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System Administration Overview

System Administration

The System Administration module is primarily used to maintain your departments and personnel,
security, definition of field values, set-up options, vendors, and specific account related information. It
is also used to perform specific database related functions, and to monitor usage.

Some of the functionality available in the System Administration module can also be accessed
through CustomerFirst and/or SalesFirst. For example, the product information, customer and
contact information, and escalation rules.

Specific features addressed in this manual are separate executables, and are not actually part of the
System Administration executable.
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System Executables

The RTI product suite has various executables that provide specific functionality. Some of the
following executables are used on a regular basis while others are used as needed for administrative
purposes. Each executable can be presented as an icon on the appropriate workstation(s). Each
executable can also be executed directly from the directory that contains the product code.

e  CustomerFirst (CFS.exe)
Contains Incident Handling, Problem Tracking and Resolution, the Alerts function, Queries,
and Inventory Management (if applicable).

e  CustomerFirst Java (CFSJW.exe)
The Java version of CustomerFirst that contains Incident Handling, Problem
Tracking and Resolution, the Alerts function, Queries, and Inventory Management (if
applicable).

e  SalesFirst (SLS.exe)
Contains Account Information, Product Related Information, Competitor Information, Lead
Sources, Sales Tracking, and Online Queries.

e  SalesFirst Java (SLSJW.exe)
The Java version of SalesFirst that contains Account Information, Product Related
Information, Competitor Information, Lead Sources, Sales Tracking, and Online Queries.

e  WebFirst Java (WFSJW.exe)
The Java version of WebFirst that allows your customers to access the database to enter
new incidents, view existing incidents, search the knowledge base, and download files.

e  System Administration (ADM.exe)
Used to complete administrative functions within the system. Departments and personnel,
security, vendors, specific account information, field values, setup options, etc. are
maintained using this executable.

e WebFirst Administration (WFS.exe)
Used to complete panel and list box customization for WebFirst users. This also includes
creating forms for use in WebFirst.

e Application Server (APPSRV.exe)
Used to allow Java access to CustomerFirst/SalesFirst. This executable is also used if
accounts are accessing WebFirst as an application.

e  Escalation Server (ESSERVER.exe)
Performs specific actions for objects based on your defined escalation rules.

e Incoming Mail Server (INMAIL.exe)
Allows new contact activities and sales opportunities, new incidents, and activities for
existing incidents, problems, and sales opportunities to be entered into the system via e-
mail.

e  Service Manager (SVCMGR.exe)
Allows you to run the Escalation Server, Inmail Server, and Application Server and as
services under Windows NT or Windows 2000.
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e  Status Monitor (SRVCHECK.exe)
Allows you to monitor the status of the Inmail Server and Escalation Server.

e Data Generation for Pivot Tables (DATAGEN.exe)
Generates the summary data for use in the Pivot tables.

e Data Import (RTIIMP.exe)
Used to import data into the system using the standard imports.

e Installation Manager (RTIUPG.exe)
Used when upgrading to a new release of the product.

e License Manager (RTILIC.exe)
Used to enter the license key for each module you have purchased from RTI.

e Sql Loader (RTILOAD.exe)
Only used when directed by RTI to execute specific SQL scripts.

e Administrative User (ADMUSER.exe)
Used only by system administrators to log into the system when all licenses are being
used. This executable only has access to the User and License Information panel and
does not use a license.
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Database Setup Overview

Installation Instructions

Installation instructions are provided with your system.

Loading Tables

Data can be loaded manually into the tables following the sequence described below and the
instructions for each area in the following sections of this manual. Alternatively, some data can be
imported. Most imports are written so they can be run to initially load new data and then subsequent
imports can be run daily or weekly to update the data. See the Import Programs section of this
manual for information about the standard import programs.

Sequence for Loading Data

The RTI Software System Administration class covers database set-up. This manual is provided as a
supplement to the training class and is not a substitute for training.

The database should be set-up in a sequence similar to the following. However, the related codes
will typically be defined as you move through each item.

e Indicate which tables should be audited. (CustomerFirst & SalesFirst)

e  Define the codes to be used by all other tables. (CustomerFirst & SalesFirst)
e  Define countries. (CustomerFirst & SalesFirst)

e  Define account types. (CustomerFirst & SalesFirst)

e  Define lead sources. (SalesFirst)

e  Define the user classes and User Class security for each panel. (CustomerFirst &
SalesFirst)

e  Define the user groups for screen customization and other user group related options.
(CustomerFirst & SalesFirst)

e  Define the departments and personnel who will be using the system. (CustomerFirst &
SalesFirst)

e  Define products. (CustomerFirst & SalesFirst)
e  Define equipment vendors (only with Inventory Management option). (CustomerFirst)

e  Define equipment types and models (only with Inventory Management option).
(CustomerFirst)

o  Define equipment (only with Inventory Management option) that you will be supporting
either at account sites or internal departments. (CustomerFirst)
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e  Define sales competition. (SalesFirst)

e Define accounts. (CustomerFirst & SalesFirst)

e  Define contacts. (CustomerFirst & SalesFirst)

e Define products shipped to accounts. (CustomerFirst)

e  Define CPUs at account locations. (CustomerFirst & SalesFirst)
e  Define licenses for accounts. (CustomerFirst & SalesFirst)

e Define maintenance types. (CustomerFirst & SalesFirst)

e  Define maintenance contracts. (CustomerFirst & SalesFirst)

e  Define system defaults. (CustomerFirst & SalesFirst)

e Define user group defaults. (CustomerFirst & SalesFirst)

e Define characteristic types and values. (CustomerFirst)

e  Define escalation triggers. (CustomerFirst & SalesFirst)

e  Define escalation rules. (CustomerFirst & SalesFirst)

e Define options for the Escalation Server. (CustomerFirst & SalesFirst)

e Define forms for automatic E-mail messages and/or inactivate messages if appropriate.
(CustomerFirst & SalesFirst)

e Define options for the Inmail Server. (CustomerFirst & SalesFirst)

e  Customize the panels, pop-ups, and list boxes as required. Refer to the Screen & List Box
Customization section of this manual.

An overview of each step is described below. Refer to the appropriate manual for a discussion of the
specific screens to be used for each of the following steps.
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Audit Tralil

There is audit trail functionality within the system that allows you to identify what data was modified,
when it was modified, and who performed the update. You can indicate which tables you want to be
audited. You can access the information through the Audit Trail Search. Refer to the Other
Administrative Functions section in this manual.

Codes

Code values are used to populate many of the drop down fields on panels and pop-up boxes. Some
code values have been predefined and others can be user defined. Each code value requires an
Internal Value. Some of the internal values cause specific actions to take place. In most cases, you
can use these internal values when you define new codes in order to cause these actions to occur.
In some cases, there are restrictions on the internal values that you are permitted to use. Review the
codes that impact processing or have restrictions due to system processing logic. Code values must
be defined before they can be selected on a panel or pop-up box. Refer to the Define Field Values
section in this manual.

Countries

Countries are used in several places within the system. You must define countries before you enter
Departments, Personnel, Accounts, and Contacts. Refer to the Define Field Values section in this
manual.

Account Types

Account types can be defined to categorize your accounts and to identify if the system should check
for a valid maintenance contract when an incident is entered. Refer to the Define Field Values
section in this manual.

Lead Sources

Lead sources can be defined to identify how you became aware of an account and how the account
became aware of your organization. One or more lead sources can be associated with the following:

° Account
° Contact
e  Sales Opportunity

In addition, a lead source can be associated with a campaign phase. If a sales opportunity is created
from a campaign phase that has a lead source, the Lead Source from the campaign phase will be
automatically added to the sales opportunity.

Lead sources are maintained from SalesFirst, not from System Administration. For more information
about defining lead sources, refer to the Define Field Values section in this manual.
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Security

When a person is identified as a user within the system, the user’s access to panels, fields, objects,

and particular actions is primarily defined by security related options within the system. However, in

some situations a user’s access is system defined. The following elements may be used to control a
user’s access:

User Class (Screen access, object access, code values, and products)
User Group (Field access, code values, products, and specific options)
Department ( Code values and products)

User

System Wide Access Related Options in Set-up Defaults

System Defined Rules

For additional information, refer to the Security section in this manual.

Departments and Personnel

Departments are the departments within your organization. A department can also be defined as a
gueue for the assignment of specific objects. For example, a department of ‘Enhancements’ might be
defined for the purpose of assigning all enhancement requests to this queue until they are ready to
be assigned elsewhere.

Departments can be grouped by a Department Type for searching and reporting purposes. Certain
department types are also used for specific processing. Refer to Code Values in the Define Field
Values section of this manual.

Personnel are typically people within your organization. Personnel can be imported or entered
manually.

All departments and personnel that are added will be automatically added as accounts and contacts.
This allows internally reported issues to be logged for the department and user who reported it.

For additional information, refer to the Departments & Personnel section of this manual.
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Products

Products can refer to actual products or services. Products can be defined based on the following
elements:

Product Family

Product -- -- Program

Version

Refresh Implementation

|
Refresh

Products are used in the following places within the system:

Sales Opportunity — Product

Sales Forecast — Product Family and Product

Account License — Product and Implementation

Account Maintenance Contract — Product and Implementation
Account Shipped Products — Product, Version, Implementation, Refresh
Account Customized Products — Product and Program

Account Contact Types — Product

Incident — Product Family, Product, Version, Implementation, Refresh
Problem — Product Family, Product, Version, Implementation, Refresh
Permanent Fix —Product, Version, Implementation

Task — Product

In defining products you must decide what to call a product. Some of the items that you sell will
clearly be products. Others, such as significant options, can be defined as products if desired.
Defining them as separate products ensures that problems with them will be categorized separately.
However, you can also categorize these issues by treating the options as subsystems of the product.
You would then record the subsystem for each problem using another field. Products can be
imported or entered manually.

For additional information, refer to the Products & Equipment section of the CustomerFirst Reference
manual or the Products section of the SalesFirst Reference manual.

Equipment Vendors
This is only applicable if you have purchased the Inventory Management module. Vendors must be

defined to identify the manufacturers, purchasing vendors, and repair vendors. Refer to the Products
& Equipment section of this manual.
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Equipment

This is only applicable if you have purchased the Inventory Management module. Equipment can be
imported or entered manually. Define the appropriate equipment types using the Maintain
Codes/Code Types panel in System Administration. Define the models for each equipment type
using the Define Equipment Models pop-up box in CustomerFirst. Equipment can be recorded that is
in inventory, at account sites, or assigned to a user within departments in your company. For

additional information refer to the Products & Equipment section of the CustomerFirst Reference
manual.

Sales Competitors

You can define competitors to indicate who you are competing against for the sale of your product(s)
to an account. Competitors can be identified for an account or a specific sales opportunity.

Competitors are maintained from SalesFirst, not from System Administration. Refer to the SalesFirst
Reference Manual.

Accounts

Accounts can represent headquarters operations, sites, or both. When both are represented, sites
can be related to the headquarters by recording the Parent account for each site. In addition,
accounts can be associated with a specific Reseller if appropriate. Accounts should represent the
lowest level at which you are interested in knowing who reported an issue or licensed your product.
Accounts can be imported or entered manually. Refer to the Accounts & Contacts section of the
CustomerFirst Reference manual or the SalesFirst Reference manual.

Contacts

Contacts represent individuals at an account site. A contact can be identified on a sales opportunity,
incident, activity, maintenance contract, and piece of equipment. If contacts at a headquarters
(Parent Account) report issues that occur at child sites, the contacts can be recorded only once at
the parent account and referenced from the child sites of that parent. If you are an internal help desk,
contacts are the users within the departments or remote sites that you are supporting. Contacts can
be imported or entered manually. Refer to the Accounts & Contacts section of the CustomerFirst
Reference manual or the SalesFirst Reference manual.

Product Releases Shipped to Accounts

You can identify what products and releases have been sent to an account. Shipped product
information can be imported or entered manually. Refer to the Accounts & Contacts section of the
CustomerFirst Reference manual or the SalesFirst Reference manual.

Hardware Configurations at Account Sites

The Account CPUs tab is provided to track configurations at account sites. This information may be
required if you license your software products to run on specific CPUs, to dial-up to account's CPUs
for diagnostic purposes, or just for informational purposes. If you are supporting and repairing
hardware, the Inventory Management module provides the facilities you need for tracking RMAs,
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warranty information, and repair frequency. Refer to the Accounts & Contacts section of the
CustomerFirst Reference manual or the SalesFirst Reference manual.

License Information

You can identify which products and/or services are licensed for a specific account. Define the
appropriate license types using the Maintain Codes/Code Types panel in System Administration.
License information can be imported or entered manually. Refer to the Accounts & Contacts section
of the CustomerFirst Reference manual or the SalesFirst Reference manual.

Maintenance Contract Types

Contract types must be defined before a contract can be entered. Refer to the Define Field Values
section of this manual.

Maintenance Contracts

The maintenance contract facility allows you to track specific contract agreements that you have with
your accounts. Incidents can then be associated with a particular contract to track the activity
performed against the contract. Contract information can be imported or entered manually. Refer to
the Maintenance Contracts section of the CustomerFirst Reference manual or the SalesFirst
Reference manual.

System Set-Up Defaults and User Group Defaults

You can select a number of options at a system level and others at a User Group level. Refer to the
Other Setup Options section of this manual.

Incident Characteristics

The purpose of characteristics is to define values which describe an incident and can be used to
build an indexed knowledge base of information. Characteristics consist of Characteristic Types and
Characteristic Values which are user defined. Characteristic Types are categories of values. Refer to
the Incident Characteristics section of this manual.

Escalation Triggers and Rules

The escalation facility helps you to manage workflow and notify individual users or departments of
situations that should be addressed. Escalation rules are defined using the Define Escalation Rule
panel and are evaluated and executed by the Escalation Server. You can pre-select intervals for the
system to examine changes that have been made to the database. Refer to the Escalation section of
this manual.

RTI Software (10/25/05) 1-11



System Administration Overview

Automatic E-mail Messages

For specific user actions automatic e-mail messages are generated by the system. You can
customize the e-mail messages that are sent by the system. You can also turn off specific
messages. Refer to the E-mail & Incoming Mail Server section of this manual.

Incoming Mail Server

Through an incoming e-mail message you can accomplish the following using the Incoming Mail
Server:

Add a contact activity

Add a new sales opportunity

Add a new incident

Add an activity for an existing sales opportunity
Add an activity for an existing incident

Add an activity for an existing problem

Change the Status of an existing incident

Refer to the E-mail & Incoming Mail Server section of this manual for additional information about the
setup requirements and options.

Screen and List Box Customization

The panels and pop-up boxes used within the system can be customized to satisfy specific
requirements for your organization. Base menu options and tool bar icons can be relabeled or
removed, tabs can be renamed or hidden, field labels can be changed, fields can be moved,
disabled, or hidden, and user labels can be added. All screen customizations are defined by User
Group. Screen customizations can be copied between user groups. Refer to the Screen & List Box
Customization section of this manual.
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Overview

When a person is identified as a user within the system, the user’s access to panels, fields, objects,

and particular actions is primarily defined by security related options within the system. However, in

some situations a user’s access is system defined. The following elements may be used to control a
user’s access:

° User Class

A user is assigned to a specific User Class. The User Class can be used to control the
following:

— Access to specific panels, tabs, and pop-up boxes
— Access to specific objects

—  Which values can be selected in product fields

—  Which values can be selected in code fields

— Where objects can be transferred to

It should be noted that the User Class is a code field.

e  User Group

A user is assigned to a specific User Group. The User Group can be used to control the
following:

— Access to specific tabs, fields, and base menu options and tool bar icons

— Access to specific objects based on Product, account Sales Status or Problem Type
— Which values can be selected in product fields

—  Which values can be selected in code fields

— Where objects can be transferred to

—  Other access related options

It should be noted that the User Group is a code field.
e  Department

A user is assigned to a specific Department. The Department can be used to control the
following:

— Access to specific objects based on the Owner/Assignee of the object
—  Which values can be selected in product fields

—  Which values can be selected in code fields

— Where objects can be transferred to

. Individual User

Some access is defined at an individual user level.

— Access to modify the User ID and Password
— Access to the Alternate Customer Selection pop-up box
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— Access to the Outlook Calendar interface

— Access to the telephony interface

— Access to TechSearch

— Access to the PVCS or SourceSafe interface

e  System Wide Access Related Options in Set-up Defaults

e  System Defined Rules

In some situations the user’s access is controlled by system defined rules within the
application.
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User Classes

A User Class is primarily used to define specific access to the panels, tabs and pop-up boxes, and
object access. Typically user classes are associated with certain roles or job responsibilities in the
organization. One or more persons may be assigned to a specific user class.

User classes are used in the following places within the system:

e  User Privileges panel where you define the access to panels, tabs and pop-up boxes for
each user class

e  Object Access Security panel where you define access to specific objects by user class

e Value Security pop-up from the Product Information panel where you can control selection
of specific products by user class, and object access based on the product

e  Value Security pop-up box in Maintain Codes where you can control selection of specific
code values by user class, and object access based on account Sales Status or Problem
Type

e  Transfer/Reassign Security tab in Set-up Defaults where you can control where objects
can be transferred or reassigned by user class

e Specific processing may be performed based on the Internal Value of the user class

Adding a New User Class

A user class is defined through the Maintain Codes/Code Types panel. A number of values have
been provided with the system but each company can further define the appropriate user classes for
their organization. Refer to the Define Field Values section of this manual for more information.

Internal Processing Related to the User Class

Internal Value Impact
OPER Used to classify non-support personnel who will be logging

incidents from accounts. The Account and Contact fields for a
new incident opened by this user will initially be blank.
Incidents opened by a person with this user class will have a
default Status of ‘INIT’ and the Owner of the incident will
default to the default department.

SUPRT Used to indicate that users with this user class will typically
be logging incidents reported by accounts. The Account and
Contact fields for a new incident opened by this user will
initially be blank.

WFS Used to for identifying different user classes for your accounts
that are using WebFirst.
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Assignment of a User Class
e  Company Personnel panel where you can assign a user to a specific user class

e Account Information panel where you assign an account to a specific user class for access
through WebFirst

e Account Contact panel where you assign a contact to a specific user class for access through
WebFirst
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User Classes Panel

This panel displays the defined user classes and which personnel are assigned to each class. No
entry is allowed on this panel.

Access

You can access this panel by selecting Personnel and User Classes from the menu bar.

Panel Layout

FEUser Classes =] 3
User Classes

Thiz panel shows active perzonnel grouped by Uzer Clazz. To define a new or modifiy an existing User

Clazz, uze the Maintain Codes/Code Types panel “'ou can change a person's User Class using the
Department Personngl List panel.

-3 Administiatar Uzer Class: |Sup|:u:|rt Aalpst
120 Developer

23 Manager Mumber of Entries: 4
127 Marketing User Name | Deqt. |
{20 Operatar Anderzen, Mary Client Services
127 Sales Person Sampson, Mark Client Services

-] Suppart Analyst Farker, Janet Distribution

D 'w'ebFirst Jenking, Allizon Client Services

Panel Elements

Value Tree
Displays a hierarchal list of each User Class and the personnel assigned to that user class.

Personnel List
Displays a list of the personnel assigned to the User Class highlighted in the value tree.
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User Privileges Panel

Access

The access rights to panels, tabs and pop-up boxes for each user class are defined on the User
Privileges panel. The security access for all user classes for all panels, tabs, and pop-up boxes
initially defaults to ‘UPDATE'. The only exception is the Administrative user class. The security
access for this user class defaults to ‘ADMIN'.

You can access this panel by selecting Personnel and User Privileges from the menu bar.

Panel and Pop-up Box Security Levels

There are four levels of security:

ADMIN

The user has standard update access to the panel, tab, or pop-up box as well as additional
privileges for specific panels and pop-up boxes.

The user can update and/or delete all ‘Public’ forms if they have ADMIN access to the
Define Forms panel.

The user can update and/or delete saved queries if they have ADMIN access to the
specific query panel.

The user can update and/or delete saved list box customizations if they have ADMIN
access to the specific panel.

The user can update and/or delete group information if they have ADMIN access to
the Group Information panel.

The user can access any time summary information if they have ADMIN access to the
Department Time Summary panel panel.

The user can perform all types of forecasts in SalesFirst if they have ADMIN access to
the Sales Forecast panel.

The user can clear the Notify Owner/Assignee Flag if they have ADMIN access to the
Incident, Problem, or Sales opportunity panel.

UPDATE

The user has standard update access to the panel, tab, or pop-up box. If there are
Public/Private options, the user can only update the items that they created.

READ

The user has read only access to the panel, tab, or pop-up box.
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e NONE

The user has no access to the panel, tab, or pop-up box. The associated menu options will
be disabled.

Privileges for Related Tabs on a Panel
On some panels, several of the tabs are tied together for screen customization purposes and cannot
be controlled individually through User Privileges. For example, you cannot define different access
for the Main, Details, and Miscellaneous tabs on a panel, or the criteria tabs on the search panels.
The tabs will not be displayed individually in User Privileges. For a panel that has a Main, Details,
and Miscellaneous tabs, you will see ‘Main and Related’ as the tab name. For the search panels,
you will see a single ‘Criteria’ tab name.

However, through screen customization you can hide a specific tab for a User Group.

Multiple Panels with Similar Information
Some access is related to more than one panel and you must define the access in both places. For
example, the Contracts tab of the Account Information panel and the Maintenance Contract panel.
Copying Privileges from One User Class to Another
You can copy the privileges that have been defined for one user class to another user class. This
feature is often used when defining privileges for user classes that have many of the same
privileges.
Menu Bar Choices

Maintain Privileges

Copy Privileges between User Classes

Copy Privileges between User Classes
Displays the Copy Security Between User Classes pop-up box to allow a user to copy the privileges
that have been defined for one user class to another user class.

Common Panel Elements

Button Controls

Apply

Applies the security changes to your machine's memory. Security settings are cached in
memory. If you do not use this button, you need to log out of CustomerFirst and log back in for
the changes to take effect.
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Privileges by Element Tab

This tab is used to define access for one or more user classes by panel, tab and/or pop-up box. You
can select a specific panel, tab, or pop-up box, and then change the access for one or more user
classes.

