inzert | dbutil. main. g [P] ‘

Figure 10-4: Sample Database Dictionary record - employee (does not exist on default system)

Let’s assume you created a file called employee with many formats attached to
the file (many different views depending on the user profile). Let’s also
assume that a common group of fields will be displayed on all the formats.
To avoid redundant typing of the same fields on all formats, you can define
a structure to your Database Dictionary record and create a separate format
to contain this common group of fields.

The following screens illustrate how to add a structure that contains the fields
for basic employee information. The fields are name, telephone number, and
address. These fields will appear on all formats or views of the employee file.
Salary, hire.date, review.date, rehire, termination.date, position, and
department will appear only on certain formats.

To add a structure:
1 Place the cursor on the descriptor structure.
2 Click New.
3 Enter basic.employee.info in the Name field in the pop-up window.
4 Enter structure in the Type field, or select structure from the drop-down list.
5 Click Add.
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6 You can now add fields within the structure you just created (see Fields within
structures on page 300).

7 Click OK once more to save your edits and end, or click Cancel to quit end
without recording edits.

8 Reopen the record from the prompt now to re-edit your Database Dictionary
record or update it.

| salary |number 2 1 Ihile.dale ‘d I j

| hire. date |date/time 3 1 | j | j

| review. date |date/time 4 1

| rehire |Iogica| 5 1 | Index Poals:

| termination. date |datez’time E 1 | |3 ﬂ

| position |c:ha|acter 7 1 | | e

Lot n . —
C | baszic.employee.info |st|ucture | ) !

1 T I

I I I

I [

4

o

| »
[ Fieady [insert [dbhutlmain g [F] |

Figure 10-5: Database Dictionary record with new structure

Note: You must update your Database Dictionary record when adding a new
field, or the Database Dictionary record will remain the same. Refer to
the Forms Designer section of the System Tailoring Guide for details on
adding new fields to ServiceCenter forms.

9 Click OK once you are finished adding fields to the Database Dictionary

record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

Fields within structures

As mentioned above, it is important to define fields within structures when
these fields exist on a format(s) associated with the input field structure
name. To define fields within structures, your cursor (focus) must be on the
structure name in the Database Dictionary record. If fields do not need to be
defined within a given structure in a Database Dictionary record, the cursor
should be positioned on the descriptor structure when adding the fields.

The following screens illustrate adding fields to the basic.employee.info
structure created in the previous section.

1 Position the cursor on the structure basic.employee.info.
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2 Press the New button.
Notice basic.employee.info is written in the Structure field.
3 Enter name in the Name field of the pop-up window.

4 Enter character in the Type field, or select character it from the drop-down list
of valid data types.

5 Click Add to add the new field in this structure.

e |
x Cancel 1

File: Mame: o

Field Mame Iame: EE Structure: Ihaswc.emp\o}lee.info
Idescriptor Tupe: character EI Lewvel: |2 Indes: |1

Er
=

I position
| department [eharacter ] 1 I | z

bagic.employee. info | |structure 9 1

| |
( | E

[ Reacy [insert | dbuil add feld. ] |

Figure 10-6: Adding fields to a new structure

The name field is added to the bottom of the list of fields under the
basic.employee.info structure.

Place the cursor on the basic.employee.info structure.

Click New.

Enter telephone in the Name field in the pop-up window.

O 0 N O

Enter character in the Type field or select character from the drop-down list
of valid data types.

10 Click Add to add the new field.

The telephone field is added to the bottom of the list of fields under the
basic.employee.info structure.

11 Place the cursor on the basic.employee.info structure and click New.

12 Enter address in the Name field of the pop-up window.
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13 Enter character in the Type field or select character from the drop-down list

of valid data types.

field. window E
Mame: address Structure: |basic.emp|oyee.info
Tupe: dharacter !|_| Lewvel: |2 Index: |3

* | x|

14 Click Add to confirm the new field.

The address field is added to the bottom of the list of fields under the
basic.employee.info structure (Figure 10-7 on page 302).

15 Click OK once more to save your edits and end, or click Cancel to quit end
without recording edits.

sanany am Jhire: uas = 1 — L
[hire. date [datetime 3 1 | - | M
|review.date |date.-"time 4 1

|rehire |\Ugical 5 1 - Index Pools:
[termination. date [Aatetime [ 1 | 3 ﬂ
[position [character 7 1 | |

|department |character 8 1 I—j —
|basic.employee.\nfo |structure 9 1

| name [eharacter 1 2 |

| telephone Icharacter 2 2 |

| address [eharacter 3 2 B

. . !—7, o
i o
[ Fieady [insett | dbutiLmaina [P] |

Figure 10-7: New fields added to new structure

16 Reopen the record from the prompt now to re-edit your Database Dictionary
record or update it.

Note: You must update your Database Dictionary record when adding a new
field, or the Database Dictionary record will remain the same. You
must also add new field(s) to the appropriate format(s) via Forms
Designer. Refer to the Forms Designer section of the System Tailoring
Guide for more information.
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17 Click OK once you are finished adding fields to the Database Dictionary
record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

Note: When creating categories in Incident Management, define any
additional fields in the newly created categories within the middle
structure in the problem Database Dictionary record.

Arrayed structures

An arrayed structure is comprised of more than one field whose field type
definitions may or may not be the same. You may want to define an arrayed
structure to your Database Dictionary record so that on a given form
(format) attached to a file, you have the ability to scroll more than one field
at a time. In other words, when the cursor is on a field to scroll information,
associated information contained in one or more other fields will scroll as
well.

Warning: You cannot use the SQL Query method against fields contained
within an arrayed structure.

For example, you might want to track contact names and phone numbers in
one of your inventory files. When you are scrolling the array of contact
names, you also want the array of associated telephone numbers to scroll.

Another good example of an arrayed structure is the graph of unavailability.
This structure is defined in the standard inventory files distributed with the
Inventory/Configuration application. If you wish to create your own
inventory files and track availability, you need to add the following
availability fields to the inventory file(s):

Database Dictionary Field Name Field Type
number.of.problems number
explicit.unavailability date/time
implicit.unavailability date/time
perceived.unavailability date/time
start.of.operating.hours date/time
end.of.operating.hours date/time
graph.of.unavailability array
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Database Dictionary Field Name Field Type
graph.of.unavailability structure
date date/time
graph character

The field names need to be spelled exactly as they are shown in the above
table and defined with the specified field type.

Let’s assume you have a devicepc file, and would like each record within this
file to contain statistical information on availability. The following screens
layout the steps for adding the availability fields which pertain to the devicepc
file.

Note: These graph fields also need to be added to the inventory format(s).
Refer to the Forms Designer section of the System Tailoring Guide.

1 Place the cursor on the descriptor field.

2 Click New.

3 Enter graph.of.unavailability in the Name field of the pop-up window.
4 Enter array in the Type field.
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5 Click Add.

File Name: |devicepc Root Record [if -1 then on SOLJ; W

Field Mame Type Index  Level Keys [Data Pools:

descriptor | ftructure 1 N (R T T I— ﬂ
[lagical name AT

1
1 | 40| I
1
1

Iogizal. harme |character

[ logical name. vj [eharacter

—

1
1
| v} logical. name |character 1
7 I ——— | Index Prnlz

| contact name Iohaarter

I parert field. window N
I primary.phone

IIDcaHon
I buiding Mame: graph.of unavailability | Structure: Idescriptor

for Tupe: array ¥ Level |1 Indes: IES

[vendo
[model
= e ]
fe

| altemate.id -

[ prcblem.category [eharacter 14 i

[ netwark. address [eharacter 15 1 |
| container [eharacter 16 [ -

4| | 3
| Ready inset | dbutl ad e g P

Figure 10-8: Adding structured array field

The message Enter data type of array’s element appears in the bottom of the
screen and the pop-up window refreshes.

The Name field still displays graph.of.unavailability, but the Type field is
blank. In order to create an arrayed structure, you must define the type of
array as a structure.(e.g. character, number, date/time, structure).

6 Enter structure in the Type field or select structure from the drop-down list.
7 Click Add.
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| hic _.acter 4 | Bl _ﬂ

| vk status |c:haracler 213} 1 | |

[ iz.davin [logical 56 1 -

| device. lype |characler 57 1

| description [character 58 1 |

| spsmodcount |number 59 1 |

| spzmoduser |Characler EO 1

| spsmadtime [datestime 1 1 T

| contract.id |number B2 1 |

| subtype [character 63 1 | P

| peohlem pricity Jcharacier Ed 1

| araph. of. unavailability [amay B5 1 T

| graph.of unavailability |structure 1 2 |

f ; 2 I

4| | »
[ Ready [insert [ dbut.main.g [F]

Figure 10-9: New structured array field

There are two entries in the Database Dictionary record for the field
graph.of.unavailability. The first entry defines the field as an array. The
second entry defines the data type of the array. Both entries are listed as
graph.of.unavailability (using the same field name for both entries is the
system default; however, you can override this if you choose). The two entries
are added to the bottom of the list of fields in the devicepc Database
Dictionary record.

Note: The second entry is indented in the above example. This occurs only if
the number of fields specified in the record is less than 50.

8 Tab to the second occurrence of the graph.of.unavailability field (which is
the structure type).

Important: For any field to be part of a structure, the cursor must be
positioned on that structure field name before clicking New for
the new field to be associated with it.

9 C(Click New.

Notice the Structure field contains the value graph.of.unavailability which is
the current structure to which you are adding fields.

10 Enter date in the Name field of the pop-up window.
11 Enter date/time in the Type field.
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— - T |

| spsmoduser |character E0 1

[ svsmodtime [datetime &1 1 |

| contract.id |number E2 1 |

[ subtype [character 63 1

| prablem. priority |characler 64 1 !

| araph. of . unavailability |anay ES 1 |

| graph.of unavailabilty [structure 1 2 |

| date |datef’time 1 3

| araph [character 2 3 T

| | |

| I EH |l |

< | »
| Fieady inzert |dbutil.main.g [F1

Figure 10-10: Fields added to structure within array
12 Click Add.
field. window

Mame; date Structure; Iglaph.of.unavailabilit}l

Type: datetime !|-| Lewvel: |3 Indesx: |1

* | x|

Notice the date field is displayed under the structure field
graph.of.unavailability.

13 Select the second occurrence of the graph.of.unavailability field (which is the
structure type).

Important: For any fields to be part of a structure, the cursor must be
positioned on that structure field name before clicking New.

14 Click New.

Notice the Structure field contains the value graph.of.unavailability which is
the current structure to which you are adding fields.

15 Enter graph in the Name field of the pop-up window.
16 Enter character in the Type field.
17 Click Add.
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Note: The graph field is added as the last field under the structure field
graph.of.unavailability, and the message graph field added to the
pcdevices file is issued. In this case, the graph field is behind the
window at the bottom of the screen.

You have now added all of the required fields comprising the
graph.of.unavailability structure. From here you can re-edit your Database
Dictionary record, update it, or cancel without updating.

Note: You must update your Database Dictionary record when adding a new
field, or the Database Dictionary record will remain the same. You
must also add new field(s) to the appropriate format(s) via Forms
Designer. Refer to the Forms Designer Guide for more information.

18 Click OK once you are finished adding fields to the Database Dictionary

record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

19 Press Back to end this session with the Database Dictionary and return to the
main menu.

Alias Fields

An alias field is a field that has a different name but the same index, level and
type as an existing field. Alias fields can be used to streamline file
maintenance, to force fully keyed queries (as in the Incident Management
and Service Management modules), and to facilitate virtual joining.

If regular Purge/Archives are performed on files with different field names
for the search criteria (e.g., close.time in the problem and probsummary files,
msg.time in the msglog file, and evtime in the eventin file), you can build an
alias in each file called archive.time and then perform all archive activity
based on archive.time without regard to the file name.

In Service Management and Incident Management, alias keys are used to
ensure that a fully keyed query is performed each time a QBE argument is
entered. Refer to the Incident Management Tailoring Guide for more
information.
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In cases where a field must be defined as a normal link as well as a virtual join,
but the target file and/or field is different, an alias can be defined for the
source field. For example, review the devicepc Database Dictionary record
and the device.pc format and link records. In this example, the vj.logical.name
field is the alias of the logical.name field.