Panel Layout

r;g Uszer Privileges [ =] I
User Privileges Small]
Privileges by User Class I Current Sparse View I
-=] iAetivity Search = || User Class Mame | Secuiity |
=] Add Members Administrator ADMIN
-1=)| &dd Participants Dreveloper LFDATE
=] &d-Hoc Search —| Manager LUPDATE
=] Alert List tarketing User UPDATE
= p Operatar LFDATE
= i'e[.tMaé"Le”Erce Sales Person UPDATE Bead |
= ﬁwgnet Em tems . Support Analyst UFDATE
=] Associate Custamers To Cantac ‘wiehFirst LUFDATE
5 it Trai dea‘e|
=] Audit Trail Search
[ z Campaign ﬂl
E Campaign List
&= Campaign Phase Mone |
[+ z Campaign Phase Search
[+ z Campaign Search Irherit
&3] z Characteristic Type Setlp —l
=] z Characteriztic Value Set-Up
=] Charges for Renewal
-+=| Compose Letter
=] Contact Activity hd
1| | 3
Panel Elements
Panel Title (UC_Security40.Element_Id)

The title of the panel, tab, or pop-up box. Security will be modified for the highlighted item.

User Class Name (UC_Security40.User_Class_Id)
The name of the User Class. Security for the highlighted user classes will be modified.

Security (UC_Security40.Security _Level _Id)
The level of security that applies to the selected panel, tab, or pop-up box for each User Class.

Button Controls

Read
Sets READ level security for the selected user classes.
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Update
Sets UPDATE level security for the selected user classes.

Admin
Sets ADMIN level security for the selected user classes.

None
Sets NONE level security for the selected user classes.

Inherit

Copies the security for the higher level panel. For example, if a pop-up box is highlighted, the
security from the tab above it will be inherited by the pop-up box. Tabs will inherit the security
from the panel. If you are at the highest level, security will be set back to the default.

RTI Software (6/30/05) 2-9



System Administration

Security

Privileges by User Class Tab

This tab is used to define access for one or more user classes by User Class. You can select a User
Class, and then change the access for one or more panels, tabs, or pop-up boxes.

Panel Layout

r;g User Privileges
User Privileges Zanl]
Privileges by Element | Privileges by Uzer Class £ Curent Sparse Yiew |
-] Admiristrator User Class: I.ﬁ.dministratnl
[Z3 Developer
[ Manager Child Security Element | Security  ~
D b arketing ser Activity Search ADMIM
21 Oporto Ad Paicpan ADMIN —
iy articipants
I Lol AdHor Search ADMIN Bead |
% ST GE 2 Alert List ADMIN
(-0 WwebFirst Alert Maintenance ADMIN
Azsigned Problems ADMIN wl
Aggociate Customers To Contact ADMIN
Audit Trail ADMIN Admin |
Audit Trail Search ADMIM
Campaign ADMIN
Campaign List ADMIN M
Canpaign Phaze ADMIN
Canpaign Phaze Search ADMIN Inherit |
Campaign Search ADMIN
Characteriztic Type Setlp ADMIM
Characteristic WValue Set-Up ADMIN
Charges for Renewal ADMIM
Composze Letter ADMIN =
4| ¥
Panel Elements
User Class (UC_Security40.User_Class_|Id)

The name of the user class. Security will be modified for the highlighted User Class.

Panel Title (UC_Security40.Element_Id)
The title of the panel, tab, or pop-up box. Security for the highlighted items will be modified.

Security (UC_Security40.Security_Level_Id)
The level of security that applies to the selected User Class for each panel, tab, or pop-up box.

Button Controls

Read
Sets READ level security for the selected panels, tabs, or pop-up boxes.
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Update
Sets UPDATE level security for the selected panels, tabs, or pop-up boxes.

Admin
Sets ADMIN level security for the selected panels, tabs, or pop-up boxes.

None
Sets NONE level security for the selected panels, tabs, or pop-up boxes.

Inherit

Copies the security for the higher level panel. For example, if a pop-up box is highlighted, the
security from the tab above it will be inherited by the pop-up box. Tabs will inherit the security
from the panel. If you are at the highest level, security will be set back to the default.
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Current Sparse View Tab

For the user class selected in the User Class field, any security settings that differ from the defaults
will be displayed.

Panel Layout

3 User Privileges

Suppoténapst ]

Panel Elements

User Class (UC_Security40.User_Class_Id)
The name of the user class.

Button Controls

Display
Displays a list of security settings that differ from the default for the selected User Class.
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Copy Security between User Classes Pop-Up Box

This pop-up box allows you to copy security from one User Class to another User Class.

Pop-Up Box Layout

Copy Security between User Classes

Copy Security from; | w |

Copy Security to: | - |

0] ] [ Cancel ]

Pop-Up Box Elements

Copy Security from
The User Class selected in this drop down will be used as the source for the user privileges to be
copied to another User Class.

Copy Security to
The User Class selected in this drop down will be used as the target for the user privileges levels
from the source User Class.

Button Controls

OK
Copies the privileges and closes the pop-up box.

Cancel
Closes the pop-up box without copying the privileges.
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Object Access Security (available in later release of 5.0)

An object is a set of related tables representing an Account, Incident, Problem, Sales Opportunity, or
Campaign Phase. Panel level security can be used to prevent a user from accessing or updating all
objects of a specific type. Object level security is used to limit a user’s access to specific instances of
an object type. For example, a user could be limited to only access incidents owned by the user’s
department, and only update those incidents that the user owns.

The following access is standard:

e  Auser will always have access to the accounts where they appear in a defined relationship
on the Relationships and Notes tab of the Account Information panel.

e If the user is a contact at a customer (e.g Reseller), they will have access to any account
for which they are the Reseller and any account of which they are the Parent.

e  Auser will always have access to the incidents, problems, sales opportunities, and tasks
that he is assigned.

e A participant on an incident, problem, sales opportunity, or task has the same access as
the Owner/Assignee.

e If auser has access to an incident, problem or sales opportunity, he will have access to the
associated tasks.

Elements Used to Control Object Access

Department
A user’s access to specific objects can be controlled based on the access defined for the
Department to which the user belongs.

Account Relationships
A user’s access to specific accounts can also be controlled by the relationships the user has with an
account.

Account Sales Status
A user’s access to specific accounts can also be controlled by the account Sales Status through
Maintain Codes. Refer to the Code Value Access topic for more information.

Product
A user’s access to specific incidents can also be controlled by the Product through security from
Product Information. Refer to the Product Value Access topic for more information.

Incident Type
A user’s access to specific incidents can also be controlled by the Incident Type (Problem Type)
through Maintain Codes. Refer to the Code Value Access topic for more information.
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Object Access Security Panel

To be determined in a later release.
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User Groups

A user group is primarily used to customize panels, pop-up boxes, and list boxes for a particular
group of users, and to define specific access and processing options for those users. Typically, user
groups are associated with certain roles or job responsibilities in the organization. There are two
system defined user groups. Each company can further define the appropriate user groups for their
organization. One or more users may be assigned to a specific user group.

User groups are used in the following places within the system:
e Access to specific tabs and fields through screen customization
e Access to base menu options and tool bar icons on User Group Preferences panel

e  Value Security pop-up box in Maintain Codes where you can control selection of specific
code values by user group

e  Value Security pop-up from the Product Information where you can control selection of
specific products by user group

e  User Group Preferences panel where specific options are defined by user group

Adding a New User Group

The User Group is a code field. New values are added through the Maintain Codes/Code Types
panel. Refer to the Define Field Values section of this manual for more information.

System Defined User Groups

e  The ‘Global’ user group is considered the highest-level group. This group should have the
greatest security access in comparison to other user groups that you may define. For example,
when customizing screens, the ‘Global’ user group would see more fields than another group.

e The ‘Global’ user group is the default User Group. If a user is not assigned to a specific user
group, it is assumed that they belong to the ‘Global’ user group.

e  The ‘WebFirst’ user group is used when customizing the panels and pop-up boxes that your
customers see when they are using WebFirst.

Assignment of a User Group
e  Company Personnel panel where you can assign a user to a specific user group

e Account Information panel where you assign an account to a specific user group for access
through WebFirst
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Product Value Access

You can control which product values users can select in a product related drop down field. Since
different functional areas may use different products, you may have particular values that do not
apply to all users. By using the product security, you can ensure that specific values are only
displayed for selection for the areas that use them.

Product access can be set by User Class, User Group, or Department. You can provide the following
access for a specific product:

e  Entry and Query access
e Only Query access
e No access

Typically you should try to use a single user category for a specific code value. If you use more than
one category you must be careful not to overlap the access rights you define.

You can also control which objects users can access based on the Product associated with the
object. For example, you may want a specific department to only be able to access incidents and
problems for specific products.

Changes to the product value security are effective immediately when a new panel is opened. Active
panels will not recognize the change until the panel is closed and reopened.

Refer to the Products & Equipment section of the CustomerFirst Reference manual or the Products
section of the SalesFirst Reference manual for additional information.
Access

You can access the Value Security pop-up box by clicking the Security button on the Main tab of the
Product Information panel.

RTI Software (6/30/05) 2-17



System Administration Security

Code Value Access

You can control which code values users can select in a drop down field. Since different functional
groups use certain objects (incidents, problems, tasks, etc.) in different ways, you may have values
in certain drop down fields that do not apply to all users. For example, the Professional Services
department may be using an Incident Type (Problem Type) to identify an incident for a new product
implementation at a customer site. The Development and QA departments will not use this value. By
using the code value security, you can ensure that specific values are only displayed for selection for
the department that uses them. By default, code values are available for all users.

In addition, you can control access to accounts based on specific values of the account Sales Status,
and you can control access to incidents and problems based on specific values of the Problem Type.

Code value access can be set by User Class, User Group, or Department. You can provide the
following access for a specific code value:

e  Entry and Query access
e  Only Query access
e No access

Typically you should try to use a single user category for a specific code value. If you use more than
one category you must be careful not to overlap the access rights you define.

Code value security changes will not be effective for current users until they log out of the system
and log back in.

Refer to the Define Field Values section of this manual for additional information.

Access

You can access the Value Security pop-up box by clicking the Security button on the Maintain
Codes/Code Types panel for the highlighted Code Value in the list.
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Reassignment Security

You can identify which users can reassign objects to specific departments defined within the system.
Access can be set by User Class, User Group, or Department.

The reassignment security initially defaults to ‘Yes'.

Access

You can access the Reassign Security tab of the Set-Up Defaults panel by selecting Administration
and Set-Up Defaults from the menu bar.
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System Wide Access Related Options

There are a number of system wide access options defined on the Set-Up Defaults panel that are not
related to any specific type of user. The value selected for the option applies to all users who are
performing an action associated with the option.

The access related options are identified on each tab below. Refer to the Other Setup Options
section of this manual for additional information.

Access

You can access the Set-Up Defaults panel by selecting Administration and Set-Up Defaults from the
menu bar.

% Set-Up Defaults
Set-Up Defaults

B=1[E3

Default Departrment Preferences ] Transfer/Reazzign Security ]
Syzterm Defaults ] Incident Defaults ] Froblem Defaults Mizc. Defaults ]
Syztem Defaulk Options
E-Mail | MS Mai v
Faad: | Other i |
ﬁ Allow attachments to be stored in the databasze: (% Ves Mo
Enable User Help: ies () Mo
Do not take ezcalation action if current date iz more than wark days greater than estimated

escalation date. Mote: If changed the escalation zerver must be restarted.

Sales Opportunity assignment fram Tnmail S erver Contact Tickler azzignment from nmail Server

Department:| v| Department; | v|

Azzignee; | |ﬂ Aszignee: | |ﬂ
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5= Set-Up Defaults
Set-Up Defaults

Default Department Preferences ] Transfer/Reaszian Security
Syztem Defaults Incident Defaults l Problem Defaults Mizc. Defaults ]
Incident Defaulk Options
Default Inc. Type for Incidentz MOT created via CustomerFirst: Huestion w
Default Department: Customer Support "
Time entry iz required for Incidents: O es # Mo
— ’ |Jzers can ovemide Incident open date/time: i es #) Mo

— * Allows incidents to be reopened: () Yes; but anly by Administrators () es; by anpuser (3) Mo
Create Salez Opp. histary records when creating new Incidents: O es #) Mo

Dayz before Incidents it waiting Statuz Reappear in Wwark, ltems:

ADac UWAIT ATASKl:I AResol erify ATempFix

(%) Always set Incident(s) to Fesp when closing the problem,
() Mever set Incident(s] to Fesp Based on closing the problem,

(3 et Incident(s) to Fesp when a product build is created that contains the fis,

s= Set-Up Defaults
Set-Up Defaults

Default Department Preferences l Transfer/Reaszign Security ]
Syztem Defaults ] Incident Defaults ] Froblem Defaults Mizc. Defaults

Account and Contact Default Dphions

— * |Jsers can create new contacts directly via the Contact field: i es &) No
— * Dizplay account Add buttan an Incident: ORI Mo
el [ | [ efie default Contact for Accounts

— * [] Define default Product Refresh for accourts

Taszk Default Options

el [ 3ble: T asking Facilty: (& Yes Mo
Automatically increment T ask Sequence Mumber by
Activity Default Options

— * |Jsers can ovemide Activity Date/Time; OiYes (%) No
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User Group Access Related Options

There are a number of user group access related options defined on the User Group Preferences
panel. The value selected for an option applies to all users in the selected user group who are
performing an action associated with the option. In addition, the base menu options and tool bar
icons can be hidden from this panel if appropriate.

The access related options are identified on each screen below. Refer to the Other Setup Options
section of this manual for additional information.
Access

You can access the User Group Preferences panel by selecting Administration and User Group
Preferences from the menu bar.

';[ User Group Preferences: Global

User Group Preferences: Global

General Pref. l Inc/Prob Pref, ] Sales Pref. ] ] w'ork, Day&] Menus/Toolbars
Drefault View Syztem Options
Default Panel at Login: |Work Center “ | Fie; | v |
Default M avigator Vlew:|.£‘-.ccounts “ | Lt el s e I:I KB
—— ,/hen Selecting Contacts
[]5how contacts for others with the same parent [] 5how parent and reseller contacts
[ 5how personnel working at Account site [ 5how associated contacts

ﬂ Qther Selection

Exclude prospects and prospect contacts in CustomerFirst
[ Limit selection of participants to people within the current user's department.

Activities
Detault Tickler Date on Contact Activiy? (O Yes (33 Mo I:I days out

Time Entry Options

[ &utamatically calculate Tatal Time
[ &llows Biling Code without Other Time
[ &llowy Oitker Time without Billing Code

Default contact ta recipient list; Mo w
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E User Group Preferences: Global

User Group Preferences: Glebal
General Pref.  Inc/Prob Pref. l Salez Pref. ] ] Wwhork Daps | Menus/Toolbars
Incident Related Options
— * ] Allaws New Incident as Operatar ] Show Account 1D on Incident pael

] Do not require Contact on incident
Fill Product Refrezh on Incident panel with: (%) Software only () Hardware Only () Both

Matify user if product has been customized for the incident Account. &) ves (O Na

Default Char. Tope 1: | V| Default Char, Type 2 | V| I
Default Char. Tope 2 | V| Default Char. Type 4: | hd |

vy

Fequire at least one characteristic before clozsing incident

[ Create history record for changes to incident Long Description
] Move history to new problem when linking

Dayz clozed incidents appear in Recent Incidents: I:I

Praoblem Felated Options

[ Create histary recard fior changes to problem Long Description

*3 User Group Preferences: Global

User Group Preferences: Global

General Pref. ] Itwz/Prob Pref. ] Sales Pref. ] ] Wwork Day:  Menus/Toolbars

Application: | CugtarmerFirst hd |

Base Menus & Toolbar lcons
[&n & i menu name indicates that the next character iz underlined)

=5 Base Menus
31 &File
£ Eview Show/Hide
£ &Queries
5] &Tools
5] &windaw
5 #Help
=5 Base Toolbar leons
EE Mew Inc.
B Mew Oper. Inc.
BB New Prob.
B Cont. Act.
fed Open
B save
E5d Refresh B
B Prirt
BB Send
E=d Dial

Tewt Changed To: |

|>

|pdate

£
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Individual User Access Related Options
There are several access related options that are defined at an individual user level.
e  Options on the Company Personnel Panel

— Access to TechSearch
— Access to the PVCS or SourceSafe interface

Refer to the Departments & Personnel section of this manual for additional information.

e  Options on the User Setup Panel

— Access to modify the user Password

—  Access to the Outlook Calendar Interface

— Access to the Alternate Customer Selection pop-up box
— Access to the telephony interface

Refer to the General User Interface section of the CustomerFirst Reference manual or the
SalesFirst Reference manual for additional information.

2-24 RTI Software (6/30/05)



System Administration Security

Account Access Through WebFirst

WebFirst allows your customers to dynamically access the CustomerFirst database over the Web
using standard Web browsers. Based on the access you have provided, your customers can perform
various functions related to incidents, as well as customer and contact information. There are also
several queries available for a customer to view their existing incidents and to search for an answer
or resolution for a particular issue.

Refer to the WebFirst Reference manual for additional information.

Elements to Control WebFirst Access

Login Id
The primary Login ID is the Account ID. In addition, a User ID can be assigned to a specific contact.

Password

A Password must be assigned to the account. An Admin Password can also be assigned to the
account to allow the account to update account related information. In addition, a Password can be
assigned to a specific contact.

Assignment of a User Class
A user class must be assigned to the account. A user class can also be assigned to a contact.

Assignment of a User Group
A user group must be assigned to the account.

Options to Control Product Value Access

Product access is defined by options on the User Group Preference panel. Access is provided based
on the account’s licensed products, shipped products, or all products. You can also use the Value
Security pop-up box from the Product Information panel to control access to a specific product by
User Group or User Class.

Options to Control Code Value Access

There is an Exclude from WebFirst field on the Edit Code Value pop-up box that allows you exclude
a specific code value from WebFirst. You can also use the Value Security pop-up box from the
Maintain Codes/Code Types panel to control access to a specific value by User Group or User
Class.

Option to Control Characteristic Type Access
There is an Exclude from WebFirst field on the Characteristic Type pop-up box that allows you
exclude a specific type from WebFirst.

Public Flags
Public flags can be used to control access to specific incidents, activities, temporary fixes, problems
and problem ‘Close’ events.
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Direct Access for Resellers or Partners

You can provide your partners and resellers direct access to CustomerFirst and/or SalesFirst. In
order to provide the appropriate access, these customers and contacts will also be defined as
departments and personnel within the system.

Direct access is limited to the screens, functionality, and objects that you make available. For a
Reseller it is further limited to the data that is related to themselves and the accounts that they are a
Reseller for.

Setup Requirements

e  The reseller or partner and their relevant contacts must be defined as an account and contacts
within the RTI system.

e  Define one or more user classes as appropriate.

e Define the appropriate user privileges for each User Class.

e  Define the appropriate Object access.

e Define one or more user groups as appropriate.

e  Select User Group options and customize the screens as appropriate.

e  Create a Department and related Personnel from the Account Information panel for the specific
reseller or partner.

e Populate the appropriate fields for Department and Personnel records, such as User Id and
Password.

2-26 RTI Software (6/30/05)



Section 3
]

Departments & Personnel
|



Section 3
]

Departments & Personnel
|



System Administration Departments & Personnel

Table of Contents

OVEBIVIBW ..t ee ettt e e e et e e e e et e e e e e et e e e e e st e e e e e st e eeeesaa e eesssanaeesesanaeeeennnns 1
DEPAITMENT TYPES ..ttt e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e aa e e e e e e e e e e e e as 1
(DT oL U1 41T 01K TP 1
=T =T 0 1] = 1
Y0 o = To (U1 =10 0 T=T o] £SO RSRR 1

Department LiSt PANEI ... oo 3

Company Department Panel ....... ... 5
Y= 1T T = o TR 6
Y = 1) (1o I o OSSP RSRRRN 9

Statistic Properties POP-UP BOX ......uuiieiiiiiiiiieiiee e e e s st e e e e e s s st r e e e e e s st e e e e aeeesssnntaneeeaeeeannsnnneees 11
o - o SRR 13

Department Personnel LiSt PAn€l .........ccoooiiiiiiiiiiiii i e e 14

Company Personnel PAn€l ..........ccoiiii oot 16
=TT 1 1= o 17
PN [0 [T -1 o ISP PSP PPPPPPPPPPRS 20
=TT I o 22

Personnel LISt Panel ... 23

Update Selected Personnel POP-UP BOX......iccciiiiiiiiiieiie e isciiiiiees e e s s s stieeeee s e e e s s snntnneeeeeeessssnnsnneseees 25

FIind Personnel POP-UP BOX .....oouuuiiiiiiiii it e et e e e e e e eeaeaaan e e e e e e eeenennes 27

RTI Software (6/30/06) 3-i



System Administration Departments & Personnel

3-ii RTI Software (6/30/06)



System Administration Departments & Personnel

Overview

Department Types

The Department Type is used to categorize departments within the system. Typically it is used for
searching and reporting purposes. However it is used for internal processing in several cases. The
following predefined department types are provided with the system: ‘Account’, ‘Client Services’,
‘Development’, and ‘Sales’. The value names can be changed.

Department types are defined in Maintain Codes/Code Types. Department types cannot be deleted
but they can be inactivated. Refer to the Code Values topic of the Define Field Values section of this
manual for additional information.

Departments

Departments in CustomerFirst or SalesFirst generally reflect the departments within your
organization. However, departments can also be defined to create queues. For example, a
department of ‘Enhancements’ may be defined to assign all enhancement requests to this queue
until they are ready to be assigned to an actual department or individual within your organization.
The following predefined departments are provided with the system: ‘Customer Support’,
‘Development’ and ‘Sales’. The department names can be changed.

In addition, a department and personnel can be created for a specific account such as a reseller or
partner in order to provide them with direct access to CustomerFirst or SalesFirst. Using the Create
Department/Personnel menu option from the Account Information panel, a user can create a
department and the related personnel for the account and its related contacts. A field in the
department record and the personnel records identifies that it was created from an account.

Personnel

Each user of CustomerFirst or SalesFirst must be setup within a department in the database.
Personnel who are not users of the system can also be defined without a User Id and Password so
that they can still be selected as the contact for internal issues.

A Personnel Import is available that allows you to import the people within a department. Refer to
Data Imports section of this manual for additional information.