File: Mame |Fi|e Nurnber |H00lHecord |Data Paals |Index Pools |Shad0wed |
i B04038H

File Mame: ldevicepc | Raot Record (i -1 then on SOL): |ED403834 =
Field Marme Type Indes  Lewvel Keys [ata Pools:
|descript0r |structure 1 [ Iunique—— = |3— j
| logical name |character |Iogica|.name j | ]
| logical hame. v |character | j | j
- | v} ogical name |character ]
—— [ contact.name [eharacter | IndexPook
| parent |character ‘ ‘ | |3 j
| primary. phone |character i 1 | | b
4 | N
[ Ready [isert [ dbutmain g )
- Alias fields Shared Level

Shared Index Reference Number

Figure 10-11: Alias fields used in inventory Database Dictionary files

Adding an alias field

The steps detailed below describe using the Arrayed Structure Maintenance
Utility (as options) to maintain alias fields in the Database Dictionary. In this
example, a new alias for the flag field called network.name.flag is added to the
probsummary file.

Warning: Do not attempt to use this feature to maintain non-alias fields; use
the standard Database Dictionary utility described in previous
pages of this chapter.

1 Select the Toolkit tab in the system administrator’s home menu.

2 Click Database Manager.
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3 Enter =dbdict in the Form field of the Database Manager dialog box.
4 Press Enter.
A blank dbdict record form is displayed.
Note: You must have SysAdmin capabilities to access Database Dictionary

from the Database Manager.

5 Enter probsummary at the Name field prompt.

-Eile Edit “iew Fomat Options Lt Optons  Window  Help ;Iilll
smal?eql9

5 Back  ofladd v Seach -
Mame: Iprobsummar_l,: | Root Record [if -1 then on SOLJ: I—

Fields Keysz

Mame Type Index  Lewvel Flags Mames

| I N . |

| I N . |

| I N . |

| I N . |

| I N . |

| I N . |

| I N . |

| I N . |

| I N . |

| I N . |

| I . |

| I N . |

| I N . |

| I N . |
| I N |
| I N . |
| I N . |
| I . . :

|

Ready | Fiezponze [.260 draw 0,481 | inzert | dbdict. g[db. search] [US]

Figure 10-12: Search form for dbdict records in Database Manager

6 Click Search.
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The probsummary record is displayed.

@ Fie Edt View Fomat Opfions ListOptions Window Help =18
»B@l 78al9l

V oK x Cancel FI Save ‘
Mame:  [probsummary | Root Record (f -1 then on SOL; IM
Figldz Feys
Mame Type  Index  Level Flags MNames
|descriptar IS_ IT_ ID_‘ [12 Jnumber .
[rumber P i |W_:| |
|numb31.vi |2_ IW_ IW_ |
|vi.number.1 |2_ IW_ IW_ |
[vi.number.2 |2_ IW_ IW_ |
[vi.number.3 |2_ IT_ IT_ [0 [priarity. code
[vi.number.4 |2_ IW_ IW_ [lockup.time
|vi.number.5 |2_ IW_ IW_ |number
Jnumber. attach |2_ IW_ IW_ |
|category |2_ |2_ IT_ |
|apen.time |3_ |3_ IW_ [0 |secondary. assignment
|opened.by |2_ |4_ IW_ |
|pri0rily.code |2_ |5_ IW_ |
Jseverity.code |2_ IE_ IT_ |
|update time |3_ IT_ IT_ |
|assignment |2_ |8_ IW_ |U |cause.code
|referral.time |3_ IS_ IW_ |I0gical.name
[refermed.to |2_ IW_ IW_j |

|
| |

Ready | Response 1.572 draw 5.783 | insert | dbictgidb.view) 3]

Figure 10-13: System file record (probsummary) displayed in Database Manager

7 Scroll through the probsummary record using the scroll bars to the right of
each column.

These are the fields and keys of the probsummary database dictionary record
displayed in an editable format.

8 Pull down the Options menu.
9 Select as options.

The as options function manipulates arrays of structures, allowing insert,
delete, copy and move.

The screen is refreshed displayed in read-only mode.
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-Eile Edit “iew Fomat Options  List Opfione Window  Help ;Iilll
smml?eale
5 End  Insert r"j' Delete = Copy Move ‘
M ame; |probsummar}l Root Record [if -1 then on SALL: £3086
Fields Keys
Marne Type Index  Level Flags MNames
affected |2_ I‘I_ |2_j 12 [rumber =
|ke_l,l words IS_ |41_ I‘I_ |
|ke_l,l words |2_ I‘I_ |2_ |
|xleference IS_ |42_ I‘I_ |
[eference o i |2_J |
|a\ert1 |4_ |43_ I‘I_ ID Ipriority.code
|a\ert2 |4_ |44_ I‘I_ |I00kup.time
|a\ert3 |4_ |45_ I‘I_ |number
|dead|ine |4_ |48_ I‘I_ |
[reassigred |4_ Iﬂl?_ |1_ |
|id |2_ |48_ I‘I_ ID Isecondary.assignment
|Iookup.time |3_ |49_ I‘I_ |
Lage: h_ IED_ h_ I
(e B ) |
[downitime:end I3 || i |
|d0wntime.start |3_ |53_ I‘I_ ID Icause.code
|assignee.name |2_ |54_ |1_ |Iogic:a|.name
|resp0nd time: |3_ |55_ I‘I_j |
I
| |-
Ready | Fesponse 1.22 draw B.49 | insert | dbdict.g [US]

Figure 10-14: flag field of probsummary file reco
10

11
12

Position your cursor on the flag field.

Select copy (F9).

rd

Scroll the fields array until the flag field appears on the screen.

The screen is refreshed in unprotected mode with new option buttons.

Position your cursor on the first alias key - in this example there are none,

but we will insert the new alias field immediately following the flag field, so

select the downtime.end

14 Select insert.

IILI 1 - |
|I00kup.time |3_ |49 I‘I—
Itotal.pages I‘I_ IED— I‘I—
downtime. end | |3 |52 |1 )
L ) e 1 = E Tt |

cause.code

logical. name

I

| Flace the curzor on the element to copy and press “inzert” or "delete’’.

[insert [ dbct P |
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This action inserts a copy of flag under the original, with the same type, index
and level. The record will be protected against data entry.

_eassighea I i " (L T——
[d — & [ 1 [rumber
|I00kup.time |3 |49 |1 |

s e |

Iflag |4 |51 |1 ID Isecondary.assignment
[flag |4 |51 I‘I |

[dawartine. end I3 IgZ I1 |
Idowntime.start |3 |53 |1 |
Iassignee.name |2 |54 |1 |
Irespond.time |3 |55 |1 ID Icause.code
Icontact.name |2 |58 |1 |Iogical.name
Icontact.name.w |2 |58 |1 j |

|
I =]
[ Fieady Jinsert [ dbict [P1 |

Figure 10-15: Duplicate/alias flag field

15 Select End to exit. The screen will be unprotected, allowing data entry.

16 Scroll to the second flag field, and change its value to network.name.flag.

jid “ 1 ] — ]
|I00kup.time |3 |49 |1 |
!‘ b jh th ID Isecondary.assignment
flag |4 |51 I‘I |
network. name. flag | I I I |
downtime. end E |52 L |
Idowntime.start |3 I I |
Iassignee.name |2 |54 |1 ID Icause.code
Irespond.time |3 |55 |1 |Iogical.name
|contact.name |2 |58 |1 | |
|
I |
| Ready inseit [ dbclict [P |

Figure 10-16: Modifying alias flag field

17 Click Save (F2) to confirm the change.

Warning: Do not select Exit. To do so will discard your changes and return
to the empty prompt screen
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The Database Dictionary record is re-displayed and the original options are

available.

ServiceCenter - [Database] [_ (O] %]
- File Edit “iew Fomat Options List Options ‘Window Help = |ﬁ'|1|
Sl 2MIQ 3
| / ()8 | x Cancel | El Save | »

File Mame File Mumber | Root Record | Data Pool: | Index Pools Shadowed
robsLmmany b 5...} 5...} falze

name: Iprobsummary Fioot Record [if -1 then on SGL): 83886

fields keps
harme type  index Il flags names
Ireassigned |1 d |12 Inumber -
lid I‘I |
|I00kup.time |1 |
i |
[i |
Inetwork.name.flag |1 ) ID Ipriority.code
|dovntime. end |1 [lackup.time

Inumber
|
|
ID Isecondary.assignment
|
|
|
|

Idowntime.start

Iassignee.name

Irespond.time

Icontact.name

Icontact.name.vi

Iseconds

Icaller.id

Icontact.phone

I

o W
RENNRRNARNY

Iupdate.action ID Icause.code
Iupdate.action |Iogical.name
Iactor j |
|
I [
| Frecord updated in the dbic fle. inseit [ dbclict [P |

Figure 10-17: probsummary file record with alias fields

18 After the record has been updated, exit using OK.

Alias fields should always be defined immediately following their “twin,” so
that the index numbers in the Database Dictionary record are sequential and
all duplicate indices are adjacent.
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Adding a Key

A key is an identifying field in a file, used when queries are processed so all
fields in a record do not need to be searched for set criteria. A field or fields
in a key must be defined as a field or fields in the Database Dictionary record.
When a Database Dictionary file is created through Forms Designer,
ServiceCenter automatically uses the first field defined on the associated
format to create a unique key. You need to manually modify the Database
Dictionary record to add the necessary keys to support on-line and reporting
queries, as well as sort sequences. Many other default system files, set up in
the base system, may need to be changed, based on your individual search
and reporting requirements. This section details the manual addition and
manipulation of Database Dictionary record/file keys.

Important: If records already exist in the file when you add a key, updating
the Database Dictionary record will cause ServiceCenter to
automatically perform a regen.

Note: If you add keys to a file that contains records, be careful when defining
key types. For example, you should not define a new key as no nulls
(no blank values) if records exist in the file that contain no data in the
particular field(s) comprising the key.

In this case, each record not containing a value in the key field would
require an update, populating the field with data. The updates must be
performed prior to adding the no nulls key in order to satisfy the new key
definition.

Adding a key as the first key

The following operations require that you be in the Database Dictionary
application. Enter the application via the Toolkit tab on the main menu.

The following example illustrate how to add the customer.no field as a no
nulls key to the enduser Database Dictionary record.
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Important: customer.no must be defined as a field in the enduser Database
Dictionary record.

- File Edit “iew Fomat Options List Options  Window Help ;Iilﬂ
dBB 28Q 9
/0K 3 Cancel T[] Delte | MNew [ Edi I:'|
File Hame: enduzer Root Record [if -1 then on 50L): BO406623
Case Mode: Casze Sensitive
Field Mame | Type | Inde | Level l; Keps | File: Nurnber/Pocls |
[descriptar Structure 1 0 [iFe—— D
logical name Character 1 1 logical.name d
serial. no. Character 2 1 j
parent Character 3 1
wkam. parent Character 4 1 'W
wham. name Character 5 1 z | }
location Character E 1 S e
fiwed.azset.no. Character i 1 j
manufacturer Character 8 1 :
wendor Character | 1 LI T plieate
model Character m 1 e ] d
type Character S il j
customer. ho Character 12 1 .
polling address Character 13 1 Nulls & Duplicates
modem. narme Character 14 1 wharn. narne d
local software Array 15 1 j
local software Character 1 2
remote, zoftware Array 16 1 [Hulls & Duplicates e
remote. software Character 1 2 location d
controlling. software Array Il j j
controlling. software Character 1 2
primary. contact Character 18 1
primary. phone Character Sl LI
Ready | Fesponge 0.291 draw 0,100 | ingert | dbutil. main.g [US]

Figure 10-18: Adding a key to the enduser Database Dictionary record
1 Place the cursor on the key type of the first key, unique in this example.
2 Click New.

3 Inthe new key window, select a valid key in the Type field by either typing in
the value or selecting it from the drop-down list under the arrow button. Use
no nulls for this example.(Peregrine recommends using no nulls or unique as
the first key, always.)