Setup Requirements

e A Department Type is required to add a new department. The appropriate Department Type
values should be defined before you add new departments. Refer to the Code Values topic of
the Define Field Values section of this manual.

e If you are going to maintain address information for a department or user and you want to
identify the country, values for the Country field must be defined. Refer to the Define Field
Values section of this manual.

e A User Group can be defined for a department or a user. If no user group is defined, the ‘Global’
user group will be used. Refer to the Security section of this manual.
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A User Class is required to add a new user. Some system defined values are provided. The
appropriate user class values should be defined before you add personnel. Refer to the Security
section of this manual for additional information.

A User Id and Password is required for a user to access the system. If possible identify how you
want to define the user ids before you add personnel. Do you want to use your current network
ids or some other standard identifier? The field is 20 characters.
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Department List Panel

This panel displays a list of the departments that have been defined. From this panel you can access
the Company Department panel to add new departments or update the existing ones.

From this panel you can also access the Department Personnel List that allows you to add a new
person for a specific department or access the Company Personnel panel for an existing person.
Access

To access this panel select Personnel and Department List from the menu bar.

Panel Layout

& Department List | | |.'|:| | &|
[ Include Inactive Cepartment]s] Entries: 10
Dept. |d| Dept. Mame Type Uszer Group | |nactive Flag Dept. Manager | Al 1 Manager Al 2
130 Custormer Support Client Services Johnzon, Mike
140  Development Development Adamz, John
151 Distribution Other Johnzon, Mike
155  Enhancements Otk
154 Marketing Sales Rewnolds, Mancy
145 0aA Development Powers, Diane | Open Personnel List §
180 Sales Sales O'Malley, Jeszsica
153 Sales Support Sales M elzon, Andrew
186 Telemarketing Sales Reynolds, MNanoy
152 Training/Documentation  Other tartin, Diane

|
| ™
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Panel Elements

List Box
Displays a list of the actual departments and queues defined for your organization.

Include Inactive Department(s)
If checked, the inactive departments will be displayed in the list box.

Entries
The number of line items displayed in the list box.

List Box Button Controls

Add Dept.
Displays the Company Department panel to add a new department.

Open Dept.
Displays the Company Department panel for the highlighted department. From this pop-up
box the user can update information for the department.

Open Personnel List
Displays the Department Personnel List panel for the highlighted department.
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Company Department Panel
This panel is used to add a new department or update an existing department.

A department can be inactivated but it cannot be deleted.

System Processing

e When a new department is added, the system will automatically create a new account record for
the department. The Account ID will be DEPT$$<<Department ID>>. The Account Type will be
‘Internal Department’. This allows an incident to be opened for a department. The department
name can be selected in the Account field. A field in the account record identifies that it was
created when adding a department.

e When a department is inactivated, the personnel in the department are also inactivated.

e When a department is inactivated, the associated account and contacts are also inactivated.
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Main Tab

This tab contains the primary information about a department.

Panel Layout

] Companey Department: Customer Support

M ain ]Statistics] Mizc. ]

Department Manne: | Custorner Support

Department Type: | Client Services

Jzer Group: |

Industrg: |

Address

kM anager:

Alt 1 Manager
Alt 2 Manager:
Al 3 Manager

|J0hnsnn, Mike

|ﬂ [ JInactive

| ﬂ Added Wia Account

]

]

Address 1:

Address 2

Address 3

Comments: =l

Address 4

Address &

City:

State/Province:

Poztal Code:

Country: |

FPhone: |

Fas |

Panel Elements

Department Name (Department.Department_Name)

The name of a department. This must be a unique name. If a department name is changed, it will be
changed for all historical records that reference the department. This field is required. This can also
be updated from the Account Information panel for the associated account.

Department Type (Department.Departmt_Type_Id)

The type of department. It is typically used to categorize departments within the system for searching
and reporting purposes. Valid values are defined through Maintain Codes/Code Types for
Department_Type_Id. This field is required. The following department types are used by the system
for specific processing.
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CSs All departments that have a Department Type with this Internal Value are
included in the Support Center drop down field on the Account Information panel.

SALES All departments that have a Department Type with this Internal Value are
displayed in the Sales Region and Support Center drop down field on Account
Information panel.

ACCT All departments that have a Department Type with this Internal Value are
Departments that were created from the Account Information panel. This type
cannot be modified.

User Group (Department.Group_Pref_Id)

Identifies the User Group for the department. If this is left blank, the ‘Global’ user group is used. The
user group for each person in the department will default to the value in this field. Valid values are
defined through Maintain Codes/Code Types for User_Group_Id.

Industry (Department.Sic_Code_Id)

This is used in conjunction with the Industry on the Account Information panel when creating Report
28: Organizational Summary Report. Valid values are defined through Maintain Codes/Code Types
under the Industry_Code_Id.

Manager (Department.Manager_Id)

The name of the supervisor of the department. The name must be a valid name in the database.
When a department is initially set up, this field is left blank until users are setup within the
department.

The Manager of a department has additional access to sales projections, the Sales Forecast query,
and the Individual and Department Time Summaries. In addition, the Manager of a department will
receive e-mail messages when an item is assigned to the department rather than an individual within
the department.

Alt 1-3 Manager (Department.Alt1-3_Manger_Id)
Identifies the alternate department managers for the department. These fields are used to provide
additional manager level access to the following:

—  Department Time Summary & Individual Time Summary panels
—  Sales Forecast panel

Inactive (Department.Active_Flag)

Indicates that the department is no longer active. If a department is marked as inactive, the
department will not appear for selection in drop down lists. When a department is inactivated, all
personnel in the department are also inactivated, as well as the associated account and contacts.
This can also be updated from the Account Information panel for the associated account.

Added Via Account (Department.Added_Via_Acct)
If checked, indicates that the department was created from the Account Information panel.

Address 1-5 (Address.Linel-5)
The address for the department. This can also be updated from the Account Information panel for
the associated account.
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City (Address.City)
The city where the department is located. This can also be updated from the Account Information
panel for the associated account.

State/Province (Address.State)
The state or province where the department is located. This can also be updated from the Account
Information panel for the associated account.

Postal Code (Address.Zip)
The postal code or zip code where the department is located. This can also be updated from the
Account Information panel for the associated account.

Country (Address.Country_Id)
Name of the country where the department is located. Valid values are defined through the Country
List. This can also be updated from the Account Information panel for the associated account.

Phone (Address.Company_Phone)
The phone number for the department. This can also be updated from the Account Information panel
for the associated account.

FAX (Address.Company_Fax.Phone)
The fax number for the department. This can also be updated from the Account Information panel for
the associated account.

Comments (Department.Comments)
User defined comments to provide additional information about the department. This can also be
updated from the Account Information panel for the associated account.
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Statistics Tab

This tab identifies the specific statistics that will be displayed in the Current Statistics in the Navigator
for users in the department. When the user double clicks on a Current Statistic a list of the specific
objects that make up the value are displayed. A statistic can be displayed for all users in the
department or only the managers of the department. You can also require that a statistic be
displayed.

RTI has provided a number of predefined statistics that can be used. Additional statistics can be

created using the RTI SQL Search. When a query is saved from the RTI SQL Search panel you can
indicate if it is to be used as a statistic. It will then be available for selection from this tab.

Panel Layout

5 Companey Department: Customer Support

Main  Statisticz ] hizc. ]
Statistics for thiz Department Entries; 1
Hame Min. Interval  For Jger ForManager Beguired  Owner Description
Open Unowned Incidents for Dept [T Ay Count of open incidents ﬂ
¥
¢ | >
Avwailable Statistics Entries:  5A

Mame Interval Threshaold | Owrer A

Open Unowned Tazks for Dept 15

Open Incidents with Priority of "Hot' for Dept 5 Add far Dept.
Open Unowned Problems for Dept 5

Open Unowned Sales Oppartunities for Dept 5 —

Open Incidents with Severity of 'Critical Impact’ for Dept 5

Open Sales Oppz with Projections with Miszed Close Date for Dept G600

Inzidents Closed Today for Dept 5

Incidents Opened Today for Dept ]

Open Incidents with SLA Time Leszs than 1 Howr for Dept 10

Open Incidents with Seserity of 'Critical Impact’ for Dept Type ]

Open Problems with Sesverity of 'Critical Impact’ for Dept ]

Open Problems with Sesverity of 'Critical Impact’ for Dept Type ]

Open T azks with Severity of ‘Critical Impact’ for Dept 15

Open T azks with Severity of ‘Critical Impact’ for Dept Type 15

Open Unowned Sales Opportunities for Dept Tppe ] -
4 | ¥
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Panel Elements

Statistics for this Department

Displays a list of the statistics that will be displayed in the Current Statistics in the Navigator for users

in this department. The statistics will be displayed in the Current Statistics in the order that they are
displayed in this list box.

Entries
The number of items displayed in the list box.

List Box Button Controls

Arrow Keys
Moves the highlighted statistic up or down in the list box.

Remove Statistic
Removes the highlighted statistic in the list box.

Properties

Displays the Statistic Properties pop-up box where specific options can be defined for the
statistic.

Available Statistics
Displays a list of the statistics that can be displayed in the Current Statistics in the Navigator for
users in this department.

Entries
The number of items displayed in the list box.

List Box Button Controls

Add for Dept.
Adds the highlighted statistic in this list box to the Statistics for this Department list box.
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Statistic Properties Pop-up Box

This pop-up box allows specific options to be defined for the statistic selected in the Statistics for this
Department list box.

An individual user can update the Refresh Interval, Threshold Value and colors for an available
statistic from the User Setup panel.

Pop-Up Box Layout

Statistic Properties

[ Required for users

Dizplay for uzers
Display for Manager and Al Managers

Refrezh Interval in Minutez. The Minimum is

Threshald % alue: | | [Ehange EDIDr]
M armal 4 alue Color
( OF., | [ Cancel ]

Pop-Up Box Elements

Required for users
If checked, this statistic will always be displayed for the users in this department. A user cannot
remove the statistic from the User Setup panel.

Display for users
If checked, this statistic will be displayed for the users in this department that are not defined as the
Manager or an Alt Manager. This field is checked by default.

Display for users
If checked, this statistic will be displayed for the users in this department that are defined as the
Manager or an Alt Manager. This field is checked by default.

Refresh Interval in Minutes

Identifies how often the query should be run to refresh the statistic value. This interval must be 5
minutes or greater.

Threshold Value

Allows the user to identify a specific value for the statistic at which time the color will be changed in
the Navigator to the color selected. The color of the value in this field identifies the color that will be
used in the Current Statistics in the Navigator.

Change Color button

Displays the Color pop-up box that allows a color to be selected for the statistic when the
Threshold Value is met.
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Normal Value Color
The color of this label identifies the color that will be used in the Current Statistics in the Navigator for

a normal value for the statistic.
Change Color button
Displays the Color pop-up box that allows a color to be selected for a normal value for the
statistic.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.

Cancel
Closes the pop-up box without saving any changes.
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Misc. Tab

This tab contains user defined miscellaneous fields that allow you to define information that is
required by your organization. Through screen customization these field labels can be changed to
indicate the purpose of the field. Refer to the Screen & List Box Customization section of this manual
for additional information.

Panel Layout

E Companey Department: Customer Support

GET ] Statistice  Mizc. ]
Mize.
Mizc. Edit 1; | | Mize. Drop. 1: | vl
Mizc. Edit 2 | | Mize. Dirop. & | vl
Misc. Edit3 | | Misc.Diop. 3| v/
Mizc. Edit 4: | | Mizc. Drop. 4: | vl
Panel Elements
Misc. Edit 1-4 (Department.Misc1-4)

User defined miscellaneous text fields to provide additional information about the department.

Misc. Drop 1-4 (Department.Misc_Dropdown1-4)
User defined miscellaneous drop down fields to provide additional information about the department.
Valid values are defined in Maintain Codes/Code types for Dept_Misc1-4 _Id.
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Department Personnel List Panel

This panel displays the personnel in a specific department. From this panel you can access the
Company Personnel pop-up box to add a new person or update an existing one.

Access
This panel is accessed from the Department List panel. Select Department List and Department

Personnel List from the menu bar, or double click on the specific department in the list box.

Panel Layout

F1 Department Personnel List: Client Services

Department Personnel List: Client Services
[ Show Temparary Personnel Mumber af Enlries: g
M arme Inact | User Class Uszer Growp | Mo Searches . TechSearch User
Andersen, Mary Suppart Analyst
Beamizh, Deb Adminiztrator
Boviz, Andrea Adrniniztrator
Hanzan, Faul I anager
Kubacki, Randy Adminiztrator
Larzon, Sue Operator
Sampsan, Mark Suppart Analyst Add
czm, admin Adminiztrator
< | >

Panel Elements

List Box
Displays a list of the personnel defined for the selected Department.

Show Temporary Personnel

If checked, all personnel within the department are displayed in the list box. If the checkbox is
not checked, then people that have the Temporary Personnel field checked on their personnel
record will not displayed.

Number of Entries
The number of users displayed in the list box.
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List Box Button Controls

Add

Displays the Company Personnel pop-up box for the user to add a new person in the
selected Department.

Update

Displays the Company Personnel pop-up box for the selected person so that the

information can be updated. This button is disabled if there are no users defined for the
selected Department.
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Company Personnel Panel

The Company Personnel panel is used to track information about the personnel within your
organization.

A person can be added to only one department. However, a person can be moved from one
department to another.

A person can be inactivated but cannot be deleted.

System Processing

e  When a new person is added to a Department, the system will automatically create a new
contact record. The Contact will be associated with the Account record for the person’s
Department. This allows an incident to be opened for a specific user. The user name can be
selected in the Contact field. A field in the contact record identifies that it was created when
adding personnel.

e When a person is inactivated, the associated contact is also inactivated.

Common Panel Elements
Panel Button Controls

OK
Saves the current changes and closes the panel.

Add
Saves the information on the panel and clears the panel to allow entry of a new person.

Cancel
Closes the panel without saving any changes.
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Main Tab

This tab contains the primary information for a person.

Panel Layout

F1 Company Personnel

td ain l.&ddress] iz ]

First Marne: | | Ferzon 1D: |35 |
Lazt Mame: | | Department: w
Title: | | Usger Clazs: w
Perzan Role: | w | Uzer Group: | w |
Date Created: 1/12/2005 Added Via Contact [ TechSearch User

S I:l [ Temporam Personnel
=Oriact 1 = [ Do rot show for searches
Termination [ ate: [] This employes iz inactive

Phone Mumber: | | E-Mail Address: | |
Mabile Phone: | | &1 E-Mail Addr.: | |
Beeper Mumber: | | Alt 2 E-bail Addr.: | |
Fés Humber: | | Location: | |

Comments: =

Uszer ID: | |

Pagzzword: | |

SCI Options
(%) Mone () PYECS User () SourceSafe User

[ ok J| add [ Ccancel

Panel Elements

First Name (Personnel.First_Name)
The person's first name. This field is required. This can also be updated from the Account Contact
panel for the associated contact.

Last Name (Personnel.Last_Name)
The person's last name. This field is required. This can also be updated from the Account Contact
panel for the associated contact.

Title (Personnel.Title)
The person’s job title.
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Person Role (Personnel.Personnel_Role_Id)
The person’s role within the organization. Valid values are defined through Maintain Codes/Code
Types in Personnel_Role_id.

Person ID (Personnel.Person_ld)

The unique id for this person. The system automatically assigns this number but it can be overridden
if you wish to assign your own identification. This field is disabled if you are updating an existing
person. This field is required.

Department (Personnel.Department_Id)
The department to which this person belongs. This field is required.

User Class (User_Profile.User_Class_Id)

Panel security access for the person. A person's user class defines what panels, tabs, and pop-up
boxes can be accessed. The user class could also be used to control access to code values and
product values. Valid values are defined through Maintain Codes/Code Types in User_Cls_Name_|d.
This field is required.

User Group (Personnel.Group_Pref_Id)

The user group to which this person belongs. If this field is left blank, the user group defined for the
Department will be used. If that field is also blank, the ‘Global’ user group will be used. Valid values
are defined in Maintain Codes/Code Types in User_Group_Id.

Date Created (Personnel.Date_Created)
The date this record was added to the database. This is a read-only field.

Add Via Contact (Personnel.Added_Via_Cont)
If checked, indicates that the personnel record was created from the associated contact record. This
is a read-only field.

Contact ID (Personnel.Cust_Person_Id)
This is the ID for the associated contact record. This is a read-only field.

Termination Date (Personnel.Termination_Date)
The effective date of termination.

This employee is inactive (Personnel.Employee_Status)

Indicates that the person is no longer an active user in the database. If a person is marked as
inactive, the person will not appear for selection in drop down lists except for ad-hoc searches. The
person will not be able to log into the system. When an employee is inactivated the associated
contact is also inactivated.

TechSearch User (User_Profile.TechSearch_User)
If checked, indicates that the user will have access to an available TechSearch license when he logs
into CustomerFirst or SalesFirst.

Temporary Personnel (Personnel. Temporary_Person)
If checked, indicates that the user is a temporary user of the system.

Do not show for searches (Personnel.Std_Selection)
If checked, this person will not be displayed in any of the drop down lists for the personnel related
fields in ad-hoc searches or queries.
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Phone Number (Personnel.Phone_Number)
The individual's phone number. This can also be updated from the Account Contact panel for the
associated contact.

Mobile Phone (Personnel.Mobile_Phone)
The person's mobile telephone number. This can also be updated from the Account Contact panel
for the associated contact.

Beeper Number (Personnel.Beeper_Number)
The individual's beeper or pager number.

FAX Number (Personnel.Fax_Phone)
The individual's fax number. This can also be updated from the Account Contact panel for the
associated contact.

E-Mail Address (Personnel.E_Mail_Address)
The individual's primary e-mail address. This can also be updated from the Account Contact panel
for the associated contact.

Alt 1-2 E-Mail Addr (Personnel.Alt1-2_E-Mail_Addr)
Alternate e-mail addresses for the person. Escalation rules can be created that send messages to
the alternate e-mail addresses.

Location (Personnel.Location)
The location of this person. This can also be updated from the Account Contact panel for the
associated contact.

User ID (User_Profile.User_Id)
The ID that the individual will use in conjunction with the Password to log into the system. This ID
must be unique. Typically the person's network ID is used.

Password (User_Profile.Password)
The password that the individual will use in conjunction with the User ID to log into the system.

Comments (Personnel.Comments)
Can be used to enter additional information about the person. This can also be updated from the
Account Contact panel for the associated contact.

SCI Options
The Source Control Interface options.
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Address Tab

This tab contains the address information for a person.

When a new person is added, all fields on this tab default to the corresponding information from the
department to which the person belongs. The Sync with Department checkbox will be checked. If the
Sync with Department checkbox is unchecked, the address information can be modified.

If the person’s address is the same as the department’s address (the addresses are synchronized),
then the mailing (Address_Id), billing (Bill_Address_Id), and shipping (Ship_Address_Id) for the
person are the same as the department’s. The mailing (Address_Id), billing (Bill_Address_lId), and
shipping (Ship_Address_Id) are always the same for the person and the associated contact record.

Panel Layout

F Company Personnel

Main  Address lMisc ]

Sync with Department

Address 1

Addresz 2

Address 4

Addresz 5

a

|
Lddress 3 |
N

N

|

City:

State/Prow.: |

Postal Code: |

Country:

[ ok J[ add [ cancel
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Panel Elements

Sync with Department (checkbox)

If this check box is checked, the person’s address is synchronized with the address of the
department to which the person belongs. When this checkbox is checked, all fields on this tab are
disabled. This can also be updated from the Account Contact panel for the associated contact.

Address 1-5 (Address.Linel-5)
The address for the person. This can also be updated from the Account Contact panel for the
associated contact.

City (Address.City)
The city where the person is located. This can also be updated from the Account Contact panel for
the associated contact.

State/Prov. (Address.State)
The state or province where the person is located. This can also be updated from the Account
Contact panel for the associated contact.

Postal Code (Address.Zip)
The postal code or zip code where the person is located. This can also be updated from the Account
Contact panel for the associated contact.

Country (Address.Country_Id)
Name of the country where the person is located. This can also be updated from the Account
Contact panel for the associated contact.
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Misc. Tab

This tab allows you to define specific information that is required by your organization. Through
screen customization these field labels can be changed to indicate the purpose of the field. Refer to
the Screen & List Box Customization section of this manual for additional information.

Panel Layout

1 Company Personnel Z E|E|

kain ].-’-‘«cldress Misc

Mizc: Edits Mizz Dropdons

Mizz 1; | | Misc. Dropdown 1 | v|
Mizc 2 | | Misc. Dropdown 2; | w |
iz 3 | | Mize. Dropdown 3; | w |
Mizc 4 | | Mize. Dropdowe 4: | w |
iz Dates

Mizc. Date 1:
Mizc. Date 2

ok [ add ][ Cancel

Panel Elements

Misc. 1-4 (Personnel.Misc1-4)
User defined miscellaneous text fields to provide additional information about this person.

Misc. Dropdown1-4 (Personnel.Misc_Dropdown1-4_1d)
User defined miscellaneous drop down fields to provide additional information about the person.
Valid values are defined on the Maintain Codes/Code Types panel for Pers_Misc_Dropdown1-4_Id.

Misc. Date 1-2 (Personnel.Misc_Datel1-2)
User defined miscellaneous date fields to provide additional information about the account. If
entered, a date must be entered in a valid format.
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Personnel List Panel

The Personnel List panel displays a complete list of all users in the system.

From the list you can select multiple people at one time and change their Department, User Group,
User Class, and the Inactive flag using the Update Multiple button.

Access

To access this panel select Personnel and Personnel List from the menu bar.