The following are valid key types:

Nulls & Duplicates—allows nulls and duplicates in the field(s) comprising
the key.
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No Nulls—allows duplicates but no nulls (i.e., must contain data in at least
one of the fields in the key).

No Duplicates—allows nulls but no duplicates (i.e., data must be unique, but
field may be left blank).

Unique—must contain unique data and cannot be left blank.

4 Place the cursor in the blank field names array.
5 Type customer.no in the field names array.
6 Click Add to add this key to the enduser Database Dictionary record.

The key customer.no now appears as the first key in the list of keys in the
enduser Database Dictionary record. All other keys are moved down the
screen. You can scroll the keys array to view the remainder of keys in the list.

Filz Name |Ie Mumber | Root Record Data Poal: ndex Poalz Shadowed
endusger |33 | 50406623

File M ame: Ienduser Root Record [if -1 then on SOL): I_D4DBB23

Field Mame Tupe Index Level Keys [1ata Pools:
|descriptor |structure 1 o = pOTlE U= I—j
| logical. name |character 1 1 |customer.no j |

| senial. ho. |character 2 1 ( | j | j
| parent |character K| 1 N

| vtam.parent |character 4 1 unique —| | IndexPools:

[ wtam.name |character 5 1 [logical.name j |3 ﬂ
| location |c:harac:ter B 1 | j |

[ fixed asset.no. |character 7 1 I—_'J
[mariz = T —

Figure 10-19: New key added as first key

7 Press OK once you are finished adding keys to the Database Dictionary
record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

If records already existed in the file when you added a key, updating the
Database Dictionary record will prompt you to confirm a regeneration of the
file records.

8 You can either click OK (regen file) to continue with the regen, click Cancel
(F3) to abort the regen and restore the Database Dictionary record to the
version prior to the latest changes, or schedule a time for the file
regeneration, using Schedule (clock button).
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9 To remove the key, select it, and click Edit.
The edit window appears. You may ignore this.
10 Click Delete on the main record format.
A prompt is displayed asking you to confirm the deletion.
11 Click Yes to continue or No to abort the deletion.
The next viable key is displayed
12 Click OK if not modifying this key.
You are returned to the Database Dictionary record minus the key.
13 Click OK to save the record.

14 The Regen warning screen is displayed, asking you to confirm the action.
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Inserting a key between other keys

The following screens illustrate how to insert the key customer.no between
the keys logical.name and serial.no. in the enduser file.

Note: This is an example only, since we have already added customer.no to
the Database Dictionary record in the last exercise. If you would like
to perform this exercise, you should delete the customer.no key from
the enduser Database Dictionary record before proceeding.

- File Edit “iew Format Options  Lisf Option:  Wwindow  Help ;Iilll
sBBl 2eale
/0K 3 Cancel  [jDelte  |New | Edt I:'|
File Hame: enduser Root Record [if -1 then on 50L): BO406623
Casze Mode: Case Sensitive
Field Mame | Type | Inde | Level l; Keys | File: Number/Pools |
[descrptar Structure i 0 [ircliceeseem— D
logical. name Character 1 1 Jogical.name d
zefial. no. Character 2 1 j
parent Character 3 1
wkam, parent Character 4 1 M TR
wham. name Character 5 1 :
zefial.na. d
location Character B 1
fived. azzet.no. Character 7 1 ﬂ\
manufacturer Character 8 1 e l
wendor Character g 1 [l BELphe ol
model Character o1 Z el
type Character 11 1 j
customer. ho Character 2 :
polling. address Character e Nulls & Duplicates
modem. narme Character 14 1 wiam. narne d
local software Array a j
local software Character 1 2
remote. software Array 16 1 [Hulls & Duplicates
remaote. software Character il 2 Incation |
controlling. software Array Sl il j j
controlling. software Character 1 2
primary. contact Character 18 1
primary. phone Character 19 1 LI
Fieady | Fesponse 0.291 draw 0.100 | inzert | dbutil. main.g [LUS]

Figure 10-20: Inserting a key to the enduser Database Dictionary record

1 Click on the key type of the second key, nullséduplicates in this example,
above the serial.no key.

2 Click New.
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3 Inthe new key window, select a valid key in the Type field by either typing in
the value or selecting it from the drop down menu under the arrow button.
Use no nulls for this example.

4 Enter customer.no in the field names array.
Click Add to add this key to the enduser Database Dictionary record.

The key customer.no now appears after the first key, in the second place in
the list, and the serial.no. key has moved down the list of keys in the enduser
Database Dictionary record. All other keys are moved down the screen. You
can scroll the keys array to view the other keys in the list.

File Mame: File Mumbt | Root Record | Data Pool: | Index Pools Shadowed
: EEVE K

50

enduser

File: M ame: [lenduser | Root Record (if -1 then on SALE 50408823

Field Mame Type Index Level Keps [rata Pools:
[descriptor [structure 1 o« Temigue I—ﬂ
| logical name Icharacter 1 1 |Iogical.name |

| serial.na. [character 2 1 | | |
| parent Icharacter 3 1

| wkam. parent |c:harac:ter 4 1 Mo nulls Index Pools:

| wham. name: Icharacter 5 1 Icustomer.no |3 ﬂ
[ lacation [character ] 1 | |

| fived.asset.no. Icharacter 7 1 I—j
| manufacturer |c:harac:ter g 1 T nullztduplicates ]

[ wendar [character 3 1 [serialno. d

| madel [character 10 1 | |

| type |c:harac:ter 11 1

Festom = o T

Figure 10-21: New key inserted between existing keys

6 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

Note: You must update your Database Dictionary record when adding a new
key, or the Database Dictionary record will remain the same.

7 Press OK once you are finished adding keys to the Database Dictionary
record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

8 You can either click OK (regen file) to continue with the regen, click Cancel
(F3) to abort the regen and restore the Database Dictionary record to the
version prior to the latest changes, or schedule a time for the file
regeneration, using Schedule (clock button).

9 To remove the key, select it, and click Edit.
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10 The edit window appears, but ignore the window, and instead click Delete on
the main record format.

11 The next viable key is displayed, if not modifying this key click OK.
You are returned to the Database Dictionary record minus the key.
12 Click OK to save the record.

Adding keys to bottom of the key list
The following screens illustrate how to add a concatenated key comprised of
the fields customer.no and location to the bottom of the key list.
1 Scroll down the keys until you reach the bottom of the list.
The last key in the enduser Database Dictionary record is type.

This is a single key because it is comprised of only one field. In the case of a
concatenated key (regardless of how many fields comprise the key) only two
fields will display in the key list.

To view all of the fields comprising a concatenated key, you must use the
scroll arrow buttons to the right of the array or edit the key. Refer to
Modifying a Key on page 331 for more information.

Note: The blank header represents the beginning of the next key. The
number of lines displayed per key depends on the number of fields
concatenated in that key.

Example: A key defined with the fields model and location would be

displayed as:
I
no nulls ]
[model 4
[location |
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2 Position the cursor on the blank header field located below the key type.

File: M amne: | File: Murnbe ‘ Foot Record | D ata Pool: | Index Pools | Shadowed
File Mame: lenduser Root Record [if -1 then on SOL: |504DBB23
Field Mame Tupe Index  Lewvel Keys [ata Paols:
|descriptor Jstructure 1 o = I Id |3—ﬂ
| logical name |c:harac:ter 1 1 IW* I—
| serialno. |character 2 1 [vendar j | j
| parent |c:harac:ter 3 1 | j
| wtam, parent |c:harac:ter 4 1 Index Pools:
| vtam.name |character 5 1 Mrulskduphcates  —————— |3—ﬂ
| location |character E 1 [parent EN ]
| fixed asset.no. |character 7 1 | | | |
| marufacturer |character 8 1
| vendar |character ] 1 Thullskduplicates _—
| madel |character 10 1 [type |
[ type |character 11 1 | |
| customer.na |character 12 1
| palling address |character 13 1 C—{ﬂ-
| madern.name |character 14 1 .
| local software Jarray 15 1 |
| local software |character 1 2
| remoate. software [array 16 1 _—
| remote. software |character 1 2 | L|
«| | »
| Key added to the enduszer file. ’E| dbutil. main. g [P]

Figure 10-22: Inserting a key at the end of the enduser Database Dictionary record

Click New to display the key definition window.

4 Enter nulls&duplicates in the Type field, or select nullsé+duplicates from the
drop-down list.

5 Press the Tab key to move to the fields array or place the cursor in the first
field of the fields array.

6 Enter customer.no in the first field of the array.
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7 Enter location in the second field of the fields array.

key_window
Tupe Field:
Jrullstduplicates ¥ Jcustamer.no
rlocation

* | x|

8 Click Add button to commit this new key to the database dictionary file.

The message Key added to the enduser file is displayed at the bottom of your
screen.

The concatenated key comprised of customer.no and location now appears
in the bottom of the list of keys in the enduser Database Dictionary record.

- -

|W_ |c:nanm_ d 1 | I_ - I j

| model Icharacter 10 1

| type Icharacter 11 1 . nullsfduplicates

| customer ho |Character 12 1 |t_upe d

| polling. address Icharacter 13 1 | j

| modem. name: Icharacter 14 1

| local zoftware Iana_l,l 15 1 W

| local software [character 1 2 [customer.no d

| remote. software Iana_l,l 16 1 |Iocati0n j

| remote. software |Character 1 2 j j

«| | »
| Key added to the enduser file. ’E| dbutil. main.g [P]

Figure 10-23: Concatenated key added to end of the enduser record

By placing the cursor in the appropriate position in the keys section of the
Database Dictionary record, you can now press New to add additional keys
to the Database Dictionary record without closing the window.

9 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

Note: You must update your Database Dictionary record when adding a new
key, or the Database Dictionary record will remain the same.
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10

11

12
13

14

15

Press OK once you are finished adding keys to the Database Dictionary
record, to close and automatically update the file. This returns the message
Record updated in the dbdict file.

You can either click OK (regen file) to continue with the regen, click Cancel
(F3) to abort the regen and restore the Database Dictionary record to the
version prior to the latest changes, or schedule a time for the file
regeneration, using Schedule (clock button).

To remove the key, select it, and click Edit.

The edit window appears, but ignore the window, and instead click Delete on
the main record format.

The next viable key is displayed, if not modifying this key click OK.
You are returned to the Database Dictionary record minus the key.
Click OK to save the record.

Modifying a Field

There may be some instances when you want to modify field names or field
types in a Database Dictionary record. When you modify a field name, you
must change the associated input field on any forms (formats) associated
with the file. Modifying a field name does not affect existing records in the
file.

If you wish to modify a field type, certain considerations must be taken into
account prior to any modifications:

m Under no circumstances should a scalar field be changed to an array or
structure, or vice versa, regardless of whether or not data exists in the file.

m Ifno data exists in the file and you need to change a scalar field to an array
or structure, or vice versa, simply delete the original field and add a new
field defining the appropriate data type. Refer to How to Add a New Field
and How to Delete a Field in this chapter.

m If data exists in the file and you need to change a scalar field to an array or
structure (or vice versa) you must rename the original field (e.g.,
old.address) and add a new field (e.g., address) with the appropriate data
type defined. You must then perform a Mass Update to move the contents
of the original field (old.address) to the newly defined field (address).
Refer to the Database Manager section of the System Tailoring Guide for
additional information in the update procedure.
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Modifying field types: character (scalar) <-> array

The following screens illustrate how to change a field with existing data,
called address, from a character type scalar field to an array. Let’s assume
you created a new file called vendorview from the format vendor.

1 Select the address field name.

Only one entry for address should appear, as it is currently a scalar field.

2 Click Edit.
3 Enter old.address in the Name field of the pop-up window.
4 TLeave the Type field value as character (Figure 10-24 on page 325).
5 Click OK to close the window and commit the change to the file.
File Mame: |vendorview Roat Record (if -1 then on SOL: |50428?4?
Field Mame Type Index  Level Keypsz Data Pools:
|descripto| |structure 1 n - unique =l |3 ﬂ
[ vendor [character 1 1 [vendar SR
lacation |character 2 1 |Iocation j | j
address | [character 3 1
city |c:harac:ter 4 1 . nullstduplicates Index Pools:
| state |character 5 1 [vendor.name ERRIE ﬂ
| zip |c:harac:ter 5 1 | j |
| sales |character 7 1 i I j
| phone field. window X]
I zales.magr
| sales.mgr.phane
I sefvice Name: old.addiess J Structure: Idescriptor—
I service. phone Type: character ¥  Level |1 Index: |3
I service beeper
I Fervice.mar
I service.mar.phor
I after. hours. conta e
I after. hours. phong V | x | m |
I escalation
1| | »
[ Ready insert | cuilecltfeld dl g [F]

Figure 10-24: Modifying an existing field name

Modifying a Field < 325



ServiceCenter

Notice the address field name is now old.address in the Field Name array.
Select the descriptor structure, and click New.

Enter address in the Name field of the pop-up window.

Enter array in the Type field.

O 0 N O

Click Add to commit the new array to the file.

When adding an array field, you also need to specify the type of array (e.g.,
character, number, date/time, etc.). The system prompts you for this
information now.

field window
Mame: address Shucture: |descript0r
Type: array ﬂ_l Lewvel: |1 Index: |44

* | x|

A new field. window appears with address displayed in the Name field and the
Type field blank. The message Enter data type of array’s element also appears
at the bottom of the format window.

10 Select the Type field and enter character.

ServiceCenter - [Dbdict] [_ O] <]
-E\Ie Edit Wiew Fomat Options  List Options  Window Help =& x]

Sli 2MAl B

ok | Roaee | @oskte | (N | gyea |

File Name File Mumbe | Boot Becord | Data Pool: | Index Pools Shadowed
1251 EERS I

L]

yendarview B0428747

File Mame: [lvendorview | RootRecord (i -1 then on SALJ: 50428?4?

Field Mame Type Index Lewvel Keys Drata Pools:

|descriptor |structure 1 o = Iun\que—i [ I—j

| wendar |c:haracter 1 1 |vandor d |

Tt iulalcu.u:l 1 |Iocation j | j
(l old address |Character 3) 1

: ey : * > 4 1 'Wi Index Poals:

[ state [character 5 1 [vendar.name 4 3 j

| zip Icharacter E 1 | j |

[ zales [character 7 1 I—j

e—— —

Figure 10-25: Renamed field
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11 Click Add.
Note: Notice two entries for address now exist in the Database Dictionary
record since it has been defined as a character array.
12 Click OK to close the window and save the changes.
13 Click OK to end this session with the vendorview file.

| updated. by |c:haracter 38 1 Izip d

| event updated |Iogic:al 39 1 | j

| sysmadtime |date.ftime 40 1

| web. address Icharacter 41 1 . nullzf:duplicates ]

[ sysmodeaunt [rumber 42 1 [state d

I o : L ¥ 42 1 I j

| address Iana_l,l 44 1

| address [character 1 2 Mhullstduplicates _—

I I [y E

I J 2 |l Jud i<

<« | »
| Ready inzert | dbutil main.g [P]

Figure 10-26: Added array fields

Note: This is not the end of the process, but because data exists in the file,
you need to move the contents of the field now called old.address to
the field called address. To accomplish this, you should perform a
Mass Update in Database Manager on all records in the file that have
data in the old.address field. Refer to the Database Manager section of
the System Tailoring Guide for additional information in the Mass
Update procedure. Once the data has been moved, it is recommended
that you also remove the old.address field from the Database
Dictionary record.

Mass Update

The Mass Update instruction string to move the data from the field called
old.address to the first element in the newly created array called address is:

1in address in $file = old.address in $file
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Changing data types: character <-> number

You may want to change the type of a scalar field (e.g., from a character field
to a number field).

m [f no data exists in the file, you can edit the field and change the field type
quickly without any other modification required.

m [f data exists in the file, you must first change the type of the field in the
Database Dictionary record, and then convert the existing data in the
modified field to be consistent with the new field type. This must be done
for all records in the file that contain data in the modified field.

The following example illustrate how to change the field called zip in the
vendorview file from a character type field to a number type field. Let’s
assume that data exists in the file.

1 Select the zip field name.
2 Click Edit.
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The field editing window is displayed.

ServiceCenter - [Dbdict] _ O] x|
-Eile Edit “iew Format Options  List Optior: Window  Help -7 x]
SlEE 2Mal S
| @’ Ok | X Cancsl | €< Previousl Mext 33 |

File Mame: Ivendorview Fioot Record (if -1 then an SGLJ: |50428?4?
Field Mame Tupe Index Level Keys [rata Pools:

[~ unique — |3 ﬂ
|vendor d |
[location | | |

[descriptar [structure

| wendar |character

[location [character

| old. address Icharacter

T nullstduplicates ] Index Pools:

|vendur.name |3 j
) |characteo |

zales ICF aracier I |

CEDN  feldwindow M
| sales.mar.phone
W M ame: zip Structure: Idescriptor—
Im Type: nLrnber !|_| Level: I‘I— |ndes: IE—
Im “ | x | Create Alias |
< | »
[ Fready [insert [dbut.edi field o ]

|chmg§1§r

TR

1 1]
1 1
2 1
3 1
| city Icharacter 4 1
5 1
B 1
7 1

Figure 10-27: Modifying an existing field type

3 Enter number in the Type field.
This replaces character with number in the Type field.
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4 Click OK to close the window and commit the change to the file.

-Eile Edit “iew Fomat Options List Opfions  Window Help ;Iilll
SlEd 2(Mlal B
| ok | Xcancel | @oske | [New | agcdt | .

File: M amne File Mumbe | Root Record | Data Pook | Index Pools Shadowed

File Mame: Ivendorview | Fioot Record (if -1 then on SOL): 50428?4? =
Field Mame Type Index Level Keys [rata Pools:
[descriptar [structure 1 0 < Tungue = I—
| vendor |character 1 1 |vendnr d | k
| location Icharacter 2 1 |Iocat\0n j |

| old address [eharacter 3 1

| city |c:haracter 4 1 'Wi Index Poals:
Latat = b 5 1 [wendor.name d 3

[ 2ip Jnumber ) (5 1 | M | |
— N—— 7 1 |
| phone Icharacter 8 1 . nullstduplicates

| sales.mgr [eharacter 9 1 |zip |

| sales.mar. phewne [eharacter 10 1 | |

Figure 10-28: Existing field with modified data type

5 Click OK to update your Database Dictionary record.

The message Record updated in the dbdict file is displayed to confirm the
update.

Note: This may not be the end of the process. If records exist in the file, you
need to perform a Mass Update to change the field type of the zip field
from character to number (the type of the field, e.g., character,
number, date/time, etc., is stored in the data record with each
associated value).

All records containing a value in the field zip need to be updated to reflect the
new field type. Refer to the Database Manager section of the System Tailoring
Guide for additional information in the Mass Update procedure.

Mass Update
The syntax used would be:

zip in $file=nullsub{val(zip in $file,1)zip in $file}
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Note: If some of the records in the file contain data in the modified field that
invalidates the new field type, (in the above example, records that have
a character in the zip field that is now defined as a number field), the
data will not be converted and a cannot evaluate message is generated
for each record failing the conversion. Those records that do not fail
the conversion will be updated.

Modifying a Key

As new users are added to ServiceCenter and additional requirements are
specified, you may find the need to modify keys in your database dictionary
records in order to optimize performance.

Note: As with adding new keys, if records already exist in the file when you
modify a key, ServiceCenter automatically performs a regeneration of
file data when you update the Database Dictionary record.

A modification to a key may be a change in the field(s) comprising the key or
a change in the key type definition.

Important: When modify keys in a file that contains records, be careful
when defining key types. For example, do not change a key from
a nulls & duplicates type to no nulls if the field(s) comprising the
key are all null (contain no value). In this case, each record that
did not contain a value in the field(s) comprising the key would
require an update, putting data in the field before the key could
be changed to no nulls.

Modifying keys: nulls & duplicates <-> unique

The following example illustrate how to change the key type of serial.no. in
the enduser file from nulls & duplicates to unique. If data exists in the file,
you must ensure that a unique value exists in the serial.no. field for every
record in the file. If this condition is not met, you will have to update each
record individually or perform a Mass Update.

1 Position the cursor on the key type nullseéxduplicates above the key field
serial.no.

2 Click Edit.
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3 Enter unique in the Type field, or select unique from the drop-down list
(Figure 10-29 on page 332).

-Eile Edit “iew Fomat Options Lt Options Window  Help ;Iilll
SlEd| 2[M(af 3

| W 0K | €< F'rewousl Next J 3 | G Delete |

File M ame: |enduser | Fioot Record [if -1 then on SOL): IW

Field M ame Type Index  Lewvel Keys [rata Poals:

£ no nuls o I ﬂ
Icustomer.no j |
-

J I |

|descriptor |structure

| logical.name Ic:haracter

| zerial.no. |characler

| parent Ic:haracter

unique ] Index Pools:

[logical.name d |3 ﬂ
J o’
[ fined. asset.no. | -

I manufacturer keywindon [x]

C—
[tpe

[poling address’
[ romete-sofware B— : _— —
1| | »
[ Fieady [Inset [ dbutiedit key. a[F]

| wtam.name Ic:haracter

| location Ic:haracter

1]
1
1
1
1
1
1
o

1
1
2
3
| wtam.parent [character 4
[}
E
S

Field:

Iserial.no. ﬂ
I

Figure 10-29: Modifying an existing key type

4 Click OK to close the window and commit the changes to the file.

5 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

6 Click OK to close and automatically update the file.
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This returns the message Record updated in the dbdict file.

i |
uuuuuuu I 1| I .
fived.asset.no. [character 7 1 | |
| manufacturer [character a 1 Tnique ]
| wendor |characler 3 1 |seria|.nc|. d
| madel [character 110 1 | M|
| tupe |character 11 1
| custamer.na [character 12 1 Mhulstduplicates _—
[ palling. address [character 13 1 [model |
| modem. name |c:haracter 14 1 | j
rewprr— = 1R 1 had
[ |l | 3
| Ready inzert |dbuti\.main.g [F] |

Figure 10-30: Existing key with modifying type value

7 Ifrecords already existed in the file when you modified a key, updating the
Database Dictionary record will prompt you with this screen to confirm a
regen on the file.

8 You can either click OK (regen file) to continue with the regen, click Cancel
(F3) to abort the regen and restore the Database Dictionary record to the
version prior to the latest changes, or schedule a time for the file
regeneration, using Schedule (clock button).

Modifying keys: single <-> concatenated

The following screens illustrate how to modify the single key model in the
enduser Database Dictionary record to make it a concatenated key
comprised of the fields model and location.

1 Position the cursor on the key type nullséduplicates, above the key model.
2 Click Edit.
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3 Add location in the second element of the field names array below model.

ServiceCenter - [ServiceCenter] - O] x|
- File Edit Miew Famat [Opfions  LisfOptions  Window  Help ;Iilll
SlEE ?iMal B
| / ok | “ Previuusl Next >> | @ Delete |
File Hame: |enduser Roat Record (if -1 then on SOLJ: IW
Field Mame Type Index Level Keps [ ata Pools:
W key.window B
| wtam.parent Jnullstduplicates ¥ ‘ |madel
W rlocatinn
m— I

[tpe [character 1

Field:

Type

L Tle

|
T nullstduplicates [
|model d

N g

[ custamer.na [character 12

| palling. address |character 13

| modem. name |characler 14

! nullshduplicates

|vtam.name d
| remate. software [character 1 | | I

| | »

| Feady nsert |dbutil.adit.key.g Fl

| local software [character 1

| remate. saftware |anay 16

1
1
1
1
[lacal software [arnay 15 1
2
1
2

Figure 10-31: Adding concatenated value to existing key

4 Click OK to close the window.

wewassen e i . B
| manufacturer |eharacter 8 1 Tinique ]
| wehdor |character | 1 |seria|.no j
| model [eharacter 10 1 | -
| type |c:haracter 11 1
| cugtamer. no |character 12 1 ! nullstduplicates ]
| palling. address [eharacter 13 1 [madel B
| modern.name |eharacter 14 1 [location -
| lacal saftware |array 15 1
| local. software |c:haracter 1 2 'nul\s&duphcates
| remote. software Jarray 16 1 [wtam.name =
| remote. software |character 1 2 j | j j

4| | »
| Feady insert | dbutil. main. g [F]

Figure 10-32: Existing key modified to become concatenated
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5 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

6 Click OK, to close and automatically update the file.
This returns the message Record updated in the dbdict file.

If records already existed in the file when you modified a key, updating the
Database Dictionary record will prompt you to regenerate the file.