Panel Layout

F1 Personnel List

[ Include Inactive Personnel Entries; 26
Mame Department Inactive | User Class User Group TechSearch User Mo Searct
Adamz, John Development M anager
Andersen, Mary Customer Suppart Support A fatGeizen
Ausztin, Kathy A Developer
Beamizh, Deb Customer Suppart Adminiztrator pen Tersan
Boviz, Andiea Customer Support Adriniztrator
Carver, Tim Sales Sales Perzon
Hanower, Kelly Training/D ocumentation Support An...
Hanzon, Jack Development Developer
Harper, Fevin Telemarketing Sales Perzon
Hendersen, Mick  Marketing Sales Perzon
Jahnzon, Mike Cuztarner Support Manager
Larzon, Sue Cuztomer Support Operator
Larzon, David Training,/T ocumentation Suppart An...
M artin, Diane TrainingD ocumentation Support &n...
M azon, Karen Developrient Developer
Mevers, Jane Sales Support Sales Perzon
Melzon, Andrew Sales Support Sales Perzon
Mewsome, Max Sales Sales Perzon
O'Malley, Jeszsica  Sales b anager
Parker, Janet Diztribution Support &n...
Peterzen, Sharon  Telemarketing Sales Perzon
Powers, Diane A M anager
Reynoldz, Hancy  Marketing Sales Perzon
Sampzon, Mark Customer Support Support An...
Thompson, Steve A Developer
cam, admin Cuztarner Support Adriniztrator
¢ >
Comments: =)

Panel Elements

List Box

Displays a list of personnel defined within the system.
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Include Inactive Personnel
If this field is checked, the inactive personnel will be displayed in the list box.

Entries
The number of users displayed in the list box.

Related Information

Comments
The comments associated with the person selected in the list box.

List Box Button Controls

Add
Displays the Company Personnel panel to allow entry of a new user.

Update Multiple

Allows the user to update specific information for multiple people at one time. If only one
user is selected in the list box then this button is disabled. If more than one user is selected
when this button is clicked, the Update Selected Personnel pop-up box is displayed.
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Update Selected Personnel Pop-Up Box

This pop-up box allows the user to update the Department, User Class, User Group, and the Inactive
flag for multiple people at one time.

Pop-Up Box Layout

Update Selected Personnel

Department: | w |
ser Class: | w |
zer Group: | W |

tdark Selected Personnel Az
[ &ctive [T Inactive

tark Selected Personnel Az

] TechSearch User [IMon-TechSearch User

[ 0K ] [ Cancel

Pop-Up Box Elements

Department (Personnel.Department_lId)
Displays a list of all active departments in the system.

User Class (User_Profile.User_Class_Id)
Displays a list of all active User Classes in the system.

User Group (Personnel.Group_Pref_lId)

Displays a list of all active User Groups.

Active (Checkbox) (Personnel.Employee_Status)

If checked, the This employee is inactive checkbox on the Company Personnel pop-up will be
unchecked.

Inactive (Checkbox) (Personnel. Employee_Status)

If checked, the This employee is inactive checkbox on the Company Personnel pop-up will be
checked.

TechSearch User (Checkbox) (User_Profile.TechSearch_User)

If checked, the TechSearch User checkbox on the Company Personnel pop-up will be checked.

Non-TechSearch User (Checkbox) (User_Profile.TechSearch_User)
If checked, the TechSearch User checkbox on the Company Personnel pop-up will be unchecked.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.
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Cancel
Closes the pop-up box without saving any changes.
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Find Personnel Pop-Up Box

This pop-up box allows the user to select a person based upon specific criteria. This can be
accessed from any person field, such as Owner, Assignee, Salesperson, Participant, etc.

Pop-Up Box Layout

Find Personnel [g|
Full Mame [Last, First]: | | Department; | V|
Last Hame: | | City: | |
First M ame: | | State/Prov.: | |
FPhone: | | Coauntry: w
tabile: | | Poztal Code:

Email: | |

(] Show T emporany Persannel
Department Last Mame  First Wame  Address1 | Address 2 City | State/Frov. | Countr #
Client Services Anderzen  Mary _4
Client Services Beamizh Deb
Client Services Boviz Andiea
Client Services csm admin
Client Services Hanszon Paul
Client Services Kubacki Fiandy had
S Ed

(]S ] [ Cancel

Pop-Up Box Elements

Full Name (Last, First)
This field allows the user to search on both the first and last name of a person at the same time. This
field is in the format LastName, FirstName.

Last Name (Personnel.Last_Name)

The last name of the contact that you want to open. If you enter any characters in the Name field
before a comma (,) on the panel that you accessed the Find Personnel pop-up box from, those
characters will default into this field.

First Name (Personnel.First_Name)

The first name of the contact that you want to open. If you enter any characters in the Name field
after a comma (,) on the panel that you accessed the Find Personnel pop-up box from, those
characters will default into this field.

Phone (Personnel.Phone_Number)
The person’s phone number.

Mobile (Personnel.Mobile_Phone)
The person’s mobile telephone number.

E-Mail (Personnel.E_Mail_Address)
The person’s phone number.
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City (Address.City)
The name of the city in which the person’s mailing address is located.

State/Prov. (Address.State)
The name of the state in which the person’s mailing address is located.

Country (Address.Country_Id)
The country in which the person’s mailing address is located.

Postal Code (Address.Zip)
The postal or zip code in which the person’s mailing address is located.

Show Temporary Personnel (checkbox)

If checked, all active personnel that meet the other criteria on the pop-up box are displayed when the
Find button is clicked. If the checkbox is not checked, then people that have the Temporary
Personnel field checked on their personnel record are not included.

Active Only (checkbox)
If checked, only active personnel that meet the other selection criteria are displayed. This field is
currently always checked.

List Box
This list box displays a list of the personnel that match the criteria entered.

Pop-up Button Controls

Find
Performs a search of all personnel that meet the selected criteria on the Find Personnel pop-up
box.

OK
Passes the selected person to the Name field on the invoking panel in the format Last Name,
First Name.

Cancel
Closes the Find Personnel pop-up box.
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Screen Customization

The panels and pop-up boxes used within the system can be customized to satisfy specific
requirements for your organization.

With the exception of field label changes which can be done at a system level, all screen
customizations are defined by User Group. The ‘Global’ user group should have the greatest access
and include the company wide changes. Other user groups can be defined to provide more limited
access. When a change is made for the ‘Global’ user group, the change will be made for all other
user groups unless the specific item has already been customized for the user group.

Screen customizations can be copied from one user group to another user group. This includes all
screen customizations made through the Customizing Panel Template panel.

Types of Screen Customization

Change the name of base menu options or tool bar icons
Hide base menu options or tool bar icons
Change the title of a panel or pop-up box
Change the screen size

Change a tab name

Change the order of the tabs

Hide a tab

Change a field label

Change the color of a label

Add a user defined label

Hide or disable a field

Add a default value for a field

Make a field required

Move, size and align fields

Hidden Elements by Default

On many of the panels with tabs one or more blank tabs are provided for the panel. The tabs
are hidden by default. The tabs were provided to make it easier to move items off of other tabs,
or to move fields to the tab for a specific purpose.

There are miscellaneous fields hidden by default on the Close Incident pop-up and the Close
Problem pop-up.

New Product Releases

Screen customizations are stored in the RTI Customizations table in the database. Typically when
you upgrade to a new release your screen customizations are not affected. However, if a panel is
actually modified as a part of the new release then the location of fields could be impacted.
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Setup Requirements

The user who is going to complete the screen customization must have ADMIN or UPDATE
access to the following panels.

— Maintain Table and Column Information panel to modify a field label at the system level
— User Group Preferences panel to modify base menu options and tool bar icons

— Layout Changes panel, Layout Mode panel, and the panel being customized to make
changes to a specific panel or pop-up box

Refer to the Security section of this manual for additional information.

In order to complete screen customization for a new user group, the user group must be defined
first. Refer to the Security section of this manual for additional information.
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Change Field Label at System Level

The name of a field can be changed in the user interface. For example, if your organization is using
specific miscellaneous fields on the Misc. 1 tab of the Account Information panel, you can rename
the fields to provide meaningful labels.

You can identify a single label for a field to be used on panels and list boxes, or you can define one
label to be used on the panels and pop-ups, and a separate label to be used in the list boxes.
Separate labels can be beneficial if you want to shorten the label in the list boxes for viewing
purposes. The label changes at the system level are specific to the table for which they were made.

Not all labels can be changed or should be changed at the system level.

—  On the Maintain Table and Column Information panel, if a field appears in the Columns list
only as an ID field, the related field cannot currently be changed at the system level.

— Changes made at the system level to the history related columns will be reflected on the
related panels and/or pop-up boxes such as an activity, but will not be shown on the
History tabs of the Incident, Problem, and Task panels. A number of the columns are
shared by the objects on the History tab and as a result cannot be defined at the system
level. A column can be modified for a History tab through screen customization but the
change will be shown on all three of the history tabs.

— Labels for columns in the License_ltem table should not be changed at the system level.
The columns in this table are used for both licenses and maintenance contracts. A label
change would typically not apply to both.

— Many of the labels for columns in the Work_Items table should not be changed to be
related to a specific object. Columns in this table are used for multiple objects. A label
change may not apply to all objects.

If appropriate, a field label can also be modified for a specific panel, pop-up box, or list box through
customization for the specific screen.
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Maintain Table and Column Information Panel

From this panel you can select the specific field for which you want to change the label. The columns
(fields) for the selected table are displayed.

Access
To access this panel, from System Administration select Administration and Database Related and

Maintain Table/Column Info from the menu bar.

Panel Layout

ﬂ‘ Maintain Table and Column Information

Tables: Murmber of Entries: 217

Tahble Audit | External Mame i
ACTMWE_USER
ADDRESS
ALIAS_MOTE_ID
ASSOCIATED_CUST
ATTACH_DETAIL Update
ATTACHMENT
AUTO_EMAIL_FORM

CALEMDAR

CaMPAIGN

CaMPAIGN_PHASE

CARRIER

CARRIER_SERMICE

CHaAR_%AL_SYMOMYR

CHARACTER_TYFE

W

Columns:

Colurnr External Mame | Listbox Column Heading | Locked A
ACTIOM_TAE..

APPSRY_IP A

APPSRY_PORT 3
CHECK_MLIM...
CHECK_STRI...
EMFORCE_LO...

Panel Elements

Tables List Box
Displays a list of the tables within the database.

Number of Entries
The number of tables displayed in the Tables list box.

List Box Button Controls
Update

Displays the Update Table Information pop-up box to allow the user to set the audit flag on.
This is not related to screen customization.
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Columns List Box
Displays a list of the columns in the table selected in the Tables list box.

List Box Button Controls
Update

Displays the Update Column Information pop-up box to allow the user to modify the field
label.
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Update Column Information Pop-Up Box

From this pop-up you can identify a single label for a field to be used on panels and list boxes, or you
can define one label to be used on the panels and pop-ups, and a separate label to be used in the
list boxes.

Pop-Up Box Layout

Update Column Information

Tahble Id: 12

Table Mame: CUSTOMER_CSHM
Colurnr Id: 11628

Caolurmn Mame: MISC_DROFPDOWMNI

Euternal Mame: | |

Ligtbow Column Heading:| |

I Ok ] [ Cancel ]

Table Id
The unique identifier of the table to which the column belongs.

Table Name
The name of the table to which the column belongs.

Column Id
The unique identifier of the column.

Column Name
The name of the column as it appears in the database.

External Name
The alternate name for the column used on panels, pop-up boxes and Pivot Tables. It is also used in
list boxes if the Listbox Column Heading field is blank.

Listbox Column Heading
The alternate name for the column used in list boxes.

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Modify Base Menu Options and Tool Bar Icons

The base menu options and tool bar icons on the left side of a panel are standard items that are
typically always displayed regardless of what specific panel is active. If appropriate, these items can
be renamed or hidden by user group on the Menus/Toolbars tab of the User Group Preference
panel.

Refer to the Other Setup Options section of this manual for additional information.
Access
To access this panel, from System Administration select Administration and User Group Preferences

from the menu bar.

Panel Layout

% User Group Preferences: Global

User Group Preferences: Global

aeneral Pref. ] Inc/Prob Pref. ] Sales Pref. ] ] Wwhork Dapz  Menus/Toolbars

Application: | CustomerFirst A |

Baze Menus & Toolbar lcons:
[An & in menu name indicates that the next character iz underlined)

=5 Base Menus
[£51 &File
= &iew Show/Hide
£ &Queries
[£5] &Taols
£ #window
£ &Help
=2 Base Toolbar leons
EEd Mew Inc.
EEd Mew Oper. Inc.
EEd Mew Prab,
B Cont. act.
EEd Open
T
EEd Refresh o
EEd Print
EEd 5end
B4 Dial

Text Changed To: |

|

Update

£

RTI Software (11/30/06) 4-7



System Administration Screen & List Box Customization

Cu

stomize Specific Panel or Pop-Up Box

With the exception of field label changes which can be done at a system level, all screen
customizations are defined by User Group. The ‘Global’ user group should have the greatest access
and include the company wide changes. Other user groups can be defined to provide more limited
access. When a change is made for the ‘Global’ user group, the change will be made for all other
user groups unless the specific item has already been customized for the user group.

You must access the screen customization feature from the panel or pop-up box that you want to
customize. You must also select which User Group the customization applies to on the Choose
Customization Level Pop-Up Box.

The Customizing Panel Template panel is used for most of the actual screen customization. It
appears differently depending on which customization menu option is selected.

Access

From the specific panel or pop-up box that you want to customize, right click within the entry area of
the screen and select the appropriate menu option.
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Choose Customization Level Pop-Up Box

This pop-up is displayed when a user selects a screen customization related menu option from a
specific panel or pop-up box.

Pop-Up Box Layout

Choose Customization Level [g|

Chooze the user group for which custorizations
are ko be made. Select 'Global' to make global
changes.

User Grovp: | T ~ |

Pop-Up Box Elements

User Group
The name of the user group for which the screen customization changes will apply. The user's
current User Group is the default value.

Pop-up Button Controls
OK
Displays the Customizing Panel Template panel for the specific screen and the selected User

Group.

Cancel
Closes the pop-up box and displays the original panel or pop-up box.
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Customizing Panel Template Panel

The Customizing Panel Template panel is used for most of the actual screen customization. It
appears differently depending on which customization menu option is selected.

The layout window serves as the interface for making changes to a panel or pop-up box. The original
panel and any other related windows that belong to the panel are hidden during layout mode. These
windows are hidden to reduce confusion and clutter and will reappear when the user exits layout
mode and resumes normal operation.

Like the other panels, the layout window has a caption, menu bar, work space and sizable borders.
The caption identifies both the name of the panel being modified and the User Group to which these
changes will apply.

Terminology

Control
This refers to an item on the screen. This could be a group box, a field label, the entry portion of a
field, a user defined label, a button, etc.

Working in Layout Mode

There are many different types of changes that can be made to an existing panel or pop-up box.
Each of these changes are effected by using the appropriate command during layout mode. These
commands can be accessed in a variety of ways - via the menu bar, the tool palette, and/or the
mouse. Keep in mind that not all commands can be accessed through all three avenues.

The available customization commands can be grouped into two basic families - panel level and
control level commands - according to the granularity of the changes they effect. As their names
imply, panel level changes affect the panel as a whole, and control level changes only affect
individual controls on the panel. In addition, there is a group of operational commands that affect
how layout mode operates.

Selecting Controls

Controls must first be selected before they can be manipulated by using other commands.
Selected controls are marked by the black dots that reside in their corners. There are a variety
of methods for selecting controls. To select just a single control, click once on the control. To
select multiple controls, users can either shift-click with the mouse on the desired controls or
drag the mouse around the set of controls. Once a group of controls has been selected,
individual controls can be unselected by shift-clicking on those controls that are to be removed
from the selection set. To unselect all selected controls, a user can simply click on empty space
in the panel. If you select Edit and Select All from the menu bar, all controls on the panel are
selected.

Obtaining Information about a Control

From the Customizing Panel Template panel a user can obtain information about a control by
right-clicking on the desired control and choosing Description from the pop-up menu.
Information about the control's type, identifier, and state are displayed in a message box. This
information is especially useful when attempting to diagnose or report problems that result from
customization.
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Changing a Control's Properties

There are many different types of controls used in the system (i.e. static controls, check boxes,
edit fields, dropdown lists, date controls, etc.) Each control type has a specific purpose and
possesses its own set of properties that can be modified. Users can change a control's
properties through a specific properties pop-up box that is accessed from the Customizing
Panel Template panel.

Hidden Controls
By default the hidden controls will not be displayed on the Customizing Panel Template panel.

To view the hidden controls, select Layout and Show Hidden Controls from the menu bar.
Dashes will be displayed around each hidden control to indicate that it is a hidden control.

Access

e  From the specific panel or pop-up box that you want to customize, right click within the entry
area of the screen and select the Change screen size/tabs menu option.

e  From the specific panel or pop-up box that you want to customize, right click within the entry
area of the screen and select the Change general screen layout menu option.
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Menu Bar Choices

File Edit Layout
Save Select All Align> Left
Exit Properties Right
Default > Panel Up
Control/s Down
Change Tab Order Horizontal Centers
Change Panel Title Vertical Centers
Undo Same Size > Height
Width
Both
Center> Vertically
Horizontally
Bring to Front
Send to Back
Tool Palette
Show Hidden Controls
File/Save

Saves the customization changes made to the panel.

File/Exit

Closes the Customizing Panel Template panel. If there are any unsaved changes to the template,
you will be prompted to save the changes before returning to normal operation. Any changes to the
panel or pop-up box will not be reflected until the panel or pop-up box is reloaded.

Edit/Select All
Selects all controls on the panel to allow the user to customize all controls at once.

Edit/Properties
Displays the appropriate Properties pop-up box to allow the user to view and update the properties
for the control. This menu option is disabled if there is more than one control selected.

Edit/Default/Panel
Defaults the panel to a default state.

Edit/Default/Control/s
Defaults the selected control(s) back to a default state.

Edit/Change Tab Order
Displays the Change Tab Order pop-up box to allow the user to change the tab stops for the panel or
pop-up box.

Edit/Change Panel Title
Displays the Change Panel Title pop-up box to allow the user to change the title for the panel or pop-
up box.

Edit/Undo
Undoes the last action that was performed. This will restore the panel to the state it possessed
immediately prior to performing the last command.
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Layout/Align
Aligns the selected controls left, right, up, down, horizontally, or vertically. These menu options are
disabled if there are less than two controls selected.

Layout/Same Size
Changes the selected controls to be the same size either horizontally, vertically, or both. These
menu options are disabled if there are less than two controls selected.

Layout/Center
Centers the selected control either horizontally or vertically on the panel or pop-up box.

Layout/Bring to Front
Moves the selected control(s) to the foreground.

Layout/Send to Back
Moves the selected control(s) to the background.

Layout/Tool Palette
If there is a checkbox in front of this menu option, it means that the tool palette is displayed.

Layout/Show Hidden Controls
Displays all hidden controls on the panel or pop-up box with dashes around the control.
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Panel Layout (For Change Screen size/tabs)

ﬂ Customizing Panel Template (CUSTINFO - Global) |Z||§|[g|
File Edit Layout Help

2

I

[-oi=

2=
Blep

=] | |[T]
ol

| £

From this panel you will use specific menu options at the top of the panel or double click within the
panel to access tab properties.
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Panel Layout (For Change General Screen Layout)

This example is from the Main tab of the Account Information panel. Note that there is a grey area on
the panel. This is the address related information which is customized separately using a specific
menu option when you access screen customization.

Customizing Panel Template {(SASWCINF - Global)

File Edit Lavouk Help
M ame: | |.t’-‘n.cc:t. 1D0: | [ Individual s, [ Inactive %
Type: | < | Sefles Shelus | 3 | Relationzhips to Other Accounts b
Industry: | w | Sales Region: | w | R E
Friority: | v| S alesperzon; | |E Reseller E
Handling Statusl: L | Aliases
Aictivity Statusg: | - | Aliaz Hame
[ [T ] &)
Special Message
1]
Walid Until: | 10/20/2008
Comments: O
Buziness Hrs.: | | to |
Web dddress: I
|
<) | Al .:

From this panel you will use specific menu options at the top of the panel, right click menu options, or
double click on specific controls to access the properties for the control.

Right Click Menu Options (Right Click in Open Area in Panel)

Add Field from Another Tab
Displays the Add Field(s) from Another tab pop-up box.

Add User Label
Adds a single line edit control to be used as a user defined label.

Add Multi Line User Label
Adds a multi line edit control to be used as a user defined label.
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Tool Palette

To make selecting some common layout actions more accessible, the layout window also provides a
tool palette. This tool palette contains buttons that can be used to choose various commands. The
tool palette can be moved anywhere on the desktop and will always reside on top of the layout
window. As an option, a user can hide the tool palette from view by selecting Layout and Tool Palette
from the menu bar. The palette can be restored to view by using the same menu choice. The
aligning edge or center is taken as the leftmost, rightmost, uppermost, lowest or centermost
dimension from all the selected controls, respectively.

Align Right Edges
Align Top Edges

Same Width I:II:I < Align Horizontal Edges
Same Size ﬂ [ < Align Vertical Edges
Same Height

< Center Vertically

Bring to Front Center Horizontally

Send to Back Exit Layout Mode

A

NG H [EF
=90
9%@@%

/ 2
Align Bottom Edges
Align Left Edges

Undo
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Change the Title of a Panel or Pop-Up Box

You can change the title of a panel or pop-up box. This may be beneficial if specific terminology is
used within your organization that you do not want to change.

Access

Screen With Tabs

From the specific panel or pop-up box with tabs that you want to customize, right click within the
entry area of the screen and select the Change screen size/tabs menu option. The Customizing
Panel Template panel is displayed. Then select Edit and Change Panel Title from the menu bar.

Screen Without Tabs
From the specific panel or pop-up box with tabs that you want to customize, right click within the

entry area of the screen and select the Change general screen layout menu option. The Customizing
Panel Template panel is displayed. Then select Edit and Change Panel Title from the menu bar.

Change Panel Title Pop-Up Box

This pop-up is displayed when a user selects Edit and Change Panel Title from the menu bar of the
Customizing Panel Template panel.

Pop-Up Box Layout

X)

Change Panel Title

Diefault Title: |.~'—‘«ccnunt Infarmation |

Change To: | |

[ Ok l [ Cancel ]

Pop-Up Box Elements

Default Title
Displays the system defined name for the panel or pop-up box.

Change To
The new title that will be displayed for the selected User Group.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Change Size of Screen with Tabs or Change Tabs

You can make a panel larger or smaller. You can change the name of a tab, change the order of the
tabs, or hide a tab.

The Customizing Panel Template panel appears differently depending on which customization menu
option was selected. For this purpose it is a blank screen.

Access
From the specific panel or pop-up box with tabs that you want to customize, right click within the

entry area of the screen and select the Change screen size/tabs menu option. The Customizing
Panel Template panel is displayed.

Panel Layout

i3 Customizing Panel Template (CUSTINFO. - Global) |Z E E|
File Edit Layout Help

all

|

RS

el
S IETE
]

=

£
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e  To change the size of the screen, using your mouse, drag the border of the panel to make it
either larger or smaller. If you are making the panel larger, you must make the outermost border
of the panel larger, and then make the inside larger.

e To change a tab name, change the order of the tabs, or hide a tab, double click within the panel.
The Tab Properties pop-up box is displayed.
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Tab Properties Pop-Up Box

This pop-up box displays a list of the tabs for the specific panel or pop-up box that includes the
system defined tab name, the customized tab name, and whether the tab is hidden. There are also
arrows that allow the user to move the tabs into a specific order. From here you can access the
Change Tab Properties pop-up box to modify the tab.

Access

To access this pop-up box double click within the appropriate Customizing Panel Template panel.

Pop-Up Box Layout

x)

Tab Properties

Tabs
Default Mame Current Mame Hidde #
tdain b ain
Dretails [ietailz
Contacts Contacts ﬂ
Activities Activities
Licenzes Licenzes
Contracts Contracts ﬂ
Shipped Products...  Shipped Product...
Product Cugtomiz...  Product Customi...
E quipment Equipment
CPUs CPUz
Fielationzhipz and... Relationships an... w
< >
(] l [ Cahcel

Pop-Up Box Elements

Tabs List

Displays a list of the tabs for the specific panel or pop-up box that includes the system defined tab
name, the customized tab name, and whether the tab is hidden.

List Box Button Controls

Update

Displays the Change Tab Properties pop-up box for the tab selected in the list box.

Up and Down Arrows
Moves a tab up or down in the list to define a specific order in which the tabs will be
displayed on the panel.

Pop-up Button Controls

OK

Closes the Tab Properties pop-up box.
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Change Tab Properties Pop-Up Box

From this pop-up box you can modify the tab name or hide the tab for the selected User Group.

Access

To access this pop-up box, from the Tab Properties pop-up box select the tab in the list box and click
the Update button.

Pop-Up Box Layout
Change Tab Properties rz|

Changes will be zaved ta the database immediately

Diefault Marne: | Mize. 1 |

Change To: | |

[ ] Hide the Tab

[ Ok l [ Cancel

Pop-Up Box Elements

Default Name
Displays the system defined tab name.

Change To
The new tab name that will be displayed for the selected User Group.

Hide the Tab
If this checkbox is checked, the tab is hidden from the selected User Group.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Standard Field Labels and User Defined Labels

Each field has a label that identifies the purpose of the field. You can change the name of a field
label and you can change the color of a field label. A field label can also be hidden.

Some labels are made green by RTI. These labels can be used as hyperlinks to other panels.

You can add user defined single line or multi-line labels to provide additional information or
instructions. HTML can be used in the multi-line user labels to display text or a picture.

Access

e To change the name of a field label, change the color of a label, or hide a label, from the
Customizing Panel Template panel double click on the specific label.

e To define a specific hyperlink for a label, from the Customizing Panel Template panel double
click on the green hyperlink label.

e To add a single line user defined label, right click within the Customizing Panel Template panel
and select Add User Label from the menu pop-up. Then double click on the label to change the
name.

e To add a multi-line line user defined label, right click within the Customizing Panel Template
panel and select Add Multi Line User Label from the menu pop-up. Then double click on the
label to change the name.
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Static Properties Pop-Up Box (For Field Label/Single Line User Defined Label)

This pop-up box is used to modify a field label or a single line user label, or to hide a label.

Access

e To add a single line user defined label, right click within the Customizing Panel Template panel
and select Add User Label from the menu pop-up.

e  To access this pop-up, from the Customizing Panel Template panel double click on the specific
field or single line user label.

Pop-Up Box Layout

Static Properties fgl
Captior: |Handling Status: | [ Change Calar ]
Data
Froperties
Yisible Auto Size Alignment
] Disabled
[ D efault ] I OF l [ Cancel

Pop-Up Box Elements

Caption

The name of the label as it appears on the screen. It should be noted that certain static controls
within the system are reserved for internal use and cannot have their text changed. Reserved static
controls will have a Caption that displays (Reserved) on the Customizing Panel Template panel.

Change Color button
Displays the Color pop-up box that allows the user to select another color for the label.

Visible
If checked, indicates that the label is visible on the screen.

Disabled

If checked, indicates that the label is displayed on the screen but it appears gray to indicate its
disabled state.

RTI Software (11/30/06) 4-23



System Administration Screen & List Box Customization

Auto-Size
If checked, indicates that the control will automatically adjust its size to exactly match the width and
height of the text displayed.

Alignment
Indicates that the text for this control should be either left, right, or center justified.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the label and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Edit Properties Pop-up BoXx (For Multi-Line User Label)

Multi-line labels can be used to provide additional information or instructions. HTML can be used in

these labels to display text or a picture. This pop-up box is used to modify a multi-line user label and
define specific attributes for the label.

Access

e To add a multi-line line user defined label, right click within the Customizing Panel Template
panel and select Add Multi Line User Label from the menu pop-up.

e To access this pop-up, from the Customizing Panel Template panel double click on the specific
multi-line user label.

Pop-up Box Layout

Edit Properties

)

Data

Mesw Multi Line User Label

Froperties
Yizible Border Alignment;
Tabstop Caze:

[ Display HTML [Walid arly for Jawa version)
Pleaze enter HTML code ar URL in the Default ¥ alue field

s l [ Cancel

Pop-Up Box Elements

Default Value

The text, HTML code, or URL that will be used to display text or a picture for this user label. Only text
can be used for the Windows client.

Visible
If checked, indicates that the field is visible on the screen.

Tabstop

If checked, the field will become a tab stop on the panel. You can define the order of the tap stops by
selecting Edit and Change Tab Order from the menu bar.

Display HTML
Indicates that HTML will be used to display the text or picture. If this is checked, the HTML code or a
URL must be entered in the Default Value field. This is only valid for the Java client.
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Border
Indicates that a border should be placed around the text or picture.

Alignment
Indicates that the text for this field should be left, right, or center justified.

Case
Indicates that the text entered into this field should be in upper, lower, or normal (mixed case) case.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Hyper-Link Properties Pop-Up Box

Hyperlinks allow the user to access another panel by clicking on a field label. A hyperlink appears
green on the screen. Your organization can select the panel that is displayed from a list of available
panels. This pop-up box allows you to modify a hyperlink label and define specific attributes.

Access

To access this pop-up, from the Customizing Panel Template panel double click on the specific

green hyperlink label.

Pop-Up Box Layout

Hyper-Link Properties

3

Captior: |F'arent:

| ’ Change Color l

Data
Froperties
visible Auto-Size Alignment
[ Dizabled Link. [nfarmnation
Link To: | |
[ JBeep an Link
[ Default ] I K l [ Cancel l

Pop-Up Box Elements

Caption

The name of the hyperlink field as it appears on the screen.

Change Color button

Displays the Color pop-up box that allows the user to select another color for the label.

Visible

If checked, indicates that the hyperlink is visible on the screen.

Disabled

If checked, indicates that the hyperlink is displayed on the screen but it cannot be used to open
another panel. It appears gray to indicate its disabled state.

Auto-Size

If checked, the hyperlink automatically adjusts its size to the minimum space required to fully display

its associated text and check box.

Alignment

Indicates that the text for this control should be either left, right, or center justified.
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Link To
The panel that will be displayed when the user clicks on the hyperlink.

Beep on Link (checkbox)
If checked, the system will beep when the user clicks on the hyperlink.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the hyperlink label and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Checkboxes, Radio Buttons, Edit Fields and Dropdowns

Checkbox, radio button, edit, and dropdown controls may be displayed on a panel or pop-up box.
Specific attributes for each control can be defined and a particular pop-up box is provided to modify
each control.

For many panels miscellaneous checkboxes, edit fields, and dropdowns are available on a
miscellaneous tab and can be moved to another tab.
Access

To access the appropriate pop-up box, from the Customizing Panel Template panel double click on
the specific control.
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Checkbox Properties Pop-Up Box

You can change the label and several attributes of a checkbox field.
Access

To access this pop-up, from the Customizing Panel Template panel double click on the specific
checkbox.

Pop-Up Box Layout

Checkbox Properties rz|
Caption: | Individual Acct. |

Data

Default Value: () Checked (%) Unchecked

Froperties

Yizible Auto-Size

[ ] Disahled [ Lkt Test

Tabstop

l Default ] [ ok ] [ Cancel

Pop-Up Box Elements

Caption
The name of the checkbox as it appears on the screen.

Default Value
The default value of the checkbox; either Checked or Unchecked.

Visible
If checked, indicates that the checkbox is visible on the screen.

Disabled
If checked, indicates that the field is displayed on the screen but it cannot be updated. The text will
appear gray.

Tabstop
If checked, the field will become a tab stop on the panel. You can define the order of the tab stops by
selecting Edit and Change Tab Order from the menu bar.

Auto-Size
If checked, the field will adjust its size to the minimum space required to fully display its associated
text and check box.
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Left Text
If checked, indicates that the text associated with the checkbox will be placed on the left side of the
checkbox. If this box is not check the text will be on the right side of the checkbox.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the checkbox field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Radio Button Properties Pop-Up Box

Radio buttons are used to provide multiple selection options for a field. Typically, selection of one
option is required. You can change the label and a number of attributes for a radio button.

Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific radio

button.

Pop-Up Box Layout

&

Radio Button Properties

Caption: | I ailing |

Data

Default Walue: () Checked () Unchecked

Froperties

Wizible Auto-Size

[ ] Dizabled [ Left Text

Tabstop

[ Default ] I 0K l l Cancel

Pop-Up Box Elements

Caption
The name of the radio button as it appears on the screen.

Default Value
The default value of the radio button; either Checked or Unchecked.

Visible
If checked, indicates that the radio button is visible on the screen.

Disabled
If checked, indicates that the field is displayed on the screen but it cannot be updated. The text will
appear gray.

Tabstop
If checked, the radio button will become a tab stop on the panel. You can define the order of the tab
stops by selecting Edit and Change Tab Order from the menu bar.

Auto-Size
If checked, the field will automatically adjust its size to the minimum space required to fully display its
associated text and radio button.
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Left Text
If checked, indicates that the text associated with the radio button will be placed on the left side of
the radio button. If this box is not check the text will be on the right side of the radio button.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the radio button field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Edit Properties Pop-Up Box

You can define default text and change a number of attributes for an edit field. For some fields an
option may not be available because it is actually controlled through the application.

Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific edit

field.

Pop-Up Box Layout

)

Edit Properties

Data
Default Walue:

Froperties

Wisible Fulti-Line Alignment; Left w
Tabstop CJFRead Only Case: Marmal w
[ ] Dizabled Allaw Spell Checking

[ 1Required

[ Default ] I Ok l [ Cancel

Pop-Up Box Elements

Default Value
Text entered in this field will default into the edit field for initial entry. Depending upon additional
customization of the edit properties, the user may or may not be able to update the text in the field.

Visible
If checked, indicates that the field is visible on the screen.

Disabled

If checked, indicates that the field is displayed on the screen but it cannot be updated. In addition,
the value in a disabled field cannot be copied and pasted. Use the Read Only option to be able to
copy and paste the value.

Tabstop
If checked, the field will become a tab stop on the panel. You can define the order of the tap stops by
selecting Edit and Change Tab Order from the menu bar.
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Required
If checked, data must be entered in the field before a user can save the panel.

Multi-Line
If checked, indicates that the text in the edit field can span multiple lines. Multi-line edit fields
automatically word-wrap their displayed text and provide a vertical scroll bar when needed.

Read Only
If checked, indicates that the edit field is read-only.

Allow Spell Checking
If checked, indicates that the spell check functionality can be used on this field.

Alignment
Indicates that the text for this field should be left, right, or center justified.

Case
Indicates that the text entered into this field should be in upper, lower, or normal (mixed case) case.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Dropdown List Properties Pop-Up BoX (Code Value Fields)

A drop down list is used to display the values for a field where the values are predefined from the
Maintain Codes/Code Types panel. You can define a default value and change a number of
attributes for a code value dropdown field.

Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific code

value dropdown field.

Pop-Up Box Layout

]

Dropdown List Properties

Data

Default W alue: | L

Froperties

Wisible [ 5ot Ikems
[ Dizabled
Tabstop

[ Default ] I Ok l [ Cancel l

Pop-Up Box Elements

Default Value

The selection made from the drop down list in this field will default into the control for initial data
entry. Depending upon additional customization of the edit properties, the user may or may not be
able to update the text in the field.

Visible
If checked, indicates that the drop down list is visible on the screen.

Disabled
If checked, indicates that the field is displayed on the screen but it cannot be updated.

Tabstop
If checked, the drop down list will become a tab stop on the panel. You can define the order of the
tab stops by selecting Edit and Change Tab Order from the menu bar.

Required
If checked, data must be entered in the field before a user can save the panel.
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Sort Iltems
If checked, indicates that the items in the drop down list will be sorted.

Source
Identifies the Code Type in Maintain Codes/Code Types for this field.

Edit Entries button
Displays the Maintain Codes Type — Layout pop-up box to allow the user to add a new value or
update existing code values for the code type indicated in the Source field.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the dropdown field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Combobox Properties Pop-Up Box
A combo box list field is used to display the values for a field where the values are predefined from
some place other than the Maintain Codes/Code Types panel. For example, values for the Account

Type field are maintained from the Account Types panel. You can define a default value and change
a number of attributes for this type of dropdown field.

Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific

combo box field.

Pop-Up Box Layout

&

Combobox Properties

Data

Drefault Y alue: | v

Froperties

Wizible [ Sort Ikems
[ ] Dizabled

Tabstop

I Required

[ Default ] I Ok l ’ Cancel

Pop-Up Box Elements

Default Value

The selection made in this field will default into the control for initial data entry. Depending upon
additional customization of the edit properties, the user may or may not be able to update the value
in the field.

Default Value
Since combo boxes cannot have default values, the Default Value field is disabled.

Visible
If checked, indicates that the combo box is visible on the screen.

Disabled
If checked, indicates that the combo box is displayed on the screen but it cannot be updated.

Tabstop
If checked, the combo box will become a tab stop on the panel. You can define the order of the tab
stops by selecting Edit and Change Tab Order from the menu bar.
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Required
If checked, data must be entered in the field before a user can save the panel.

Sort Items
If checked, indicates that the items in the combo box will be sorted.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the combo box field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Other Controls

There are a number of other types of controls that may be displayed on a panel or pop-up box. For
example date fields, the attachments box, and group boxes. Specific attributes for each control can
be defined and a particular pop-up box is provided to modify each control.

Access

To access the appropriate pop-up box, from the Customizing Panel Template panel double click on
the specific control.
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Push Button Properties Pop-Up Box

Push buttons are used to perform a specific action. You can change the label and several attributes
of a button.

Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific

button.

Pop-Up Box Layout

&

Push Button Properties

Caption: |&~'—\dd |

Data

Froperties
Wizible
[ ] Dizabled
Tabstop

[ Default ] I Ok l l Cancel

Pop-Up Box Elements

Caption
The name of the button as it appears on the screen. The & identifies which character is used for the
hot key. It is placed before the specific character.

Visible
If checked, indicates that the button is visible on the screen.

Disabled

If checked, indicates that the button is displayed on the screen but cannot be used. The label
appears gray.

Tabstop

If checked, the field will become a tab stop on the panel. You can define the order of the tab stops by
selecting Edit and Change Tab Order from the menu bar.
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Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the button and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Date Properties Pop-Up Box
You can change a number of attributes of a date field.
Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific date

field.

Pop-Up Box Layout

X)

Date Properties

Data

Froperties

Wisible Calendar Display
[ ] Disahled [(] Read Only

Tabstop

[ 1Required

[ Default ] I Ok l l Cancel

Pop-Up Box Elements

Visible
If checked, indicates that the field is visible on the screen.

Disabled

If checked, indicates that the field is displayed on the screen but it cannot be updated. In addition,
the value in a disabled field cannot be copied and pasted. Use the Read Only option to be able to
copy and paste the value.

Tabstop
If checked, the field will become a tab stop on the panel. You can define the order of the tab stops by
selecting Edit and Change Tab Order from the menu bar.

Required
If checked, data must be entered in the field before a user can save the panel.

Calendar

If checked, a calendar image is displayed next to the date field. If the user clicks on the Calendar, a
pop-up is displayed for the user to select a year, month, and date. By default, read only date controls
do not display a calendar image next to the field.
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Read Only
If checked, indicates that the date field is read-only.

Display
Indicates that the date in the field should be displayed normally (regular font), LED, or as a Counter.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the field and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Attachment Box Properties Pop-Up Box
The attachment boxes in the system can be customized based your requirements.
Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific

attachments box.

Pop-Up Box Layout

X)

Attachment Box Properties

Data
Froperties
Sh tents in datab
isible [ Hide Add Buttar ODE;E”SE” # In aatabass
[ Disabled [T Hide Delete Buttan O Nev:r
[T Hide Shaw Buttan Ol to select
Tabstop [ Hide Extract Button I LSBT IO SEIEE

[ Hide Clipboard option [T]Hide Delete Original File

[ Default ] I Ok l l Cancel

Pop-Up Box Elements

Visible
If checked, indicates that the attachment box is visible on the screen.

Disabled
If checked, indicates that the attachment box is displayed on the screen but new attachments cannot
be added and existing attachments cannot be accessed.

Tabstop
If checked, the attachment box will become a tab stop on the panel. You can define the order of the
tab stops by selecting Edit and Change Tab Order from the menu bar.

Hide Add Button
If checked, indicates that the Add button will not be displayed.

Hide Delete Button
If checked, indicates that the Delete button will not be displayed.

Hide Show Button
If checked, indicates that the Show button will not be displayed.
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Hide Extract Button
If checked, indicates that the Extract button will not be displayed.

Hide Clipboard option
If checked, indicates that the user will not have the option of storing the contents of the Clipboard in
the database.

Store contents in database
This group box provides options related to adding a file attachment.

Always
If selected, all attachments will be stored in the database.

Never
If selected, attachments will never be stored in the database.

Allow user to select
If selected, users will have the option of whether or not they wish to store the file attachment in
the database.

Hide Delete Original File
If checked, the Delete Original File checkbox will not be displayed.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the attachment box and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Text Entry Button Properties Pop-Up Box
Text entry buttons are the expand buttons that are used to open panels that can be used to view or

edit large amounts of text. They are typically used in conjunction with a multi-line edit field. You can
modify several attributes for a text entry button.

Access

To access this pop-up, from the Customizing Panel Template panel double click on the specific
expand button.

Pop-Up Box Layout

Text Entry Button Properties

[FEntia I

= [t

[Tefaulbaal e

— Properties
[ Dizabled
V¥ Tabstop
™| Eequited

Drefault | ok I Cancel

Pop-Up Box Elements

Visible
If checked, indicates that the button is visible on the screen.

Disabled
If checked, indicates that the button is displayed on the screen but cannot be used.

Tabstop
If checked, the field will become a tab stop on the panel. You can define the order of the tab stops by

selecting Edit and Change Tab Order from the menu bar.
Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the button and closes the pop-up box.
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Cancel
Closes the pop-up box without saving any changes.
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Group Box Properties Pop-Up Box
You can change the label for a group box and hide a group box.
Access
To access this pop-up, from the Customizing Panel Template panel double click on the specific

group box.

Pop-Up Box Layout

X)

Group Box Properties

Caption: |Aliases |
Data
Froperties
[¥] Wisible
[ ] Disahled
[ D efault ] I ] l l Cancel

Pop-Up Box Elements

Caption
The name of the group box as it appears on the screen.

Visible
If checked, indicates that the group box is visible on the screen.

Disabled
If checked, indicates that the group box is displayed on the screen but appears gray to indicate its
disabled state.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the group box and closes the pop-up box.

Cancel
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Closes the pop-up box without saving any changes.
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Field Location and Size

Controls can be moved to new locations on a specific screen. In addition, controls can be moved
from one tab to another for the tabs within in the virtual dialog. For example, the Main, Details, and
Misc. tabs.

When moving controls, make sure that you move all of the pieces related to the specific control. For
example the label, the entry portion, buttons, a group box, etc. You want to be careful not to mix up
the pieces between different controls.

A control can also be made smaller or larger. However, if a drop down list or combo box list is too
small, the field values will not be displayed in the list.
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Move a Field on the Same Screen

Controls can be moved to new locations on a screen by selecting them and dragging them to a new
location with the mouse. You can also use the arrow keys to move one or more selected controls.

Add a Field From Another Tab

Controls can also be moved from one tab to another. However fields can only be moved between the
tabs within in the virtual dialog. For example, the Main, Details, and Misc. tabs.

When moving fields between tabs, make sure that you select all of the pieces related to the specific
control. For example, the label, the value, buttons, and maybe a group box.

Access
To move a field from another tab to the current tab, right click within an open area on the

Customizing Panel Template panel and select Add Field from Another Tab from the menu pop-up.

Pop-up Box Layout

x)

Add Field{s) from Another Tab

Field M armne Current Tab Type Cirl 1D -
Support Center: Details Static 2864
Support Center: [Value] Details Dropdowvn 2865
Credit Status: Details Static 4236
Credit Statuz: [V alue) Details Dropdowen List 4202
Credit Limit: Dretails Static 4248
Credit Limit: [Walug] Details Edit 4207
Lead Sourcels): Details Groupbox 11788 “
I ()8 ] [ Cancel

Pop-Up Box Elements
List Box
A list of the available fields by tab are displayed in the list box. One or more fields can be selected.
Select the label and the entry portion of the field at the same time.

Pop-up Button Controls

OK
Saves the changes made to the button and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Align and Resize Fields

Aligning Controls

A group of selected controls can be aligned against a common edge or center by selecting
Layout and Align and the appropriate option from the menu bar, or by using the appropriate
option from the tool palette. There are six different alignment commands. These commands are
described in the Tool Palette discussion in this section.