7 You can either click OK (regen file) to continue with the regen, click Cancel
(F3) to abort the regen and restore the Database Dictionary record to the
version prior to the latest changes, or schedule a time for the file
regeneration, using Schedule (clock button).

Deleting a Field

After you have created a Database Dictionary record, you might decide that
a field(s) originally defined in the dictionary is no longer needed. If no data
exists in the file, you will see a delete option key on the screen when you edit
the given field. You can delete the field from the Database Dictionary record.
Also remember to delete the field from all associated formats.

Note: When you delete a field from a Database Dictionary record, you must
check the key list to see if the field is a key or part of a key in the file. If
so, you must modify or delete the key to remove the field name.
Remember, all keys defined to the file must also exist as fields. The
field should also be removed from any associated format(s).

If data exists in the file, you cannot delete a field(s) from the Database
Dictionary record without first removing the data from that field. The delete
key is not present when you edit the given field. If you do not want the field(s)
and associated data in the file, you can perform a Mass Update to blank out
(NULL) the data in the existing records. You can then rename the field(s) to
depict that it is no longer in use (e.g., old.field, old.field1, etc.)

The following screens illustrate how to delete the field old.vtam.name from
a copy of the enduser file, called enduserl. Let’s assume this Database
Dictionary record is a copy with no data existing in the enduser] file,
meaning no records have been saved to this file.

1 Select the old.vtam.name field.
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2 Click Edit.

- File Edit “iew Fomat Options List Options Window Help ;Iilll
SlEE 2Mal 3
| v 0K | XK Cancel | €< F’reviousl Next 3 3 | G Delete |
File Name: |endusel1 Fioot Record (if -1 then on SOL IW
Field Mame Type Index Lewvel Keps Data Pools:
|descriptor [structure 1 o 2 Tenls 0 2 I—j
| lagical name |character 1 1 |customer.no j |
[ serial.na. [eharacter 2 1 | = I
| parent |c:haracter 3 1
L Icharacter 4 1 Tnigee . ———————| | IndexPaols
C old.vtam. name | [character 5 ‘I) [logical.name 4l 3 j
vtam.name. alias |character b 1 | j |
[ location [character B 1 I—_v
[ vendor
IW N ame: [l wtam name J Structure: Idescriptor—
[tvme Type: |character ¥ Level [ index B
«| | »
[ Fizady [insert | dbuti et fiskd d g [F]

Figure 10-33: Deleting a field
3 Verify the field you selected is displayed in the pop-up window.

4 Click Delete either in the field.window or on the main Database Dictionary
form to delete this field from the enduserl Database Dictionary record.

The delete operation requires a confirmation to remove the field.
5 Click Yes in the dialog box to confirm the delete.

The screen re-displays with the field old.vtam.name removed from the list of
fields.

6 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

Note: Remember to delete the field from the appropriate forms. Refer to
Forms Designer for details on modifying forms.

7 Press OK, to close and automatically update the file. This returns the message
Record updated in the dbdict file.
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ServiceCenter - [Dbdict] M=
-Eile Edit “iew Fomat Options List Opfions wWindow  Help _Iﬁlll

e eaicY el L (VRS-
| V¥ 0K | xtlanc:ell @De\etel [} Mew | g Edt |

i

me File Mumbe | Foo rd | Data Pool: | Index Pools Shadowed
duse EER R

5041

File Name: |enduser1 | Fioot Record (if -1 then on SGLL 50499488

Field Hame Type Index Level Keys D ata Pools:

|descriptar [stucture 1 o < Therde |~ I—ﬂ

[logical name [character 1 1 [customer.no 4 |

| serial.no. |c:haracter 2 1 | j | j

[ parent [character 3 1

| wtam. parent |c:harac:ter 4 1 ‘unique—i Index Poals:
> |vtam.name.a|ias |c:haracter 3 1 |Iogical.name d |3 ﬂ

[ lacation [character [ 1 | M| |

[ fined. asset.no. [character 7 1 I—j

[ manufacturer Irharacter 8 1

| unique

Figure 10-34: Field removed from record

Deleting a Key

Along with the need to modify existing keys, you might also want to delete
keys no longer required. Remember, there is a direct correlation between the
number of keys defined in a Database Dictionary record and the length of
time it takes to add a record to that file.

If you delete a key in a Database Dictionary record, ServiceCenter
automatically performs a file regeneration when you update the Database
Dictionary record.

The following screens illustrate how to delete the nulls & duplicates key for
old.vtam.name from the enduser Database Dictionary record.

1 Select the key type, nullsé>duplicates, above the vtam.name key.
2 Click Edit.

3 Verify the key you selected is displayed in the window in the bottom of your
screen.
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4 Click Delete on the main Database Dictionary format to delete this key from
the enduser] Database Dictionary record.

ServiceCenter - [ServiceCenter] =13

- File Edit “iew Fomat COptons  List Options: Window  Help ;lilll
S|BE 2MIG 3

| W 0K | €< Previousl Next 3 ¥ | @ Delete | R
File Name: [endusert Fioat Record (if -1 then on SELJ; ETEEE -]

Field Hame Type Index Level Keps Data Pools:

Idescriptol key. window ]
| logical. name

| gerial.no.

I parent

| wharn. paremnt

Type Field
Inulls&duplicates !|_| |o|d.vtam.nama
| vtam.name. alias |

[ model

TR

| type |character 11

[ custamer.no [character 12 Tullstduplicates

| poling. address |character 13 |o\d.vtam.name

50|

| madem. name [character 14

| local. software |array 15

T nullstduplicates ]
|Iocation d fo

| remate. software [character 1 A | A

-
< | »

[ Fiaady [insert | dbutiedit ken.a IP] |

| lacal software [character 1

| remote. software |array 16

T N Oy

Figure 10-35: Deleting a key from record
A dialog box now appears, requiring a confirmation of the delete action.

5 Click Yes to confirm the delete.

The pop-up window reappears with the next key and key type definition
displayed (in this example, model).

6 Click OK to close the window without modifying this key.
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The screen re-displays with the key old.vtam.name removed from the list of
keys and the keys below it moved up to take its former place.

@l Fi= Edit View Fomat Options ListOptons ‘window Help == x|
SlE@ 2Mia) S
| W0k | Xcancel | @opekts | [INew | #akdt | .
File: Marne File Mumbe | Root Record | Data Pools | Index Pools Shadowed
enduser SO40EE23 43 ) 43t |
| serial na [character 2 1 ‘ | M| | | j;l
[ parent [eharacter 3 1
| vtam.parent |c:haracte| 4 1 Iunique—i Index Paools:
| vtam.name. alias [character 5 1 [logical.name B 3 ﬂ
[ lacation [eharacter [ 1 | M |
| fized.asset.no. |characte| 7 1 I—j
| manufacturer [character 3 1 Torique _—
[ vendor [eharacter 3 1 [serial.no. Al
| mode| |characte| 1a 1 | j
[ type [character 1 1 -
| customer. no |Characte| 12 1 | nullstduplicates ]
| polling. address |characlel 13 1 |rm:u:|e| d
| madern. name: [eharacter 14 1 [lacation |
| lacal zaftware |array 15 1
| local software [character 1 2 Thullstduplicates _—
[ remote. software farray 16 1 [location B
| remote. sofbware |c:haracte| 1 2 j | j j |

-

4 | N
[ Fieady [Insert [ dbutimain o F] |

Figure 10-36: Record with key deleted

7 You can now re-edit your Database Dictionary record, update it, or cancel
without updating.

8 Click OK, to close and automatically update the file.
This returns the message Record updated in the dbdict file.

9 You can either click OK (regen file) to continue with the regen, click Cancel
(F3) to abort the regen and restore the Database Dictionary record to the
version prior to the latest changes, or schedule a time for the file
regeneration, using Schedule (clock button).
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CHAPTER

The ServiceCenter Calendar is a collection of databases that support the
definitions of working hours for different work groups. These work hour
definitions are then used by various ServiceCenter applications to calculate
Date Intervals and Alert Dates.

Calculating Alert Dates is the process of taking a known point in time and
subtracting or adding (depending on the needs of the application) a known
interval of time in order to determine the Alert Date.

Calculating Date Intervals is the process of taking two dates and finding the
difference between them.

The calculation of Alert Dates and Date Intervals can be based on a default
work hours (7 days/week x 24 hours/day) or on customized work hours (for
example, 5 days/week x 8 hours/day). The ServiceCenter Alert Calculation
routines allow you to define custom work hours for each Assignment Group
within your organization or to define common work hours for multiple
Assignment Groups.

When Alerts are processed, holidays and break times (non-work hours) are
not included in the calculations. For example, consider the following:

® You have defined a shift with a start time of 8:00, and an end time of 5:00.
® You have defined a break time from 12:00 to 1:00 for this shift.
m An alert is scheduled to occur 4-1/2 hours after the start of the shift.
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Result: The alert will occur at 1:30, because the system will not count the
break time (non-work hours) in calculating when the Alert should occur. In
other words, an alert will never occur during time you have designated as
non-work hours.

The ServiceCenter Calendar uses the following databases:

= The calholidays database defines the starting and ending dates of valid
company holidays.

= The caldutyhours database defines the normal daily working hours for
a particular work or assignment group.

= The caldaily database contains a definition for each group for each day
of the year (or any time frame you choose) and is used at run time to
calculate Date Intervals and Alert Dates. (The Incident Management
Unavailability routines also use this database.)

Note: The maintenance of these databases follows normal Database
Manager procedures.

The objective of the ServiceCenter Calendar is to support the definition of
the working hours for groups of individuals. It is not intended to
accommodate the working hours of each individual operator. If you decide
to use the Calendar to store individual operator working hours, you should
first consider the large number of records that this might create. For instance,
if you have 100 operators and you define one year's worth of caldaily records,
you will have to manage 36,500 records. As operator numbers grow and date
ranges expand, this number could become quite large and may end up
causing performance incidents. Under normal circumstances, you will find
that people who work in the same business area and work the same shift can
be grouped together under one working table with no adverse effects on
control.

Figure 11-1 on page 343 shows the process for creating a ServiceCenter
Calendar.
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Create the Holiday Table Create the Duty Table ) Build the Calendar
L #

Calculate the Length of the break
time and hours worked per day

Figure 11-1: Process for Creating a ServiceCenter Calendar

The objective of the Calendar Build process is to use the information that you
provided when you created the Duty Table and Holiday Table to generate a
record in the caldaily database for each calendar day within a designated time
frame.