Handling Overlapped Controls

In crowded situations, there may be times when there is no choice but to overlap controls. To
ensure that the controls overlap in the correct order, you can use commands to send a control
to the background by selecting Layout and Send to Back from the menu bar or bring it to the
foreground using the Bring to Front command found in the same location. There are also
corresponding options on the tool palette for these commands. Remember that these
commands will have an effect on the panel's tab order. While users can adjust the tab order as
necessary to fix any side effects that result from these commands, care should still be taken
when manipulating overlapping controls.

Changing a Control's Size

A control can be made smaller or larger by selecting it, and then dragging one of its corners to
resize the control. If a drop down list or combo box list is too small, the field values will not be
displayed in the list.

Making Controls the Same Size

A group of selected controls can be made to have the same width, height or both. These
commands can be executed by selecting Layout and Same Size and the appropriate option
from the menu bar or through the tool palette. The dimensions used to size the selected
controls are determined by examining the group of selected controls and taking the largest
width or height as determined by the current command.
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Change Cursor Tab Order

The cursor tab order is used when navigating between fields on a screen using the Tab key.
Typically, the ordering of fields on a screen follows a left to right, top to bottom progression. As
screen customization change are made, it may become necessary to modify the tab order for the
fields on the screen.

When changing the cursor tab order, you will notice that the controls have been numbered. A
control's number indicates its position in the tab order. The color of a control's number represents
whether or not that control can actually have a tab stop property set. Controls that do not have their
tab stop property set are bypassed when the Tab key is used to navigate between controls. A black
number indicates that a control's tab stop property is set, while a red humber indicates that it is not.

To set a new cursor tab order, shift-click on a control to establish a new starting point. This will have
the effect of setting the starting control's tab position to one and clearing the values from the other
controls. The rest of the order can be set by clicking on the controls in the order they should appear.
The process can be restarted at any time by shift-clicking on a new starting control and repeating the
process. Clicking on a control that already has its position set (i.e. it is displaying a number) will clear
its value and decrement the position of all the controls that follow this one in the tab order. Clicking
on a control that does not have its position set (i.e. it is not displaying a number) will place the control
at the end of the current tab order.

Access

To access this function, from the Customizing Panel Template panel, select Edit and Change Tab
Order from the menu bar.
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Panel Layout

Customizing Panel Template (SASWCINF - Global)
File: Edit  Layoub  Help
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Note the numbers that are assigned to each control.

Pop-Up Box Layout

Change Tab Order {Z-Order] |z|
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changes.

i 0k i [ Cancel ]
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Pop-Up Box Elements

Pop-up Button Controls

OK
Accepts the tab order and saves the changes.

Cancel

Closes the pop-up box without saving any changes.
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List Boxes

List boxes are used to display multiple items in a columnar format. Specific properties can be defined
for the overall list box, and specific columns in the list box can be renamed or hidden. Typically you
will want to hide the columns that are not being used.

You can identify a single label for a field to be used on panels and list boxes, or you can define one
label to be used on the panels and pop-ups, and a separate label to be used in the list boxes.
Separate labels can be beneficial if you want to shorten the label in the list boxes for viewing
purposes. The label changes at the system level are specific to the table for which they were made.

Not all labels can be changed or should be changed at the system level. Some may need to be
changed at the panel level. Refer to the Change Field Label at System Level topic in this section.
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List Box Properties Pop-Up Box

This pop-up box is used to modify the attributes for a list box and to access the Change Column
Properties Pop-Up Box for a specific column.

You can select multiple columns in the Columns list in order to hide multiple columns at one time.

Access

To access this pop-up, from the Customizing Panel Template panel double click within the list box.

Pop-Up Box Layout

X)

List Box Properties

Froperties
Visible Default Mame Current Mame Hidde #
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[ Disabled Aot Mame Aot Mame |
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; Al E-Mail 2 Al E-Mail 2

Auto-Size Al E-Mail 3 Al E-Mail 3
Al E-Mail 4 Al E-Mail 4
BegBuz Hrz BegBuz Hrz
Contact Id Contact Id
Contact Mame Contact Mame s
< | =

[ Drefault l [ Ok ] [ Cancel

Pop-Up Box Elements

Visible
If checked, indicates that the list box is visible on the screen.

Disabled
If checked, indicates that the list box is displayed on the screen but is a read-only control.

Tabstop
If checked, the list box will become a tab stop on the panel. You can define the order of the tab stops
by selecting Edit and Change Tab Order from the menu bar.

Auto-Size
If checked, the list box will automatically adjust its size to the minimum space required to fully display
the list box.
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Column List
This list displays the columns that are available in the list box.

List Box Button Controls

Update
Displays the Change Column Properties pop-up box to allow the user to update the
selected item(s) in the list box.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the
control will be set back to the system default.

OK
Saves the changes made to the list box columns and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Change Column Properties Pop-Up Box

This pop-up box allows you to change the name of a column as it appears in a list box, or hide one
or more columns in the list box.

Pop-Up Box Layout

Change Column Properties r$__<|

Change To: |f-‘«cct Type |

[T Hide the Columi

I Ok ] [ Cancel ]

Pop-Up Box Elements

Default Name
Indicates the original name given to the column in the list box.

Change To
Indicates the new name of the column in the list box.

Hide The Column
If checked, indicates that the column will not be available to users in the selected User Group for list
box customization.

Pop-up Button Controls

OK
Saves the changes made and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Restoring to Default Control or Default Panel

If the customization is not for the ‘Global’ User Group ‘it sets the selected control or panel back to the
default for the ‘Global’ User Group. If the customization is for the ‘Global’ User Group the control or
panel will be set back to the system default.

When you restore a control or a panel you will receive a pop-up message to verify that you want to
continue. If you continue, the change is saved immediately.

Restoring a Control to the Default State

Just as a screen can be restored to a default state, individual controls can be returned to a default
state. Setting a control to its default state will erase only those changes that apply to the specified
control while leaving everything else unaffected. This command can be accessed by selecting Edit
and Default and Control(s) from the menu bar, or by right-clicking on the desired control and
selecting the Restore Control to Default option from the pop-up menu.

Restoring a Panel to the Default State

A modified screen can be returned to a default state from the Customizing Panel Template panel by
either selecting Edit and Default and Panel from the menu bar, or by right clicking in an open area
and selecting Restore Panel To Default option from the menu pop-up. Restoring a panel to its default
state will erase both current and saved changes.
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Timer Control Options

The timer control can help facilitate time tracking for CustomerFirst users on incidents, problems,
and tasks.

e

The timer control consists of an edit control and two buttons. The edit control displays the amount of
elapsed time, and the user can modify its contents. The left button displays a check mark or an X,
and is used to deactivate or activate the timer control. The right button displays a cascading
sequence of windows, and is used to invoke a dialog which allows the user to activate timer controls
residing on different panels. The timer control, once activated, accumulates time by the second.

Options for the timer control must be set for each panel individually from the Customizing Panel
Template panel.

Access
From the specific panel that you want to customize the Timer Control, right click within the entry area

of the screen and select the Change screen size/tabs menu option. The Customizing Panel
Template panel is displayed. Double click on the Timer Control in the upper right corner.
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Panel Layout

Customizing Panel Template {INCIDENT - Global)
File Edit Layout Help

L] E

| £

| >

The Timer Control is displayed in the upper right hand corner.
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Timer Properties Pop-up Box

This pop-up box allows you to define specific options for the Timer Control.

Pop-up Box Layout

Timer Properties PZ|

[rata

dctivity Time Field: | Total Time: v

Prompt for activity after Minutes

Froperties
Wizible
] Disabled
Tabstop

Start Lazt Autamatically

Starting Attributes

) Start Always

(%) Start ‘When Mew

() Dion't Start Autamatically

[ Default ] [ Ok ] [ Cancel

Pop-Up Box Elements

Data

Activity Time Field

Identifies which field on the activity pop-up box the time should default to. If the ‘<<none>>’
entry in the Activity Time Field list is selected, the Timer Control will not update any field on the
activity panel.

For a task you can set the default to the time field selected for the associated object panel. For
example, if the time for an incident task should default to the same time field that is defined for

the Incident panel. A value of ‘<<Entity>>’ is provided when customizing the Timer Control from
the Task panel.

The system default is ‘“Total Time’ but frequently it is changed. If the default is a value other than
‘Total Time’, you should set the option on the User Group Preferences panel to automatically
calculate the Total Time field on the activity. The time displayed in the Department Time
Summary panel, Summary tab of the Individual Time Summary panel, and some search results
is taken from the Total Time field.

Prompt for activity after
Defines the number of minutes after which the user will be prompted to add an activity. The
system default is ‘5’
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Properties

Visible
If checked, indicates that the Timer Control is visible on the screen. By system default this field
is checked.

Disabled
If checked, indicates that the Timer Control is displayed on the screen but is a read-only control.

Tabstop

If checked, the Timer Control will become a tab stop on the panel. You can define the order of
the tab stops by selecting Edit/Change Tab Order from the menu bar. By system default this
field is checked.

Required
This attribute does not apply to the Timer Control, so this field has been disabled. Requiring the
entry of time is controlled on the Set-Up Defaults panel.

Start Last Automatically
If this field is checked, when a Timer Control is deactivated, the last active timer control (if one
exists) will be activated. By system default this field is checked.

Starting Attributes

Start Always
If selected, the Timer Control will automatically start whenever the panel upon which it resides is
opened.

Start When New
If selected, the Timer Control will automatically start when a panel which displays a new object
is opened (for example, when a new incident is opened). By system default this field is checked.

Don't Start Automatically
If selected, the Timer Control will not start automatically.

Pop-up Button Controls

Default

If this customization is not for the ‘Global’ User Group ‘it sets the selected control back to the
default for the ‘Global’ User Group. If this customization is for the ‘Global’ User Group the Timer
Control will be set back to the system default.

OK
Saves the changes made to the Timer Control and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Copy Screen Customization between User Groups Pop-up
Box

This pop-up box allows the user to copy screen customizations from one user group to another user
group. This includes all screen customizations made through the Customizing Panel Template panel.

Pop-up Box Layout

o Copy Screen Customization between User, Groups |:||E|E|

Copy Customzaion Frors | N

Copy Custorization To: |

v

0O 10 20 30 40 50 60 VO 80 390 100

Ok l [ Cancel

Pop-up Box Elements

Copy Customization From
The user group that you want to copy the screen customizations from.

Copy Customization To
The user group that you want to copy the screen customizations to.

Pop-up Button Controls

OK
Saves the changes made and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.

4 -66 RTI Software (11/30/06)



Section 12

TechSearch Setup &

Maintenance
.



Section 12

TechSearch Setup &
Maintenance



System Administration TechSearch Setup & Maintenance

Table of Contents

(@ 1Y Y= S 1
TECNSEAICIN USEIS ...ttt oottt et e e e e e e e e b ettt e e e e e e e e aanbbbte e e e e e aannbbeneaaaaeas 1
Use of Special Characters in a SearCh Term ..o 2
TECNSEAICH STOP FlE ...eviiiiiie et e e et e e e s e e st e e e e e e e e s s s s teaneeeeeaannnnnnneaaeeas 2
Special Characters Defined in the StOP File........cuiiiiieiie e 2
Special Characters Used DY TECNSEAICH ........uiiiiiiiiiie e 2
TechSearch Setup Panel ... 4
EXternal LIBraries Tab .......ooi ittt e e et e e e st e e et e e e b e e e nre e e e nnes 5
Add External LIbrary POP-UP BOX.......ccuiiiiiiiiiiiiiiiie ettt st e e e e s e s staaa e e e e e e s s s snnrnseeeeesennnnnneees 7
Add/Remove Files from Library POP-UpP BOX.......cuuieeiiiiiiiiiiiiiee e s ittt eee e e s s ssieeee e e e e e s s s snnnnneeeeeessnsnnnes 9
Save Library Name and File Location POP-UpP BOX .......uueiiiieeiiiiiiiiiiiieee e cesiiieee e e e e s ssiniveee e e e e e s 11
Database LIDIaries Tab .......oueei ittt sttt e e s st e e e sabe e e e e st be e e erbe e e e e nnraeeeean 12
Add/Update Database-Based Library POP-Up BOX .......cooiiiiiiiiiiiiiiiiie e 14
Examples of Database LIDFariEs ........coooiiiiiiiiiie ettt 17

INAEX LIDFAry POP-UP BOX ...coiiiiiiiiiiiiiiieae ettt e e e ettt et e e e e e s abb e e e e e e e e e e e nnnbbeeeaaeeesnnrnbeees 18
Library StatUS POP-UP BOX ......uiiiiiiiiiiiiiiiiei ettt ettt e e e e e ab bttt et e e e e e e s bbb beeeeaaeeesannnaeaaaaeeaeann 20

F Yo AV g Tt =T o B =T o T PP PP PTTT PO 22

(O 1= o1 A o] g g T=Tex (o] £ - o F PSSP SR 24
Hummingbird Connector Manager PANE .............ouuviiii oot e e 26
Hummingbird Connector Service Setup POP-UpP BOX......cccuviiiiieeiiiiiiiiiiee et ssinrrene e e 27
Add Client ConNECtOr POP-UP BOX ...uuuiiiiieiiiiiiiiiiiie e s sttt e e e s s s st e e e e e s s ssntnaeeeeeaeeesannnnaeneeeeensnnes 29
Service Startup TYPE POP-UP BOX...uiiiiiiiiieiiiiiee e ettt et se e e e e e e s st e e e e e e e s s nnnbenneeeaeesennrneeees 31
Scheduling Manual Library INAdeXiNg .......uuuoiiiiiiiiieeeiiiis e e e e 32

RTI Software (11/30/06) 12 -i



System Administration TechSearch Setup & Maintenance

12 -ii RTI Software (11/30/06)



System Administration TechSearch Setup & Maintenance

Overview

TechSearch is a text search and retrieval engine that has been integrated with CustomerFirst,
WebFirst and SalesFirst. It allows you to identify, index and search against various collections of
external documents and/or database fields. It provides a mechanism for you to utilize the existing
knowledge within your organization from within the system. A user can use the TechSearch panel to
search for documents and/or database fields related to a particular word or group of words.

TechSearch Users

There is a TechSearch User checkbox field on the Company Personnel panel. This checkbox will
indicate that the user should be able to access TechSearch when they log into CustomerFirst or
SalesFirst. When a user logs into the system, their personnel record will be checked to see if they
have access to TechSearch. If they do have access to TechSearch, the system will check to see if a
license is available for the user. If there is a license available, the user will have access to the
TechSearch functionality. If there is not a TechSearch license available, the user will receive the
following message:

“At this time all TechSearch licenses are being used. You will not have access to TechSearch
functionality during this session. Click OK to continue with access to all other functionality.”

By default none of the personnel will be identified as a TechSearch User. From the new Personnel
List in System Administration you can mass update users to check/uncheck this option.
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Use of Special Characters in a Search Term

TechSearch Stop File

In order for a special character to be treated as a standard character in a search term it must be
defined in the TechSearch stop file (Fultext.stp). This file is located in the directory where the
TechSearch Server was installed.

Some special characters are used by TechSearch for a specific purpose and cannot be treated as a
standard character.

If a special character is not used by TechSearch for a specific purpose, and is not defined in the stop
file, it is ignored in the search term.

Special Characters Defined in the Stop File

The following special characters have been defined in the TechSearch stop file (Fultext.stp) in order
to be treated as a standard character. For example, Inc_History will not return Inc History.

@
#

$

These appear in the stop file as PUN="@#$_’ or individually PUN="@' and PUN="#" etc. Each PUN
statement must be on a separate line.

If you do not want one of these characters treated as a standard character, you can remove it from
the TechSearch stop file.

Special Characters Used by TechSearch

The following special characters are used by TechSearch and cannot be treated as a standard
character.

/o‘\D_IQU'\J *

The following identifies how the text in the search term is used for searching purposes.

Search Text Returns results that contain the word ...

apple "apple"

appl* "apple,” "apples,” "application," etc.

appl% "apple,” "apples,” "application," etc.

tr?? "tree," "tray," "trap", etc.; not "trees" (Integers and special characters at

the end are ignored. “Tree2” will be returned.)
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apple & tree "apple" and the word "tree" in any order

apple AND tree "apple" and the word "tree" in any order

apple &~ tree "apple" and not the word "tree"

apple AND NOT tree "apple" and not the word "tree"

apple | tree "apple" or the word "tree"; or "apple" and the word "tree"

apple OR tree "apple" or the word "tree"; or "apple" and the word "tree"

apple tree "apple tree" as a single search term

apple & (tree | red) "apple" and the word "tree"; or "apple" and the word "red"; not "apple"
alone

apple*tree “appleatree”, “applebtree” “appleabctree”

apple%tree “appleatree”, “applebtree” “appleabctree”

RTI Software (11/30/06)
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TechSearch Setup Panel

This panel is used to define the client connection information, and to add and maintain the libraries
used by TechSearch for searching purposes.

TechSearch uses libraries for searching database fields and external documents. Libraries predefine
the items that you can search against. A Database library must be predefined for each database field
that you want to search against. An External library must be predefined for each external file that you
want to search against.

Before users can search against a library it must be indexed. TechSearch uses the indexing process
to identify a catalog all of the possible search terms contained in a library's documents. As new
information is entered for a document in a library, the library must be re-indexed. The TechSearch
Indexing Utility (RTIFTIDX.exe) provides a command line interface that you can use in conjunction
with a scheduling tool to automate the indexing process.

The configuration and maintenance for TechSearch must be completed on the machine where the
TechSearch Server has been installed. This can be remote access to the machine.
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External Libraries Tab

TechSearch allows users to search for information from various sources (i.e. FAQs, user manuals,

white papers, etc.). These information sources are grouped into one or more search libraries. While it

may be reasonable to have only one library for searching, most accounts will find it useful to
organize their documents into multiple libraries that can be used as needed for different searching

tasks.

IMPORTANT NOTE: The user must be logged into the TechSearch Server with the username and

password that was entered for the client connector.

Panel Layout

¥& Techsearch Setup

TechSearch Setup

IS [=] B3

External Libraries | Database Librariesl .-’-'«dvanc:edl Client Eonnectnrsl

Mumber of Entries: 1

Library Mame I Fulcrum T able | Lazt Manual Index D ate I Immediate I E xclude From ‘WwebFir

Syzddminkanual  Syzddminkd anual Y

il

Add

Update |
Delete |
Filez |
Index How |
Status |
LCreate File List |

Panel Elements

List Box
Displays a list of all the external libraries that have been defined.

Number of Entries
The number of external libraries in the list box.

List Box Button Controls

Add

Displays the Add External Library pop-up box to allow the user to enter a new external

library.
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Update
Displays the Add External Library pop-up box to allow the user to change the library
Description for the selected library.

Delete
Removes the selected external library.

Files
Displays the Add/Remove Files from Library pop-up box to allow the user to maintain the
files that are included in the selected external library.

Index Now
Displays the Index Library pop-up box to allow the user to manually index the selected
external library.

Status
Displays the Library Status pop-up box to allow the user to check the indexing status of the
selected library.

Create File List
Displays the Save Library Name and File Location pop-up box to allow the user to save a
list of the external libraries and related files.
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Add External Library Pop-Up Box
This pop-up box allows the user to enter information related to a new external library.

Once a library has been added, the only property that can be changed is the Description.

Pop-Up Box Layout

r— Library Definition

Library Marne: I,
Dezcription: ;l

[

~ Indexing O ptions
" |mmediate " Peiiodic

[ Exclude from 'webFirst

Ok I Cancel

Pop-Up Box Elements

Library Name
The name of the external library. The Library Name must begin with a letter and cannot contain any
spaces. The Library Name cannot be changed once the library is saved.

Description
A user defined description of the external library.

Indexing Options
TechSearch uses the indexing process to identify and catalog all the possible search terms
contained in a library's documents.

Immediate

If selected, the library’s internal structures will be updated whenever a file is added to or
removed from the library. This option is typically selected for External Libraries. In most cases,
the performance costs of using Immediate indexing are rather low.

Periodic

If selected, the library’s internal structures will only be updated when a user manually triggers
the indexing process from the TechSearch Setup panel, or through a scheduled indexing
process.

Exclude from WebFirst
If checked, the specific library will not be available from TechSearch in WebFirst.
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Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Add/Remove Files from Library Pop-Up Box

This pop-up box allows the user to maintain the files that are included in the external library.

Pop-Up Box Layout

Add/Remove Files Ffrom Library

Laok in: Ia System Admin j g =% E3-

Windaws 2000
System Admin Appendix & - Codes 5.0.doc

System Admin Section 4 - Screen and List Box Cus
System Admin Section S - Define Field Values 5.0
Systern Admin Reference Manual 5.0.zip Systern Admin Section & - Products and Equiprment
System Admin Seckion 1 - Overview 5.0.doc Systern Admin Seckion 7 - Accounts & Contacts 5.1
System Admin Seckion 2 - Security 5,0,doc System Admin Seckion § - Other Setup Options 5.0

Systemn Admin Seckion 3 - Dept and Personnel 5.0,doc System Admin Section 9 - Application Server 5.0.c
File name: I".*
Files of type: I YWord Processing: - j
Library Mame: IS_I.JS.-’-‘-.dminManuaI
File

&dd from Loak in | MAPOLLOYNRNS Y S 14U serDochCurrent Manuals\Reference’\System AdmintSystem Admin Section 1 - Overy

WA POLLOVWRYSYS T8 serDochCurent ManualzhB eferencehSystem Admin'Syztern Admin Section 2 - Secur
WWAPOLLOWERMNSY S TS serDochCurrent Manuals\FeferencehSystern AdminhSystern Admin Section 3 - Dept &
&dd from File namel
Delete Folder/File |

a| | i

= [ndexwbenfinished oK,

Cancel

Pop-Up Box Elements

Look In

Identifies where to look for the specific files for the external library. Filters the items displayed in the
Folders and Files box. Also works in conjunction with the Add from Look In button.

Folders and Files
Displays the items located within the value that is selected in the Look In field.

File Name

Identifies specific file(s) the user wants to add to the library. Works in conjunction with the Add from
File Name button.
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Files of Type
Allows the user to select the type(s) of files to display in the Folders and Files box.

Library Name
The name of the external library for which the user is maintaining the files.

List Box
Displays a list of the files that have been added for the external library.

List Box Button Controls

Add From Look in
Adds all of the folders and/or files located within the value selected in the Look in field to
the external library. A confirmation message is displayed.

When a folder is added the specific files are not displayed until the library is indexed. After
the library is indexed the folder and the related files are displayed.

Add From File name
Adds the file(s) displayed in the File name field to the external library.

Delete/Folder/File
Deletes the selected folder(s) and/or file(s) from the external library.

When a folder is added, the specific files cannot be individually deleted. The folder must be
deleted. After the folder is deleted, the specific files will still be displayed until the library is
indexed. After the library is indexed the related files will no longer be displayed.

Index when finished
If checked, when the user clicks the OK button, the library will be indexed. This field is disabled if
Indexing Option for the library is ‘Immediate’.

Pop-up Button Controls

Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Save Library Name and File Location Pop-Up Box

This pop-up box allows the user to create a list of the external libraries and related files and identifies
where they are located.

Pop-Up Box Layout

Save Library Name And File Location

Sawve Az

Browse. .. |

ak I Cancel

Pop-Up Box Elements

Save As
Identifies where the list should be saved.

Pop-up Button Controls

OK
Closes the pop-up box and saves the file(s).

Cancel
Closes the pop-up box without saving any changes.
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Database Libraries Tab

Database libraries correspond to a particular database field (e.g. the long_desc field in the Incident
table) in the CustomerFirst schema. Only one database field can be associated with a single
database library. The Database Libraries tab of the TechSearch Setup is used to manage the
various libraries.

There is an Inchist_View table and a Probhist_View table in the RTI database for use when defining
your TechSearch database libraries. In order to display the object related columns in the Results for
history related searches, you must search against columns in the related view. For example, if you
want to define a database library for the Incident Activity Comments, you should use the Comments
column in the Inchist_View table instead of the Inc_History table.

Panel Layout

¥# TechSearch Setup H=]
TechSearch Setup

Extemal Libraries  Databaze Libraries I.f-‘«dvancedl Cliert I:Dnnectarsl

Mumber of E ntries: 4
Library Mame I Fulzcrum T able I Object T_l,lpeI L ast Manuallndex...l Search Table I Search Eulumnl |
IncLongDese  InclongDesc  Incident T/E/2008 INCIDEMT LOWG_DESC
IncActDesc IncActDesc Incident TAB/ 20086 IMCHIST _WIEW COMMEMTS
FroblongDesc  ProblongDesc  Problem T/E/2006 FROELER LOMNG_DESC
ProbdctDesc  ProbActDesc Problem TARS2006 FROBHIST WIEw COMMEMTS
Indes Mow |
Status |
a | o

Panel Elements

List Box
Displays a list of all the database libraries that have been defined.

Number of Entries
The number of database libraries in the list box.
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List Button Controls

Add
Displays the Add/Update Database-Based Library pop-up box to allow the user to enter a
new database library.

Update
Displays the Add/Update Database-Based Library pop-up box to allow the user to update
the Description of the selected database library.

Delete
Removes the selected database library.

Index Now
Displays the Index Library pop-up box to allow the user to manually index the selected
library.

Status
Displays the Library Status pop-up box to allow the user to check the indexing status of the
selected library.
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Add/Update Database-Based Library Pop-Up Box

This pop-up box allows the user to enter the information for a database library. Once a database
library is created you can only make changes to the Description.

There can be no duplicates in the values selected in “Column” fields.
To index and search against one of the database fields, the TechSearch server needs to have
access to an ODBC data source capable of connecting to the database.

Pop-Up Box Layout

— ODBC Connection nformation

Uzer: I [" Perform initial indexing when finished
Password: I ¥ Exclude from wiebEist
Datasource: I j
r— Library Definition
Library Marme: I Search Table:
Object Type: I j Search Colurmn:
Dezcription; ;I Subject Colurmn;

Dwner Colurn:

Object 1D Colurmn:

Date Opened Column;

Ewent D ate Columr:

Account Colurn:

Contact Calurnm;

Product Colurnrn;
LI Short Desc. Column:

M| ISH | IS IS0 IS0 IS S | K

ok I Cancel |

Pop-Up Box Elements

User
The username required to connect to the CustomerFirst data source. DB2 users must leave this field
blank.

Password
The password required to connect to the CustomerFirst data source. DB2 users must leave this field
blank.
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Datasource

The data source for the database which you will be accessing. When you select a data source, the
system will attempt to establish an ODBC connection based on this value and the User and
Password. If the connection succeeds, the disabled fields in the Library Definition group box will
become enabled.

Perform initial indexing when finished
If checked, the system will attempt to index the database fields immediately when the OK button is
clicked.

Exclude from WebFirst

If checked, this library will not be available to WebFirst users for search purposes. This only applies
to ‘Problem’ database libraries. This checkbox is only enabled if the Search Table field has a value of
Public_Probs.

Library Definition group box
For each library the fields selected in the Library Definition group box must be unique. If they are not,
an error will occur while trying to index the library.

Library Name
The name of the database library.

Object Type
The database object to which the library is associated. Associating an Object Type will allow that
object to be launched directly from the search panel. Typically you should select a value in this field.

Description
A user defined description of the library.

Search Table
The name of the table that contains the field you want to search. When you make this selection, the
remaining drop down fields will be populated with values available in the selected table.

Search Column
Identifies the specific field you will be searching.

Subject Column
If entered, this selection will be displayed in the search results.

Owner Column
Used to select a field from the table that corresponds to a person's name that you want displayed in
the search results.

Object ID Column

Specifies the unique identifier that will be used to open the selected Object Type when performing a
TechSearch query (e.g. Incident_Id for Incident objects). The Object ID Column field is only available
if an Object Type is selected.

Date Opened Column
Used to select a field from the table that corresponds to the date opened for the related object that
you want displayed in the search results.
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Event Date Column

Used to select a field from the table that corresponds to the event date for a specific history record
that you want displayed in the search results. For example, the Event_Date column in the
Inchist_View table.

Account Column
Used to select a field from the table that corresponds to the account for the related item that you
want displayed in the search results.

Contact Column
Used to select a field from the table that corresponds to the contact for the related item that you want
displayed in the search results.

Product Column

Used to select a field from the table that corresponds to the product for the related object that you
want displayed in the search results. For example, the Refresh_Id column in the Incident table or the
Inchist_View table.

Short Desc. Column
Used to select a field from the table that corresponds to the short description for the related object
that you want displayed in the search results.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes made.

Cancel
Closes the pop-up box without saving any changes.
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Examples of Database Libraries

Add/Update Database-Based Library

— ODEC Connection Information

Date Opened Calumn:

Ewent Date Caolurnn:
Account Colurni;
Contact Colurnm;

Praduct Colurn:
;I Short Desc, Column;

|dger; ITestEDB = Ferdfonm mitial indesing when finished
Pazsword: Ixmxxx I | Evclinde fom WWetfst
Datasource: ITESTEDB j
— Library Definition
Librams M ame: IIncLDngD BEC Search Table: IINEIDENT
Object Type: IIncident j Search Colurmm: ILDNG_DESE
Description: | d Subject Colunnn: |
Dwirer Calurn: I WHER_ID
Object 1D Colurir: [INCIDENT_ID

|DATE_OPENED

[cUSTOMER_ID

[CONTACT_ID

|REFRESH_ID

[SHORT_DESC

L L L e e e

Carncel

]

Add,/Update Database-Based Library

— ODBC Connection Information

Uzer: ItestEDh I™ | Eerfamm imitialindesing when finished

Passward [ I¥ | Ercludefram Webkifst

Datasource: ITESTEDB j

— Library Definition

Library Manne: |Inc:.-’-‘-.c:tD 250 Search Table: IINI:HIST_\."IEW j

Ohject Type: IIncident j Search Column: IEDMMENTS j

Deszcription: | ;I Subject Calurn: I j
Owner Column: IDWNEF!_ID j
Object 1D Colume; IINEIDENT_ID j
Date Opened Columr; | DTE_DPENED =
Ewent Date Column: IEVENT_D!—'«TE j
Account Calurnn: IEUSTDMEH_ID j
Contact Column: I COMTACT_ID j
Praduct Colurr: |REFRESH_ID =

LI Short Desgc. Column; ISHDHT_DESC j

] I Cancel
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Index Library Pop-Up Box

Before users can search against a library it must be indexed. TechSearch uses the indexing process
to identify and catalog all the possible search terms contained in a library’s documents. This pop-up
box allows a user to manually index a library. An indexing process can also be scheduled for a
library. Refer to the Scheduling Manual Library Indexing topic in this section for additional
information.

A Database Library is never automatically indexed. It must be done manually from this panel or
through a scheduler. If an External Library is setup with ‘Immediate’ indexing it should still be
manually indexed from time to time to improve performance.

A library must be indexed on the TechSearch Server machine. This can be remote access to the
machine.

Access
This pop-up box can be accessed from the External Libraries tab and the Database Libraries tab of

the TeshSearch Setup panel.

Pop-Up Box Layout

Warning: [ndexing can take a long time and may consume
zighnificant database rezources.

Library Mame: IS_I,IS_.-’-‘«dmin

Type of Indexing to Perfarm

+ “Walidate contents of files or databaze recordz in
addition to updating the library's index.

' Reindex the entire library and itz conterts.

" Reindex the libramy only.

Sart Buffer Size: I ids]
Temporary File Size: I Kb

ak. I Cancel |

Pop-Up Box Elements

Library Name
The name of the library to be indexed. This is a read only field.

Type of Indexing to Perform

Validate contents of files or database records in addition to updating the library’s
index.

This option will only index those items that have been removed from the library, added to the
library, or changed since the last time indexing was performed. This is the choice that you will
likely use the most.
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Reindex the entire library and its contents

This option will rebuild the internal structures for a library. This option is required if you modify
the TechSearch stop file (Fultext.stp). In addition, it can be used if the TechSearch internal
tables corresponding to a library have become corrupt. This operation can take a long time
depending on the number of items contained in the library.

Reindex the library only
Can be used to re-index only the internal structures. External documents are ignored under this
option. This option is not normally used in regular operation.

Sort Buffer Size
The size of the sort buffer to be used. If this field is left blank, the system will use an internal default
setting.

Temporary File Size
The size of the temporary file to be used. If this field is left blank, the system will use an internal
default setting.

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Library Status Pop-Up Box
This pop-up box allows the user to verify that a library was successfully indexed. Items that are not
indexed for the library can be displayed.

Access
This pop-up box can be accessed from the External Libraries tab and the Database Libraries tab of
the TeshSearch Setup panel.

Pop-Up Box Layout

Library Marne: IS_I,Is.t'-‘«dminM anual

% Digplay only non-indexed rovws
" Digplay all rows

Mumber of Entries: 1]

File:

KN I

— Indexing Log File

Log File Marne: II::'\F'mgram Files\R TI4TechSearch ServersfultexttSosdd Browse

Clear

Reload

LY

Pop-Up Box Elements

Library Name
The name of the library for which you are checking the indexing status.

Display only non-indexed rows
If selected, only the rows or files in the selected library that were not indexed successfully are
displayed.

Display all rows
If selected, all rows or files in the selected library are displayed.
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List Box
Displays all rows or files in the selected library or just the files that did not get indexed.

Number of Entries
The total number of items displayed in the list box.

Log File Name

Displays the name of the log file associated with the selected library. A library's log file shares the
same name as the library and has a .LOG extension. By default, it is placed in the /fultext directory
along with the other TechSearch server data files.

The file and path defaulted into the Log File Name field is relative to the server machine. Therefore, if
you attempt to use the Library Status on a non-server machine, you will have to locate the file
yourself.

The text in the log file should provide enough information for you to determine why some of the items
in a library could not be indexed. Typically this is due to an unsupported document type, insufficient
access privileges to a document, or a broken network connection during the indexing process. If
there are errors that do not appear to be correctable, save a copy of the log file and contact the RTI
Technical Support area.

Browse button
Allows the user to search for a different log file.

Clear button
Clears the contents of the log file identified in the Log File Name field.

Reload button
Reloads the file indicated in the Log File Name field.

Pop-up Button Controls

OK
Closes the pop-up box.
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Advanced Tab

The Advanced tab contains an edit box and a list box. The TechSearch server understands a variant
of SQL called SearchSQL. A user can enter a SearchSQL statement in the edit box, execute it, and
then view the results in the list box. This tab provides RTI Technical Support with a way of
troubleshooting the TechSearch server from within our own application. In general, a user should not
use this tab page unless specifically instructed by one of the RTI Technical Support representatives.

Panel Layout

¥# TechSearch Setup [_ (O] x|
TechSearch Setup

Extemal Libraries | Database Libraries |4 | Client Eunnectolsl

Enter your Statement Here; Ercmfio |
td @, Humber of Results: I
tas. Search Time [minutes]: I

Datssawce: [RTIFULCRUMLOCAL =

.

Mumber of Entries:

Panel Elements

Enter your Statement Here
The SearchSQL statement that will be run against the TechSearch Server.

Max. Number of Results
The maximum number of results that should be returned as part of the search.

Max. Search Time (minutes)
The maximum amount of time (in minutes) that TechSearch Server should search for results.

Datasource
The datasource against which you wish to search.
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List Box
Displays a list of the results returned as part of the search.

Number of Entries
The total number of entries displayed in the list box.

Panel Button Controls

Execute
Executes the SearchSQL statement entered in the Enter your Statement Here field.
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Client Connectors Tab

This tab provides access to manage the TechSearch service and client connectors.

Panel Layout

¥8 TechSearch Setup =]
TechSearch Setup

External Librariesl Database Librariesl Advanced

— TechSearch Server Manager
|dze the TechSearch Server Manager program to make changes.
“tou will want to refrezh thiz panel when pou are finizhed, Ul Higerel Sieren b/ anages |
 Client Connectors
Mumber of Entries: 1
Connector Mame | Aytomatic |
tep2048 N
— Server Directaries
Search Directony: Il::\.F'rnglam FileshRTINT echS earch Servertfultest Change |
Create Directany: IE:\.F'rogram Filezs\BTINT echSearch Serverfultest Change |
Temporary Directan: IE:\.F'rogram Filezs\RTINT echSearch Serversternp Change |

Panel Elements

TechSearch Server Manager
Displays the status of the service.

TechSearch Server Manager button
Displays the Hummingbird Connector Manager panel that allows you to define the client
connectors.

Client Connectors List Box
Displays the client connectors that have been defined.

Number of Entries
The total number of client connectors that have been defined.

Search Directory
Specifies the location of a required configuration and message file, fultext.ftc. By default, this value
should be set to the /fultext directory created during installation.

Change button)
Allows the user to change the location of the search directory.
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Create Directory
Contains the TechSearch tables that can be accessed by a user. By default, this value should be set
to the /fultext directory created during installation.

Change button
Allows the user to change the location of the create directory.

Temporary Directory
The working directory that TechSearch will use for temporary storage space when performing

searches. This should be set to a temp directory on the machine where TechSearch is
running.

Change button
Allows the user to change the location of the temporary directory.
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Hummingbird Connector Manager Panel

This panel displays the service that is running the Fulcrum Server and the status of the service.

Pop-Up Box Layout

Hummingbird Connector Manager

Service Status Startup

Hurmmingbird Connectar Started Automatic

Cloze
Setup...
Startup...
Hemave

Help

LIk

Stat Stop

Panel Elements

List
Displays a list of the defined services.

List Box Button Controls

Setup
Displays the Hummingbird Connector Service Setup pop-up box to allow the user to setup
the selected service.

Startup
Displays the Service Startup Type pop-up box to allow the user to select the specific type
of startup for the selected service.

Remove
Removes the selected service from the panel.

Start
Starts the selected service.

Stop
Stops the selected service.

Panel Button Controls

Close
Closes the Hummingbird Connector Manager panel.

Help
Displays the Hummingbird Connector Manager Help panel.
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Hummingbird Connector Service Setup Pop-Up Box

This pop-up box displays a list of the defined client connectors.

Pop-Up Box Layout

Service Mame: Hummingbird Connector
Service Path:  CAPROGRA™TMATINTECHSE ~1hbin\ftservoe. exe Help |

— Client Connectors

Clignt

Caonnectar Status Startup
Add.

Setup... |
Eremawe |

Started Autamnatic

Start | Stop

Pop-Up Box Elements

Service Name
The name of the service to which the selected connector is associated.

Service Path
The path where the service is found.

List
Displays a list of the defined client connectors.

List Box Button Controls

Start
Starts the selected client connector.

Stop
Stops the selected client connector.

Add
Displays the Add Client Connector pop-up box to allow the user to add a new client
connector.

Setup
Displays the Setup Client Connectors pop-up box to allow the user to update the selected
client connector.

Remove
Removes the selected client connector from the list.
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Pop-up Button Controls

Close
Closes the Fulcrum Server Service Setup pop-up box.

Help
Displays the Hummingbird Connector Manager Help panel.
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Add Client Connector Pop-Up Box

This pop-up box allows the user to add a new client connector. Client connectors provide a
connection between a client machine’s TechSearch session and the location of the TechSearch
Server tables across a specified network protocol. During installation, you will need to define at least
one client connector.

Pop-Up Box Layout

Add Chient Connector

Service Name: Fulzrum Server 4.0
ak.
Client Conmectar:

I Cahzel

i

Help
Fulcreate:
I Startup Type
Fulzearch: .
I € Automatic
£+ fanual
Fultermp:

— Conmection Security

— Connection Security Type = efault [Weermanme and Eassward
The ODBC Uzemane and Pazzward of a Clisnt Ysztriaine:
Connection is: I
& |gnored [Default is also ignored | fErar!
[RTI0dE =l
" Used if provided [Othensize, the Default is used)
Fassword:

" Required [Default iz ignored) I

Pop-Up Box Elements

Client Connector

This entry defines the network settings used by this client connector. TechSearch supports the
following network protocols — TCP/IP, IPX/SPX and Named Pipes. The value entered into this field
depends on the network protocol you choose to implement. You may have to contact your system
administrator for the correct values for these additional network settings. The TCP/IP client
connector is likely to be the simplest type to configure, and we recommend that our customers use
this protocol in their TechSearch environment.

If you choose to use TCP/IP, the client connector should be entered using the following format:
tcp[port_number] where [port_number] is the port used to listen for TechSearch requests. The
default port number for TCP/IP is 2048.

If you will be using IPX/SPX use this format: spx[socket_number/node_number/network _numbery].

For the Named Pipes protocol use the following: nmp[-pipename].
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Fulcreate

Contains the TechSearch tables that can be accessed by a user. By default, this value should be set
to the /fultext directory created during installation. The value in this field should be the same as the
value in the Fulsearch field.

Fulsearch

The Fulsearch directory specifies the location of a required configuration and message file, fultext.ftc.
The Fulsearch directory contains the TechSearch tables that can be accessed by a user. By default,
the value should be set to the /fultext directory created during installation. The value in this field
should be the same as the value in the Fulcreate field.

Fultemp
The working directory that TechSearch will use for temporary storage space when performing
searches.

Startup Type

Use this to define whether this client connector will be started manually, or will start automatically
whenever the parent service is started. For simplicity, we recommend that all client connectors have
the Automatic startup type.

Automatic
If selected, the connector will start automatically.

Manual
If selected, the connector must be started manually.

Connection Security Type

This determines the security mechanism used by ODBC to validate a connection. We recommend
that you select Ignored (Default is also ignored). DB2 users must select this option. If you would like
to implement network logins to control access one of the other values can be selected.

Default Username and Password

Will only be enabled if Used if provided (Otherwise, the Default is used) option is selected. Enter a
valid Windows NT login and password. Also select the domain for that login in the From field. This
Windows NT user account must have the user rights for Logon as a batch job and Logon as a
service. For DB2 users these fields will be disabled.

IMPORTANT NOTE: If entered, this login must be used when creating or maintaining External
Libraries.

Pop-up Button Controls

OK
Saves the information and closes the pop-up box.

Cancel
Closes the pop-up box without saving any information.

Help
Displays the Hummingbird Connector Manager Help panel.
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Service Startup Type Pop-Up Box

This pop-up box allows the user to select the type of startup for the selected service. The type can
be either Manual (i.e. a user must explicitly use this program to start and stop the service)
or Automatic (i.e. the service is started automatically during the boot-up process without
any user interaction). It is recommended that you make this service startup automatically so
that TechSearch is always available as long as the server machine is running.

Pop-Up Box Layout

Service Mame: Fulcium Server 4.0
& Automatic
" Manual

Pop-Up Box Elements

Automatic
If selected, the service will start automatically during the boot-up process.

Manual
If selected, the service must be started manually.

Pop-up Button Controls

OK
Saves the information and closes the pop-up box.

Cancel
Closes the pop-up box without saving any information.
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Scheduling Manual Library Indexing

The CustomerFirst TechSearch libraries that you create need to be indexed periodically to maximize
completeness and efficiency when using TechSearch. While it is possible to index libraries from
within the CustomerFirst System Administrator program using the TechSearch Setup panel, using
this method requires that a user be present to initiate and complete the indexing. This restriction is
often impractical when trying to index the TechSearch libraries during off-hours. The TechSearch
Indexing Utility (RTIFTIDX.EXE) provides a command line interface that you can use in conjunction
with a scheduling program to automate the indexing process.

The Validate contents of files or database records in addition to updating the library’s index indexing
option is used unless the Reindex the entire library and its contents option is specifically selected in
the command line.

The TechSearch Indexing Utility should be run (whether manually or through a scheduler) on the
TechSearch Server Machine.

Note: Only one copy of the TechSearch Indexing Utility can be running at any given time.

The following table summarizes the command line options available for the TechSearch Indexing

Utility:
Option Description
-L<library name> Index <library name> only
-F<file name> Index only the libraries listed in the file <file name>
-ALL Index ALL libraries
-ABANDON Index using the Reindex the entire library and its contents option
-U<user name> User name for the CustomerFirst user
-P<password> Password used by <user nhame> in CustomerFirst
-D<database> Database used by CustomerFirst
-S<server> Database server used by CustomerFirst
-HIDE Hide the diagnostic display window
-TEST Test the command-line options without actually performing an index
-O<output log file> Output the messages to log file name <output log file>

®  You must choose exactly one of the following indexing target options.

-L<library name>

You can use this option to define the single TechSearch library you want to have indexed. The
library you identify, <library name>, must have been created using the TechSearch Setup panel.
You can specify both external libraries and database libraries.

-F<file name>

You can use this option to define multiple TechSearch libraries that you wish to have indexed.
<file name> must be a text file that lists each library to be indexed on its own line. These
libraries must have been created using the TechSearch Setup panel. You can specify both
external libraries and database libraries in file.