Note: Due to the number of data integrity checks performed on each record
generated to the caldaily database, the Calendar Build process can take
one or two minutes to complete. You should avoid unnecessary
executions of this routine and may want to consider running it during
off-peak hours.
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Preparing the Files

Before beginning the Calendar Build process, do the following:

1 Ensure that the Holiday Table is defined and correct (refer to The Duty Hours
Form on page 354.).

2 Access the Duty Hours record and ensure that the fields are filled out
correctly.

You are now ready to build the Calendar.
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To build a new calendar:

1 With the Duty Hours form from which you want to build the calendar
displayed, select build from the Options menu.

ServiceCenter - [caldutyhours day shift] Hi=E
- File Edit “iew Format ¥ Lizt Optiong  ‘window Help ;Iilil
36 % | b | Q | Walidity Lookup

Export/nload
" Ok ¥ Cancel IR Duemy Mext = Add I 5ave ] Delate ~  Find & Fill E"
Expand Amray
-
P g Hours per Assignment Group
Duty Table Name: day zhift |
Haoliday T able: standard
Break Break Break
Start End Start End Total Hourz/D ay
Mon  [08:00 |17:00 [1z:00 [13:00 01:00:00 08:00:00
Tue |DB:UU |‘I?:UU |‘I2:EID |13:EID 01:00:00 0g:00:00
wied [05:00 |17:00 [1z00 [13:00 01:00:00 08:00:00
Thu  [08:00 [17:00 [1z00 [13:00 01:00:00 02:00:00
Fri |os:00 |17:00 [1z:00 [13:00 01:00:00 08:00:00
Sat  [oo:00 | [X] |00:00 |00:00 00:00:00 00:00:00
Sun |DD:DD |DD:DD |DD:DD |DD:DD 00:00:00 00:00:00
Ready Responge 0.231 draw 0,60 | ingert | caldutyhours.g[db. view) [US]

Figure 11-2: Duty Hours Form—Options Menu

The Build Daily Calendar form appears.

The Duty Group is the name of the Duty Group in the current Duty Hours
record from which you want to build the calendar. Records created in the
caldaily database will have this name.

The Holiday Table is the name of the Holiday Table you have indicated you
want to be used when generating the caldaily records.
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Warning: Any existing caldaily records for the indicated Duty Group that

fall within the Range Start and Range End are deleted before new
ones are created.

2 Type the Range Start (the first day of the Calendar) and Range End (the last
day of the Calendar). The current date is filled in by default.

The Build process will create caldaily records for all dates that fall within the
range of dates you have specified, including the Range Start and Range End
dates.

3 Click Build.

The Calendar Build process may take several minutes to complete depending
on the number of caldaily records that must be generated.

When the process is completed, a message appears in the Build Daily
Calendar form, indicating that All Calendar records for the indicated date
range have been built.

4 Click End to return to the Duty Hours form.

Processing rules

The following rules are in effect when generating caldaily records via the
Calendar Build process:

You must provide a Range Start and Range End.
The Range End must occur after the Range Start.

You must provide the name of the Duty Group (the Holiday Table name
is optional).
The Start, End, Break Start, Break End, Break Total and Hours/Day for

each day of the week in the caldutyhours record cannot be left blank. If
any of these fields are blank, the routine ends.

The routine deletes any caldaily records that exist for the Duty Table
which fall within the Range Start and Range End before adding new ones.

If a Holiday begins or ends during what would normally be considered
working hours for a particular shift, then the Shift Start (or Shift End) is
updated to reflect the Holiday Start or Holiday End. For any day whose
hours are adjusted by this process, the breaks are set to 00:00 (no breaks
are accounted for).
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For example, the normal working hours for the Duty Group split shift are
22:00 to 06:00, Monday through Friday.

= If Independence Day was defined as a Holiday to start on 07/04/yyyy
00:00 and end on 07/05/yyyy 00:00, then the caldaily record for
07/03/yyyy would have a Start Time of 07/03/yyyy 22:00 (normal start
time) and an End Time of 07/04/yyyy 00:00 (the Holiday Start) and a
Daily Duration of 02:00 (two hours).

= The caldaily record for 07/04/yyyy would have a Start Time of
07/05/yyyy 00:00 (the Holiday End) and an End Time of 07/05/yyyy
06:00 and a Daily Duration of 06:00 (six hours). Note that both the
07/03/yyyy and 07/04/yyyy records are updated to have a Holiday
Name of Independence Day so that you will know which caldaily
records have been adjusted due to a Holiday.

In order to avoid fragmenting a shift (like just described), adjust the Holiday
Start and End Times to account for starting and ending times for the off
shifts. For instance, in this example it may be better to define the Holiday
Start Time as 07/04/yyyy 06:00 and an End Time of 07/05/yyyy 06:00 (this
would mean that the split shift will work the evening of 07/03/yyyy but will
not work 07/04/yyyy).

m Ifboth the normal daily Start and End times fall within the time frames of
a Holiday record, then that entire day is updated to show no working
hours and the Holiday Name field is automatically updated to display the
holiday name.
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To view the new calendar you have created:
1 Return to the Calendar menu.
2 Click the Daily Hours button.

The Daily Hours form appears.

Enter the name of the calendar you want to view.
4 Press Enter.

The Daily Hours form appears, with the first item in the QBE Record list
entered into the form. The Record list contains an entry for every day that
was created by the calendar build.

ServiceCenter - [caldaily] [_ [O] =]
- File Edit “iew Format Options  List Options  indow Help i |ﬁ’ |5|
YEm ?7eq 9
Ok 3 Cancel €4 Previous 33 Newt o Add [H5ave T Delete .7 Fird 4 Fil C"
Mame | Date | Davofweek | D ayafyear | Haliday Iﬂ
' 0101 /01 00:00: ] :
010201 00:00:00 2 2
day shift 01403401 00:00:00 3 3
day shift 010401 00:00:00 4 4 :l
day shift 0108401 00:00:00 3 5
=
CALENMDAR EVENT ADDVEDIT
Duty T able Mame: |da_l,.l zhift
Date: IEI'I /0101
Day of Week; 1l tonday
Day of Year: 1
Haliday Hame: |New Year's Dayp
Start Tirne: |D1 A01/01 00:00
Break Start: |DD:DD:DD
Break End: |DD:DD:UD
Break Duration: 00:00:00
End Time: [o #0101 00:00
Daily Duration: 00:00:00 |
Weekly Tatal: 1 08:00:00
-l
Selected line iz row 1 of 32 records retrieved Responge 0.140 draw 0700 | inzert | caldaily. gldb. wiew] [LUS]

Figure 11-3: The Completed Calendar
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CHAPTER

There are three steps to creating a ServiceCenter Calendar:

1 Create a Holiday Table that will allow the Calendar to select certain days as
holiday (non-work) days.

2 Establish the shift hours, break times, and non-work days using the Duty
Hours form. This form will also allow you to calculate the break times and
hours/day worked for each day of the shift.

3 Use the Calendar Build process to create a Daily Hours record for each day of
the Calendar, using the parameters you have established.

This section includes instructions for creating a Holiday Table and
establishing the work shift that will be used by the Calendar. The Calendar
Build process is detailed in Building the Calendar on page 345.

Accessing the Calendar Menu
1 Login as an administrator (for example, a FALCON login).

2 From the ServiceCenter main menu, click the Utilities tab. The Utilities
menu appears.

3 Click the Administration button. The Administration menu appears.
4 Click the Calendar tab. The Calendar menu appears.
Click one of the buttons to access the Calendar forms:

a Daily Hours—accesses a form where you can search the caldaily database
for existing Calendar information.
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b Duty Hours—accesses a form where you can establish the start and end
times of a shift, as well as the break times and hours/day worked.

¢ Holidays—accesses a form where you can set up the holidays you want
included in the Calendar.

Overview of Calendar forms

Daily Hours

The Daily Hours (caldaily) database stores information about each day of a
particular shift record for the time frame you specify.

The Daily Hours records are created during the Calendar Build process based
on the data entered in the Duty Hours and Holidays forms.

Although you can use the Daily Hours form to change an individual day in a
Calendar, the need to do this probably would not occur. The Daily Hours
form is used primarily to search the caldaily database.

To access the Daily Hours form:
1 Click the Daily Hours button on the Calendar menu.
The Daily Hours form appears.
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Figure 12-1: Daily Hours Form

The Daily Hours form fields

Duty Table Name—the name of the Duty Table from which this daily record
was built.

Date—the date this record controls. The hours for this date/time field must
be 00:00. Therefore, the time section of the field is not displayed.

Day of Week—the numerical representation and text description of the day

of the week of this record. It is automatically calculated and cannot be
manually updated.
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The definitions for each day are:

1—Monday 5—Friday
2—Tuesday 6—Saturday
3—Wednesday 7—Sunday
4—Thursday

Day of Year—the numerical representation of the day of the year of this
record. It is automatically calculated and cannot be manually updated.

Holiday Name—the name of the Holiday that occurs on this day. The
Calendar Build application automatically populates this field when it builds
this record. You may also use this field for notes, or reminders, to yourself.
This is a documentation field only and does not have a direct impact on
processing.

Start Time—the starting date/time that the particular Duty Group is
available for work. The date of this field must be the same date as defined in
the Date field.

Break Start—the date/time that the non-working hours begin. This
date/time must occur between the Start Time and End Time.

Break End—the date/time that the non-working hours end. This date/time
must occur between the Start Time and End Time and must be greater than
the Break Start.

Break Duration—the difference in time between the Break End and Break
Start. This value is automatically calculated during manual add and update
processing and is automatically calculated by the Calendar Build routine.
Note that this field is protected from updating with a Format Control setting
of 4.

End Time—the ending date/time that the particular Duty Group is available

for work. The date of this field must be equal to the date defined in the Date
field, or to the Date field plus 1 day (in other words, ‘1 00:00:00’).
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Daily Duration—the value of this field is automatically calculated during
add and update processing, and is automatically calculated by the Calendar
Build routine. It first finds the difference in time between the End Time and
Start Time and then subtracts the Break Duration.

Weekly Total—the total amount of time defined in the Daily Duration of
each caldaily record for the upcoming week. A value is stored in this field only
when the Dayofweek is 1 (Monday). The total includes the currently
displayed Monday record.

The caldaily database
To search the caldaily database:

1 Type information in the Daily Hours form fields to access a particular record.
Press Enter.

or

With the blank Daily Hours form displayed, press Enter to access a list of all
the entries stored in the caldaily database.

A QBE Record list appears with the first entry in the list displayed in the Daily
Hours form.

2 Click on the entry you want to use.

Information for that entry is filled into the form.
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The Duty Hours form is used to add to or update the caldutyhours database.
Shift start and end times, and break start and end times are defined, as well
as non-work hours for the week.

You can also designate the name of the Holiday Table you want to use when
the Calendar is built. Any work days that fall on holidays that you have
established in the Holiday Table will be defined as holidays during the
Calendar Build process.

The Duty Hours (caldutyhours) database allows you to store information
about a particular shift, including the work shift start time and end time, and
the break start time and end time.

You can designate which days are non-work days and indicate which Holiday
Table you want used during the Calendar Build process. The Duty Hours
form is also used to calculate the break total and the work hours/day.

To access the Duty Hours form:
1 Click the Duty Hours button on the Calendar menu.
The Duty Hours form appears.
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Figure 12-2: Duty Hours Form

The fields on the Duty Hours form

Duty Table Name—a required field that defines the Duty Table (for
example, day shift). Normally, this field reflects the name of the Assignment
Group to which the table relates.

Holiday Table—the name of the Holiday Table used in conjunction with this
Duty Table when generating the caldaily records for this Duty Table. Refer to
Chapter 5, The Calendar Build Process for more information.

Start—the shift starting time for each day of the week.

End—the shift ending time for each day of the week.
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Break Start—the break starting time for each day of the week. This is an
optional field. If left blank, it defaults to 00:00.

Break End—the break ending time for each day of the week. This is an
optional field as long as a Break Start is not defined for the particular day.

Break Total—the amount of time per day spent on break (non-working
hours).

Hours/Day—the amount of time per day counted as working hours.

The caldutyhours database
To search the caldutyhours database:

1 Type the name of the record you want to access in the Duty Table Name field
of the Duty Hours form to access a particular record. Press Enter.

or

With the blank Duty Hours form displayed, press Enter to access a list of all
the entries stored in the caldutyhours database.

A QBE Record list appears with the first entry in the list displayed in the Daily
Hours form.

2 Click on the entry you want to use.

The information for that shift is entered into the Duty Hours form.
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Creating a new Duty Hours record

Consider the following information about the fields on the Duty Hours form
before creating a new entry in the caldutyhours database:

Start—To define a non-working day for a shift, set the Start and End times
to 00:00.

To define a full day for a shift (in other words, the Alert interval is based on
24 hours) set the Start time to 00:00 and the End time to 23:59. The Start time
should reflect the actual day of the week that the shift starts.

End—To define a non-working day for a shift, set the Start and End times to
00:00.

To define a full day for a shift (in other words, the Alert interval is based on
24 hours) set the Start time to 00:00 and the End time to 23:59.

To enter a shift end that ends on the next day (for instance, Third Shift starts
at 23:00 and ends at 07:00 the next day) enter the time that the shift ends (in
this case, 07:00). The Calendar Build process automatically accounts for the
extra day.

Break Start—Note that the break period is counted as non-working hours.
The time defined in this field must fall within the shift Start and shift End
times.

To define a shift that does not have a break period, define the Break Start as
00:00. Note that an Alert interval will never occur during a break period. For
instance, assume that the following definitions exist in a caldutyhours record:
Start: 08:00; End: 17:00; Break Start: 11:30; Break End: 12:30. If a ticket was
opened at 10:00 and the Alert Stage 1 interval was 02:00 (2 hours), then the
initial Alert time is calculated to be 12:00. However, since this time falls
within the Break Start and Break End times, the Alert time is adjusted to
13:00 (original alert time - break start (12:00 - 11:30 = 00:30) + break end
(12:30 + 00:30= 13:00)).

Break End—If a Break Start is defined, then a Break End must also be
defined. If left blank, it is defaulted to 00:00. Note that the break period is
counted as non-working hours. The time defined to this field must fall within
the Shift Start and Shift End times and must also occur after the Break Start
time.
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Break Total and Hours/Day—The calc dur option automatically calculates
the Break Total and Hours/Day.

Note: If the Duty Table you are creating is for a shift that starts during one
day and ends during the following day (the shift spans midnight),
enter the Start and End times as usual, based on a 24-hour clock. For
example, a shift that starts at 11:00 P.M. and ends the next day at 7:00
A.M. would have a Start time of 23:00, and an End time of 7:00. When
the Break Total and Hours/Day calculations are made, the change
from one date to the next is automatically accounted for.

To create a new Duty Hours record:

Click the Utilities tab on the ServiceCenter main menu.
Click the Calendar tab.

Click the Duty Hours button. The Duty Hours form appears.
Type a Duty Table Name.

Type the name of the Holiday Table you want to use in the Holiday Table
field (standard in the example).

Type the shift start time, end time, break start time, and break end time for
each work day. The format is hh:mm, using a 24-hour clock. For non-work
days, enter 00:00 for all start and end times.

To calculate the Break Total and Hours/Day, select calc dur from the Options
menu.

The break totals and hours/day for each work day are automatically totaled.

Important: Do not leave any fields blank. A null field will stop the Calendar
Build process.

The sample completed form is shown below.
Click Add to add this Duty Table to the caldutyhours database.
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To change an existing Duty Hours entry:

Click the Utilities tab on the ServiceCenter main menu.
Click the Administration button.

Click the Calendar tab.

Click the Duty Hours button. The Duty Hours form appears.

u A W N =

Search for the record you want to modify:
a Type the name of the record you want to modify. Press Enter.
or

b With the blank Duty Hours form displayed, press Enter. The Duty Hours
form appears with a QBE Record list of all Duty Hours records. The first
entry in the list appears in the form.

Select the Duty Table Name you want to update. In the example, day
shift has been selected. The data from that record is entered into the
Duty Hours form.

6 Make the desired changes to the Duty Hours fields.

Important: If you make changes that affect the number of hours worked, the
length of the break time, or change the status of a day (for
example, work to non-work), the hours/day and break total
must be recalculated as follows:

Select calc dur from the Options menu. The break totals and
hours/day for each work day are automatically totaled.

7 Click Save. The updated record is saved to the caldutyhours database.

Deleting an existing entry
To delete a shift record from the caldutyhours database:
1 Select the shift you want to delete in the Duty Hours Record list.
2 Click Delete. A prompt appears asking if you want to delete this record.
3 Click Yes.

The Duty Hours form is redisplayed with the shift deleted from the Record
list. A message appears in the system status bar, Record deleted from the
caldutyhours file.
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From the Holiday Names form, you can search the calholidays database for
existing holidays or Holiday Tables. You can also edit existing Holiday
Tables, or create new tables.

ServiceCenter is shipped with a Holiday Table called standard. The standard
Holiday Table contains the following holidays:

New Year’s Day Independence Day

President’s Day Labor Day

Memorial Day Thanksgiving
Christmas

To access the Holiday Names form:
1 Click the Holidays button on the Calendar menu.
The Holiday Names form appears.
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Figure 12-3: Holiday Names Form

The fields on the Holiday Names form

Holiday Name—the name of the Holiday. Examples of Holiday Names are
New Year's Day and Independence Day. This is a required field.

Start Date—a required field that defines the starting date/time of the
Holiday.

End Date—a required field that defines the ending date/time of the Holiday.
Holiday Tables—an arrayed character field that defines the Holiday Tables

that use this Holiday. A Holiday Table Name is a descriptive term that allows
you to group together Holidays that apply to a particular area.
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The calholidays database
To search the calholidays database:

1 Type the name of the record you want to access in the calholidays Holiday
Name field to access a particular record. Press Enter.

or

With the blank Holiday Names form displayed, press Enter to access a list of
all the entries stored in the calholidays database.

A QBE Record list appears with the first entry in the list displayed in the
Holiday Names form

2 Click on the entry you want to use.

Creating a new holiday entry

Consider the following information about the fields on the Holiday Names
form before creating a new Holiday entry:

Holiday Name—You can use the same Holiday Name more than once, but
define each occurrence of the name to have different start dates and end
dates. For instance, you could define New Year's Day with a Holiday Table of
standard and a Start Date of 01/01/yyyy 00:00 and an End Date of 01/02/yyyy
00:00, and then define a different New Year's Day with a Holiday Table of
special and a Start Date of 12/31/yyyy 22:00 and an End Date of 01/01/yyyy
22:00. There is no limit to the number of Holiday definitions that you can
define for a particular Holiday.

Start Date—New Year's Day normally starts on January 1 at midnight (the
start of the day). Therefore, the Start Date is 01/01/yyyy 00:00. Note that the
Holiday can begin at a time other than midnight. For instance, if Third Shift
normally works the hours of 22:00 (10:00 P.M.) to 07:00 (A.M.), it would
then be appropriate to have the Start Date for New Year's Day set to
12/31/yyyy 22:00. If the next shift to work is Third Shift and they will work
their normal hours, then the End Date (explained below) would be
01/01/yyyy 22:00.

It is not necessary to include a time in the Start Date and End Date fields; the
time will default to 00:00 if left blank. If you want to add a time (for example,
for a shift that will work part of a holiday), type the time in the format
hh:mm.
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End Date—New Year's Day normally ends on January 2 at midnight (the
start of the day). Note that caldaily records built for the dates that have shift
starts and shift ends within the date range of the Holiday record will not have
any working hours.

It is also possible for Holidays to span more than 24 hours. For instance, you
could define an entry for Christmas to start on 12/24/yyyy 00:00 and end on
12/26/yyyy 00:00.

To create a new Holiday entry:
1 Click the Utilities tab on the ServiceCenter main menu.
Click the Administration button.
Click the Calendar tab. The Calendar menu appears.
Click the Holidays button. The Holiday Names form appears.
Type the data for the holiday you wish to create.
When all the fields have been completed, click Add.

The new record is added to the calholidays database. If this is the first entry
created using the Table name of special, a new Holiday Table is created with
this name.

o U1 A W N

Note: You can add a holiday to more than one Holiday Table by listing the
tables in the Holiday Tables field.

7 Click OK to return to the initial Holiday Names form. Repeat steps 5 and 6
for each holiday you want to create.
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Updating an existing holiday entry

To change an existing Holiday entry:

Click the Utilities tab on the ServiceCenter main menu.

Click the Calendar tab.

Click the Holidays button. The Holiday Names (calholidays) form appears.

H W N =

Enter the name of the holiday record you want to modify (New Year’s Day in
the example below), or press Enter to display a QBE Record list of all holidays
in the calholidays database.

Note: Only the holiday name is required to search the database. However, to
narrow your search, you can add other information, such as the start
or end dates, or the Holiday Tables name, if known.

5 Press Enter.

6 Click on the entry you want to modify, and the information will be entered
into the Holiday Names form.

In the example, select the New Year’s Day entry.
7 Change the data as required.
In the example, the End Date has been changed to 01/03/2000.
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Figure 12-4: Updated Holiday Names Form

8 Click Save.

A message appears in the status bar that the record has been updated in the
calholidays file.

Deleting an existing holiday entry
To delete an existing holiday:

1 Use the Holiday Names form to search for the holiday record you want to
delete.

2 With the record displayed, click Delete.
A prompt appears asking if you want to delete this record.
3 Click Yes.

A message appears in the status bar that the record has been deleted from the
calholidays file.
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Creating a new Holiday table

You can create a new holiday table in the same way that you created a new
holiday entry in an existing table (see “Creating a new holiday entry” on
page 15):

1 Type the data for the holiday in the fields on the Holiday Names form.
2 In the Holiday Tables field, type a unique name of your choice.
3 Click Add.

A new table is created.

4 Repeat steps 1 through 3 to add more holidays to the table.

The new table will have only the holiday you created, and each holiday that
you want to include in the new table must be entered individually.
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This section describes using RAD routines or Format Control to specify dates
and intervals for the Calendar function.

The Alert Date Calculation Process

The Alert Date Calculation application takes a known date and calculates an
ending date by applying a known interval to the duty hours defined to a
particular duty table in the caldaily file. You can invoke the process by
executing calendar.calc.interval via a RAD subroutine call or executing the
calendar.calc.interval.fc as a Format Control Additional Option or
Subroutine call (refer to the RAD Guide or to the Format Control chapter of
this manual).
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RAD subroutine example

This is an example of an application that calls the calendar.calc.date
application via a standard RAD subroutine call.

The parameter input fields are described below.
Starting Date

Field: times,1 The date/time the Alert calculation process uses as the starting
point in time. This parameter must be type 3 data (date/time). Normally, this
is either tod() or the date/time of the open or update time of a ServiceCenter
record. If a date/time is not passed to this field, the routine ends and no
calculations are performed.

Interval

Field: times,2 The relative amount of time for the Alert Interval. This
parameter must be a type 3 (date/time). If a value is not passed, the Modified
Date is set to the Starting Date. Note that you can pass a negative interval of
time. This is beneficial when it is necessary to calculate the date/time so many
hours before an event is scheduled to occur (for instance, x days and hours
before the planned.end of a Change).

Duty Table

Field: prompt The caldaily records that have a Duty Table of this name are
used to calculate the Alert Date. If no caldaily records are found with this
name, the Modified Date is set to the Starting Date plus Interval based on a
24 hour/day clock.

Modified Date

Field: times, 3 This is the date/time that is calculated by adding the Interval
to the Starting Date and using the Duty Table records. Data is returned
through this field.

Note: 1. Do not pass data to the other parameters on this panel!

2. The normal exit should continue to the next panel in the logical
process flow. The error exit should return to the last displayed
input/output panel (typically either an rio, fdisp, or display).
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Format Control example

This is an example of a format control record that calls the application
calendar.calc.date.fc via a subroutine call. Note the data field names are for
demonstration purposes only. The format has also been modified to show all
parameters that must be passed to this application.

The parameter input fields are described below.
times,1

The starting date/time used by the Alert calculation process. Normally, this
is either tod() or a date/time that represents the beginning of some process
(for instance, the open.time of an incident ticket or change request). If a
date/time is not passed to this field, the routine ends and no calculations are
performed. This parameter must be type 3 data (date/time).

times,2

The interval of time used by the Alert calculation process. If a date/time is not
passed to this field, the routine ends and no calculations are performed. This
parameter must be type 3 data (date/time).

prompt

The name of the Duty Table (caldaily) records that are used to calculate the
Date Interval. If no caldaily records are found with this name, the Ending
Time is set to the Starting Date time plus the Date Interval based on a 24
hour/day clock.

file

The current format control file variable. You will always pass $file to this
parameter.

name

The input field name within the $file file variable where the calendar
calculation routine will store the results of the calculation process (in other

words, the ending time). You must pass the input field name exactly in the
dbdict which defines the $file variable.
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Processing Rules
The following rules are in effect when this routine is executed:

m Ifastart date is not passed to the routine, it is defaulted to the current date
and time (i.e., tod()).

m [faninterval is not passed to the routine, the Ending Time is set to the start
time and the routine ends.

m [fa duty table is not passed to the routine, the Ending Time is set to the
start time + interval using a 24 hour/day clock.

m Ifno caldaily records are found that have the Duty Table name and have
a date greater than or equal to the start time, the Ending Time is set to the
start time + interval using a 24 hour/day clock.

m If the start time is less than the date of the first caldaily record found for
the specified duty group, the interval of time from the start time to the date
of the first caldaily record is based on a 24 hour/day clock.

m If any skips are encountered in the caldaily records (in other words, the
difference in dates between two concurrent records is greater than 1 day,
for instance if the current record has a date of 01/15/92 00:00 and the next
record has a date of 01/25/92 00:00), the interval of time between dates is
counted as 24 hours/day.

m The modified date will never be set to a time that occurs between a break
start and break end defined to a caldaily record. If the originally calculated
ending time does occur between the break times, then the following
calculations occur. The difference in time between the originally
calculated ending time minus the break start is added to the break end.
The ending time is set to the break end. For instance, if the calculated time
is 11:30:00, and the break start is 11:00:00 and the break end is 12:00:00,
then the ending time is set to 12:30:00.

Alert Date calculation examples

The table below is a summary listing of a typical representation of caldaily
records for the Duty Table day shift. These dates are used in the calculation
process for the examples shown.
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Date Day of Shift Start Shift End Break Break Holiday
Week Start End
01/01/92 3 - - - - New
Year’s
Day
01/02/92 4 08:00 17:00 11:00 12:00
01/03/92 5 08:00 17:00 11:00 12:00
01/04/92 6 - - - -
01/05/92 7 - - - -
01/06/92 1 08:00 17:00 11:00 12:00
01/07/92 2 08:00 17:00 11:00 12:00
01/08/92 3 08:00 17:00 11:00 12:00
01/09/92 4 08:00 17:00 11:00 12:00
01/10/92 5 08:00 17:00 11:00 12:00
01/11/92 6 - - - -
01/12/92 7 - - - -
01/13/92 1 08:00 17:00 11:00 12:00
01/14/92 2 08:00 17:00 11:00 12:00
01/15/92 3 08:00 17:00 11:00 12:00
01/16/92 4 08:00 17:00 11:00 12:00
01/17/92 5 08:00 17:00 11:00 12:00
01/18/92 6 - - - -
01/19/92 7 - - - -
Start Interval Duty Table Modified End Date
1 12/15/91 14:00 04:00 day shift 12/15/91 18:00
2 12/31/91 22:00 06:00 day shift 01/02/92 13:00
3 01/02/92 11:30 02:00 day shift 01/02/92 14:00
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4 01/02/92 00:00 02:00 day shift 01/02/92 10:00
5 01/03/92 15:00 300:00 day shift 01/16/92 15:00
6 01/05/92 11:00 1 04:30 day shift 01/09/92 13:30

1 The start date is before the earliest defined caldaily record. Therefore, the
calculation is based on 24 hours/day.

2 The start date is 02:00 (2 hours) before the earliest defined caldaily record.
Therefore 2 hours are applied to the interval, and 4 hours remain. The date
01/01/92 is a holiday with no working hours. The date 01/02/92 starts at
08:00. The time from 08:00 to 11:00 is counted (3 hours). The break times
from 11:00-12:00 are not counted. The time from 12:00 to 13:00 is counted
(1 additional hour) and the interval of 6 hours is reached.

3 The start date falls within the defined break hours. Therefore, the start time
is adjusted forward to the end of the break (12:00). The interval of 02:00 is
added to 12:00 to arrive at 14:00.

4 The start date occurs before the start of the shift. Therefore, the start time is
adjusted forward to the beginning of the shift (08:00). The interval of 02:00
is added to 08:00 to arrive at 10:00.

5 The start date is 2 hours before the end of the Friday shift. This time is
subtracted from the interval, leaving 2 22:00:00. The next week is defined to
account for 40 hours. Subtracting 40 hours defined for that week leaves an
interval of 1 06:00 (30 hours). The dates 1/13/92, 1/14/92 and 1/15/92
account for 24 hours (8 hours each day). The remaining 6 hours are applied
to 1/16/92 with 3 hours occurring in the morning (11:00 - 08:00) and 3 hours
occurring in the afternoon (15:00 - 12:00).

6 The start date occurs on a Sunday. Therefore, the start time is adjusted
forward to the start of the shift on Monday. Monday, Tuesday and
Wednesday account for 24 hours (8 hours each day) leaving 04:30. The first
3 hours occur in the morning (11:00 - 08:00) and the remaining 01:30 is
added to the end of the break period (12:00) arriving at 13:30.
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The Date Interval Calculation Process

The Date Interval Calculation application takes two known dates and
calculates the interval between them by adding the daily intervals of the
caldaily records whose dates are within the range of the known dates. You
can invoke the process by executing calendar.calc.interval via a RAD
subroutine call or calendar.calc.interval.fc as a Format Control Additional
Option or Subroutine call.

RAD subroutine example

This is an example of an application that calls the calendar.calc.interval
application via a standard RAD subroutine call.

The parameter input fields are described below.
Starting Date

Field: times,1 The date/time the Alert calculation process uses as the starting
time. Normally, this is either tod() or a date/time that represents the
beginning of some process (for instance, the open.time of an incident ticket
or change request). If a date/time is not passed to this field, the routine ends
and no calculations are performed.

Interval

Field: times,2 The relative amount of time between the Starting Date and the
Ending Date. Do not pass data to this parameter.

Duty Table

Field: prompt The caldaily records that have a Duty Table of this name are
used to calculate the Date Interval. If no caldaily records are found with this
name, the Interval is set to the Ending Date minus the Starting Date based on
a 24 hour/day clock.

Ending Date

Field: times, 3 The date/time the Alert calculation process uses as the ending
point in time. Normally, this is a date/time that represents the end of a
process (for instance, the close.date of an incident ticket or change request).
If a date/time is not passed to this field, the routine ends and no calculations
are performed.
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Note: 1. Do not pass data to the other parameters on this panel!

2. The normal exit should continue to the next panel in the logical process
flow. The error exit should return to the last displayed input/output panel
(typically either an rio, fdisp, or display).

Format Control example

This is an example of a format control record that calls the application
calendar.calc.interval.fc via a subroutine call. Note that the data field names
are for demonstration purposes only. The format has also been modified to
show all parameters that must be passed to this application.

The parameter input fields are described below.
times,1

This is the starting date/time used by the Alert calculation process. Normally,
this is either tod() or a date/time that represents the beginning of some
process (for instance, the open.time of an incident ticket or change request).
If a date/time is not passed to this field, the routine ends and no calculations
are performed.

times,2

This is the ending date/time used by the Alert calculation process. If a
date/time is not passed to this field, the routine ends and no calculations are
performed.

prompt

This is the name of the Duty Table (caldaily) records that are used to
calculate the Date Interval. If no caldaily records are found with this name,
the Interval is set to the Ending Date - Starting Date based on a 24 hour/day
clock.

file

This is the current format control file variable. You will always pass $file to
this parameter.

name
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This is the input field name within the $file variable where the calendar
calculation routine will store the results of the calculation process (in other
words, the interval of time between the starting and ending dates). You must
pass the input field name exactly as shown.

Processing rules

The following rules are in effect when this routine is executed:

m Ifa start date is not passed to the routine, no calculations are performed.
m Ifan end date is not passed to the routine, no calculations are performed.

m Ifa duty table is not passed to the routine, a default calculation is
performed. The start date is subtracted from the end date using a 24
hour/day clock.

m If the end date is less than the start date, no calculations are performed.

m Ifno caldaily records are found for the duty table that have a date greater
than or equal to the start date, the calculation is based on a 24/hour clock.

m If the starting date and ending date are both less than the starting date of
the first record found for the duty table, the calculation is based on a 24
hour/day clock. For instance, if the starting date was 12/15/91 and the
ending date was 12/20/91, but the date of the first caldaily record for a
particular duty table was 01/01/93, then the interval is ‘5 00:00:00”

m [f the starting date is less then the starting date of the first caldaily record
found for a duty table but the ending date is greater than the starting date
of the first caldaily record, then the difference in time between the starting
date and the start date of the first caldaily record is based on 24 hours/day.
However, the remaining calculation process (until the ending time is
reached) is based on the definitions in the caldaily records. For instance,
assume the following: the starting date is 12/28/91 00:00; the ending date
is 01/02/92 08:00; the caldaily records begin with 01/01/92 00:00 which is
a holiday (no hours are worked); the start time in the caldaily record is
07:00:00. Based on this, the calculated interval is 4 days 1 hour (4 01:00:00)
calculated as (01/01/92 00:00 - 12/28/91 00:00 (4 days)) + (08:00 - 07:00
(01:00)).

m Ifno caldaily records have the duty table name, the calculation is based on
24 hours/day.

m [f the ending date is greater than the range of the caldaily records for a
given duty table, then the calculations for the dates that exceed the caldaily
records are based on 24 hours/day.
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m [f any skips are encountered in the caldaily records (for example, the

Date interval calculation examples

current record has a date of ‘01/15/92 00:00’ and the next record has a date
of ‘01/25/92 00:00’) the time between dates is counted as 24 hours/day.

The following table gives examples of the date interval calculation process.

Start End Duty Table Interval
1 12/15/91 14:00  12/16/91 10:00  day shift 20:00
2 12/31/91 22:00  01/04/92 08:30  day shift 18:00
3 01/02/92 11:30  01/02/92 16:00  day shift 04:00
4 01/02/92 11:30  01/02/92 11:45  day shift 00:00
5 01/03/92 15:00  01/15/92 10:30  day shift 212:30
6 01/04/92 22:00  01/05/92 07:30  day shift 00:00
7 01/04/92 22:00  01/06/92 10:30  day shift 02:30

1 Both the start and end dates occur before the date of the first caldaily record.
The difference between the two dates is based on a 24 hour/day clock.

2 The start date occurs before the date of the first caldaily record. The
difference between these two dates (2 hours) is counted as an interval. No
hours are counted for 01/01/92 since it is a holiday. The dates 01/02/92 and
01/03/93 are both defined for 8 hours. The date of 01/04/92 is a Saturday with
no defined working hours, therefore, no hours are added to the interval. A
total of 18 hours is returned.

3 The start date of 01/02/92 occurs during the defined break times for that day.
Therefore, the start time is adjusted forward to the break end date/time
(01/02/92 12:00). Since the end date occurs on the same day the difference
between the two dates is calculated as 04:00.

4 Both the start date and end dates occur during the defined break times for
that day. Therefore, an interval of 00:00 hours is returned.
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5 The difference between the start date and the end of the first day is 2 hours
(17:00 - 15:00). The date 0of 01/03/92 is defined for 8 working hours which are
added to the interval. The dates of 01/04/92 and 01/05/92 have no working
hours, therefore, no hours are added to the interval. The next week ends on
01/12/92 which is less then the defined end date, therefore, the total hours for
the week (40 hours) are added to the interval (40 + 10). The dates 01/13/92
and 01/14/92 are both defined for 8 working hours, therefore, another 16
hours are added to the interval (50 + 16). The last date of the date range adds
another 02:30 to the interval resulting in a total of 68 hours and 30 minutes
which equals 2 20:30 (2 days, 20 hours, 30 minutes).

6 Thestartdate occurs on a Saturday which has no defined working hours. The
next day, 01/05/92, also has no defined working hours. Therefore, a zero
(00:00) interval is returned.

7 The start date occurs on a Saturday which has no defined working hours. The
next day, 01/05/92, has no defined working hours. The end date occurs on
01/06/92 and the difference between the end date (10:30) and the shift start
(08:00) is equal to 02:30.
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