-All
Use this option to index all of the TechSearch libraries defined in CustomerFirst.
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e  You can use the following option to change the type of indexing that is performed.

-ABANDON

Use this option to indicate that the Reindex the entire library and its contents indexing option
should be used. This type of indexing is required if any changes were made to the TechSearch
stop file (Fultext.stp).

e To successfully index the specified TechSearch libraries, the TechSearch Indexing Utility will
need to connect to the CustomerFirst database as a CustomerFirst user. Use the following
options to specify the CustomerFirst connection to use. For simplicity, you can use the same
connection settings that you use when logging into the Escalation Server or Inmail Server
programs. If you omit any of these options, the TechSearch Indexing Utility will prompt you for
CustomerFirst login information before indexing any tables.

-U<user name>
Set <user name> to be a CustomerFirst user that has basic update (write) access privileges to
the CustomerFirst database.

—P<password>
Set <password> to be the password used by <user name> to log into CustomerFirst.

—D<database>
Use <database> to identify the CustomerFirst database that you will be using.

—S<server>
Use <server> to specify the database server used to house <database>.

e  Use the following options for diagnostic and/or logging purposes.

—HIDE

By default, the TechSearch Indexing Utility opens a diagnostic window that is used to display
progress and/or error messages. You can use this option to hide this window while the
TechSearch Indexing Utility is running. If this option is chosen, the program will exit when it has
finished. Otherwise, you will have to close the diagnostic window yourself before the program
can exit.

—TEST

Use this option to validate the rest of your command-line option without actually indexing any
TechSearch libraries. This option is useful when initially defining the command-line options you
wish to use. In TEST mode, the TechSearch Indexing Utility will attempt to make a
CustomerFirst database connection according to the defined connection options, validate the
existence of each identified library, perform a "fake" index on each library, and then close the
database and TechSearch connections used by the indexing utility. If you specify the TEST
option, the VISIBLE option will be set as well.

—O<output log file>

You can direct logging information to a file name <output log file>. If this file does not exist, it will
be created. If it already exists, it will be overwritten. The messages written to <output log file>
are the same messages displayed in the diagnostic window when the VISIBLE option is used.
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Examples

rtiftidx —Uran —Pxxx —SOracle8 —Drtitrain —LIncDesc —Oc:\temp\index.log
Log into CustomerFirst as user ran and index only the IncDesc TechSearch library. Create a log
file named c:\temp\index.log

rtiftidx —Uran —Pxxx —SOracle8 —Drtitrain —ALL —TEST
Log into CustomerFirst as user ran. Use TEST mode to validate that all defined TechSearch
libraries can be indexed.
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Overview

Incident characteristics are attributes of an incident that identify relevant information about the
incident. A characteristic can be associated with a possible resolution, diagnostic, or procedure.
Characteristics can be used to find similar issues, for general searching, or for reporting purposes.
Incident characteristics can be used for searching purposes from the following places:

— Resolution Search tab from the Incident panel
— Incident Search panel

—  Problem Search Panel

— Knowledge Base Search in WebFirst

A Characteristic Type provides a group or category for related Characteristic Values. Characteristic
types must be predefined. Some examples are listed below.

Functions
Panels
Fields

Error Codes
Keywords

A Characteristic Value is a word, phrase, name, or number that will provide specific information
about an incident. Characteristic values may be predefined for selection, or user defined for a
specific incident. Predefined characteristic values can be imported using the Characteristic Value
Import. Refer to the Data Imports section of this manual for additional information. Some examples of
characteristic values are listed below.

Maintain Characteristic Types and Values(Function)
Characteristic Type panel (Panel)

Characteristic Value Set-up panel (Panel)

Type Name (Field)

Value Name (Field)

CFS260 (Error Code)

Characteristic (Keyword)

Synonyms can be defined for predefined characteristic values.

Characteristic values can be associated with an incident in the following ways:

e  The system will automatically search the incident Long Description for matches to
predefined values if appropriate for the specific characteristic type.

e A user can select a predefined Characteristic Value for a Characteristic Type that appears
on the Main tab of the Incident panel. Four types can be displayed on the Incident panel.
This is defined on the User Group Preferences panel. Refer to the Other Setup Options
section of this manual.

e A user can select predefined characteristic values on the Resolution Search tab of the
Incident panel.
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e A user can enter user defined characteristic values on the Resolution Search tab of the
Incident panel for specified characteristic types.

Generate Incident Characteristics should be run after you add new predefined characteristic values
for characteristic types that are set to Use for search of Long Description. When this is run, the
system reads the incident Long Description for all existing incidents and updates their characteristics
to reflect matches with new predefined values that have been added to the table.

The Incident Characteristics Report (R0018) should be run on a regular basis to identify which
characteristic values are being used:
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Characteristic Type Set-Up Panel
This panel is used to define characteristic types. A characteristic type provides a group or category
for related characteristic values. Characteristic types must be predefined. An unlimited number of
characteristic types can be defined.

Document and discuss the characteristic types before you add them in the system.

Access
This panel is accessed by selecting Administration and Characteristics and Define Types and Values

from the menu bar.

Menu Bar Choices

Char. Type Setup

Edit Values

Edit Values
Displays the Characteristic Value Set-Up panel showing the defined values for the highlighted
characteristic type.

Panel Layout

¥ Characteristic Type Set-Up |Z E@

Characteristic Type Set-Up
MHumber of Entries: B

Characternistic Type  Seq Disp Fegd Predef Mem  Sich lgn Esact| “WebFirst

Error Codes 1 Ay ke Ny by

Field 1 A Y

Function 1 Ay Y

Keywords 1% ke Ny

Proagram 1% Ay hy A Add

Fepart 1 Ay Y kg

< »
Help Text: =|
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Panel Elements

List Box
Displays a list of the characteristic types defined in the system.

Number of Entries
The number of characteristic types defined in the system.

Related Information

Help Text (Character_Type.Help_Text)
This is the help text for the selected characteristic type in the list.

List Box Button Controls

Add
Displays the Characteristic Type pop-up box for entry of a new characteristic type.

Update

Displays the Characteristic Type pop-up box for updating the type information for the
highlighted type. This option can also be invoked by double-clicking on a row in the list box.

11-4
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Characteristic Type Pop-Up Box

This box is used to add or update characteristic types.

Pop-Up Box Layout

Characteristic Type

Type Marne: | | Sart Sequence: I:l
Characteristic Type Options
[ &hwsays display even if no value [T Required when displayed
Walues must be pre-defined Cache in meman
|Jge for search of long description [ Default to ignore for search
[ Exact match fram long description [ Exclude from webFirst
Help Text:
Ok ] [ Cancel

Pop-Up Box Elements

Type Name (Character_Type.Type_Name)
The name of this characteristic type.

Sort Sequence (Character_Type.Sort_Sequence)

The sort sequence to be used when displaying the types in the list box on the Resolution Search tab
of the Incident panel. The types are displayed in alphabetical order within sort sequence. Therefore,
if the same sort sequence is given to all types, the types will appear in alphabetical order.

Always display even if no value (Character_Type.Always_Display)
Indicates that this type will be displayed on the Resolution Search tab of the Incident panel, even if
no values are defined which apply to the product or product family.

Required when displayed (Character_Type.Reqd_When_Display)
Indicates that a value for this Characteristic Type must be defined if you have chosen to display this
type on the Main tab of the Incident panel via User Group Preferences.

Values must be pre-defined (Character_Type.Predefine_Entries)
Indicates that the values must be predefined for this characteristic type. Users will not be able to add
user-defined characteristic values for this type on the Resolution Search tab of the Incident panel.
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Cache in memory (Character_Type.Cache_Memory)

Indicates that the values for this characteristic type will be cached in memory. Only values whose
type is cached in memory will be displayed automatically in the list box on the Resolution Search tab
of the Incident panel. If values are no cached, when the user tries to expand the folder a pop-up will
be displayed that will be used to filter the values displayed.

Use for search of long description (Character_Type.Desc_Search)

Indicates that the incident Long Description will be searched for any text that matches values defined
for this characteristic type. If any are found, they will automatically be added as characteristics for the
incident.

Default to ignore for search (Character_Type.Def_Ignore)

Indicates that this characteristic type will not be used when searching for similar incidents. On the
Resolution Search tab of the Incident panel, if a characteristic of this type is added, it will be flagged
as ignored when searching for Related Problems. This can be overridden on the Resolution Search
panel for the specific incident. This allows the user to capture miscellaneous information about the
incident that will not be used during search.

Exact match from long description (Character_Type.Exact_Match)

Indicates that there must be an exact match when comparing characteristic values with the incident
Long Description. For example, a characteristic will not be added if a value is "light" and the Long
Description contains the word "highlighted". It will add "light" as a characteristic if the Long
Description contains the word "lights" since plurals are ignored.

Exclude from WebFirst (Character_Type.WebFirst_Exclude)
If this field is checked, this characteristic type will not be available in WebFirst.

Help Text (Character_Type.Help_Text)
The help text associated with this characteristic type.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving the current changes.
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Characteristic Value Set-Up Panel

This panel displays the values for the highlighted characteristic type on the Characteristic Type Set-
Up panel. From this panel you can add, update, and delete values for the characteristic type.

Characteristic values should be unigue. Make sure that text in the incident Long Description will not
be incorrectly matched with a predefined characteristic value. In addition, typically the same value
should not be defined for more than one characteristic type.

Document and discuss the predefined characteristic values before you add them in the system.

Access

This panel is accessed from the Characteristic Type Set-Up panel. You can double click on a specific
Characteristic Type in the list box, or select Char. Type Setup and Edit Values from the menu bar.
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Main Tab

All of the characteristic values associated with the specific characteristic type are displayed on this
tab. Information related to each value is displayed.

A characteristic value can be deleted from this tab.

Panel Layout

# Characteristic Value Set-Up r._”El@
b ain l Walues by Product Family or Praduct ]
Characterigtic Tepe: | Kemwords Entries: 31 Spnonpms
Synonyrn Mame Sad

Walue Mame | Attach | Sort Sequence | “WebFirst Exclude | Description | Fes P
account N 1 &dd
adjustment M 1
allocation N 1
agzet N 1 i 3
budget M 1 N LS )
check M 1
calumn M 1
deduction M 1 Attachments
EXpEnze M 1
FICA M 1
heading N 1
by M 1
income tax M 1 -
< | >

Available for Specific Product Family(z] or Product(s] Pozsible Resolution: =

Product Mame  Product Family
Description: =]
Panel Elements
Characteristic Type (Character_Value.Type_Id)

The name of the characteristic type with which this value is associated.

List of Characteristic Values
Displays a list of characteristic values for the type displayed in the Characteristic Type field.

Entries
The number of characteristic values displayed in the list.
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Related Information

Available for Specific Product Family(s) or Product(s)
Displays the product families or products that the selected value is associated with.

Description (Character_Value.Description)
The description of characteristic value selected in the list box.

List Box Button Controls

Add
Displays the Define Characteristic Value pop-up box for entry of a new characteristic value.

Update
Displays the Define Characteristic Value pop-up box for the selected value for the user to

update the value. This button is disabled if there are no entries in the characteristic value
list box.

Delete

Deletes the highlighted value in the list box from the predefined characteristics
(Character_Value table). and the incidents that have the characteristic value
(Incident_Char table. This button is disabled if there are no entries in the characteristic
value list box.

Due to the potential number of updates to the database, this should be done off hours.

Synonyms (Char_Val_Synonym.Synonym_Name)
Identifies the synonyms associated with the highlighted value.

Add button

Displays the Add Synonym pop-up box for entry of a new synonym for the highlighted
characteristic value.

Update button

Displays the Add Synonym pop-up box for the selected characteristic value for the user to
update the synonym. This button is disabled if there are no entries in the characteristic value list
box.

Delete button

Deletes the selected synonym. This button is disabled if there are no entries in the Synonym list
box.

Attachments

Displays a list of the attachments that are associated with the selected characteristic value. From
here you can Open or Extract an existing attachment For additional information about attachments
refer to the General User Interface section of the CustomerFirst Reference manual.

Possible Resolution (Character_Value.Poss_Res)
A description of a possible resolution or steps to resolve the issue related to this characteristic value.

RTI Software (11/30/06) 11-9



System Administration Incident Characteristics

Values by Product Family or Product Tab

This tab allows the user to view the characteristic values by Product Family or Product.

Panel Layout

#® Characteristic ¥alue Sei-Up |Z||E|®

Main  “alues by Praduct Family or Product l

Prod. Family: | vl Characteristic Tepe: | Keywwords |

Product; |F'a_l,JrcuII t anager w |

Characteriztic ¥ alues Enfries: 9
Synonyms

Yalue Mame  Attach  Sot Sequence  WebFirst Exclude Description Fes Prob 5 N

deduction M 1 Rl Add

FICA, M 1

hourly M 1

zalary M 1

woe N 1 - .
Attachments

< | >

Description: = Passible Resalution:. S|

Panel Elements

Product Family
Allows the user to display the values that are associated with a specific Product Family.

If a value is selected in this field the Product field is filtered based on this field. If a value is selected
in this field and the Product field is blank, the Characteristic Values List is populated based on the
Product Family selected. If a value is selected in this field and the Product field is populated, the
Characteristic Values List is populated based on the Product selected.
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Product
Allows the user to display the values that are associated with a specific Product. If a value is
selected in this field, the Characteristic Values List is populated based on the Product selected.

Other Fields
For information about the other fields on this tab refer to the Main tab.
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Define Characteristic Value Pop-Up Box

This box is used to add or update characteristic values.
Characteristic values can be filtered in the characteristic value trees or dropdown lists by one or

more product families, or one or more products. If no product families or products are selected, the
value will available for all products.

Pop-Up Box Layout

Define Characteristic Yalue

Characterniztic Type: |KB_','WDIE|S | Sort Sequence: [ Exclude from 'webFirst
Walue Mame: | |
Awailable for Specific Product Family(z): Awailable for S pecific Product{z):
Product Farmily Product
Add Farmily Add Product
< > < >
Description: 2
Attachments
Possible Resalution:. S| Poszible Resolution Problem [0 I:I
ok || #dd || Concel

Pop-Up Box Elements

Characteristic Type (Character_Value.Type_lId)
The name of the characteristic type with which this value is associated.

Value Name (Character_Value.Value_Name)
The value name.
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Sort Sequence (Character_Value.Sort_Sequence)

Indicates in what order the value should appear in characteristic value trees and drop down lists. If
the sequence number is the same for multiple values, the values will be sorted alphabetically within
that sequence.

Exclude from WebFirst (Character_Value.Webfirst_Exclude)
If this field is checked the characteristic value will not be available in WebFirst.

Available for Specific Product Family(s) (Char_Value Prod.Product_Family_Id)
Displays a list of the product families that the characteristic value is associated with. If a value is
associated with one or more product families, it cannot be associated with a product.

Add Family button
Displays the Select Product Families pop-up box to associate the characteristic value with one
or more product families.

Delete Family button
Deletes the selected product family from the list. This button is disabled if there are no entries in
the list box.

Available for Specific Product(s) (Char_Value_Prod.Product_Id)
Displays a list of the products that the characteristic value is associated with. If a value is associated
with one or more products, it cannot be associated with a product family.

Add Product button
Displays the Select Product(s) pop-up box to associate the characteristic value with one or
more products.

Delete Product button
Deletes the selected product from the list. This button is disabled if there are no entries in the
list box.

Description (Character_Value.Description)
The description of this characteristic value. This description is accessible from the Resolution Search
tab of the Incident panel.

Attachments

The Attachment Source box lets you add electronic documents that contain additional information
regarding the characteristic value. The attachments are accessible from the Resolution Search of the
Incident panel.

Possible Resolution (Character_Value.Poss_Res)

This allows you to provide diagnostic information or an actual resolution related to the specific value.
This is useful for values such as error codes. This information is accessible from the Resolution
Search tab of the Incident panel.

Possible Resolution Problem ID (Character_Value.Poss_Res_Prob_Id)

The Problem Id for an actual problem in the database that may contain the solution when this
characteristic value applies to the incident. If common questions or problems are pre-defined in the
system and this Problem Id is entered here, it allows CustomerFirst to link a new incident to an
existing problem so the new incident can be immediately resolved.
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Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Add & Clear
Only available if the user is adding a characteristic value. Adds the characteristic value and
clears the fields for the entry of another value.

Cancel
Closes the pop-up box without saving the current changes.
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Select Product Families Pop-up Box

This pop-up box allows the user to select one or more product families to associate with the
characteristic value.

Pop-up Box Layout

Select Product Families

Al wailable Product Families Product Families Selected

Product Family Mame Product Family Mame
Financial kM anager

Financial Manager Doc m
Financh | Add> |
Printer

<- Remaove
Lo [<-Fiemove]
Third Party
Wiork ztation

[
|%
[
| %

Ok l [ Cancel

Pop-up Box Elements

All Available Product Families
Displays a list of the product families that can be selected.

Product Families Selected
Displays a list of the product families that are selected.

List Box Button Controls
Add
Adds the selected product families in the All Available Product Families list to the Product

Families Selected list.

Remove
Removes the selected product families from the Product Families Selected list.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving the current changes.
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Select Product(s) Pop-up Box

This pop-up box allows the user to select one or more products to associate with the characteristic

value.

Pop-up Box Layout

Select Productis)

All wailable Products

Products Selected

Product Mame

AP Manager

AP Reference Manual
AR M anager

AR Reference Manual
CP3400

Dell PowerE dge B005C
F b anager

F& Reference Manual

GL Manager

GL Reference Marnual
HP Laserlet

b atrix Feporting S olutions
Payroll tManager

Fayroll Reference tanual

£

Product Mame

<- Remaove

|
[

Ok l [ Cancel

|

Pop-up Box Elements

All Available Products

Displays a list of the products that can be selected.

Products Selected

Displays a list of the products that are selected.

List Box Button Controls

Add

Adds the selected product(s) in the All Available Products list to the Products Selected list.

Remove

Removes the selected product(s) from the Products Selected list.

Pop-up Button Controls

OK

Saves the current changes and closes the pop-up box.

Cancel

Closes the pop-up box without saving the current changes.

11-16

RTI Software (11/30/06)



System Administration Incident Characteristics

Modify Characteristics Panel

This panel is used to move a user defined or predefined characteristic value from one characteristic
type to another predefined characteristic type and characteristic value.

If the characteristic value has already been associated with one or more incidents, the Characteristic
Type and Characteristic Value will be changed for each incident. If the original value was predefined
it is deleted from the predefined table.
The characteristic type of ‘Program’ does not appear since the values for that type are defined using
the Product Program facility.

Access
This panel is accessed by selecting Administration and Characteristics and Move/Merge Values from
the menu bar.

Menu Bar Choices

Modify Chars.

Add Characteristic Type
Add Characteristic Value

Add Characteristic Type
Displays the Characteristic Type pop-up box to add a new characteristic type.

Add Characteristic Value
Displays the Define Characteristic Value pop-up box to add a new characteristic value associated
with the highlighted characteristic type.
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Incident Characteristics

Panel Layout

%! Modify Characteristics [ [m]
Modify Characteristics
—Source
From Type From Y alue | -
Error Codes 1093 Procezsing
Field Account Shucture
Function AP Journal Processing b
F.ewwords Check Reconciliation
Fepart Irwnice Adiustments
Irvoice Payments
Irrvoicing
Journal Adjustments LI
— Target
Update |
To Type To'Value | -
Ernor Codes account
Field adjustment =
Function allocation
F.ewwords azzet
Report budaget
chack
column
deduction LI
Panel Elements
From Type (Character_Value.Type_Id)
The name of the characteristic type whose value is to be modified.
From Value (Character_Value.Value_Name)
The characteristic value to be modified.
To Type (Character_Value.Type_Id)
The characteristic type to which the From Value is being moved.
To Value (Character_Value.Value_Name)

The characteristic value to which the From Value is being moved.
Panel Button Controls

Update
Completes the processing to modify the characteristics.
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Generate Incident Characteristics Panel

This panel is used to generate incident characteristics for existing incidents. When this function is
run, the system reads the incident Long Description for all existing incidents and updates their
characteristics to reflect matches with new predefined values that have been added to the table. This
is useful to help ensure that incidents have the appropriate characteristic values for searching and
reporting purposes.

The Generate Incident Characteristics should be run after you add new predefined characteristic
values for characteristic types that are set to Use for search of Long Description.

This function should not be run during normal working hours.

Access

This panel is accessed by selecting Administration and Characteristics and Generate Values for
Incidents from the menu bar.

Menu Bar Choices

Generate

Run

Run
Starts the generation of incident characteristics.

Panel Layout

@? Generate Incident Characteristics =] E3
Generate Incident Characteristics

Warking: This operation may run for an extended period
and uze sighificant database resources. [F pou would
rather run this off hours select File/Cloze, Othenwize,
zelect GenerateFun to start.

0 10 20 30 40 50 B0 70 B0 90 100

[Eamee]
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Panel Elements

Percent Bar
The percent bar is used to indicate the percentage of incidents that have been scanned for
processing.

Panel Button Controls
Cancel

The cancel button is enabled after processing has begun. This can be used to stop the
generation of new incident characteristics.
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Incident Characteristics Report (R0O018)

The Incident Characteristics Report should be run on a regular basis to identify the following:
e |dentify if incident characteristics are being associated with incidents.
e Identify which characteristic values are being used. You may need to modify your values.

e |fyou allow users to add user defined characteristics to incidents, identify what values have
been used.

— Are the user defined values appropriate?

— Should any of the user defined values be added to the predefined table?
The report first displays each predefined value and how many times it has been used. The values
are grouped by characteristic type. The report then displays each user defined value that was added
and how many times it has been used.

Refer to the Queries and Reports manual for additional information.

Access

This report is accessed by selecting Tools and Reports from the menu bar.
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Overview

The Escalation feature provides an additional facility to help you manage your workflow and notify
individual users or departments of situations that should be addressed. You can also send an e-mail
message to the contact on an incident, or other contacts for the Account on the incident.

Escalation rules are defined using the Define Escalation Rule panel, and those rules are then
evaluated and executed by the Escalation Server. You can identify how often the system should
examine changes that have been made to the database. The Escalation Server will determine if
specific rules apply, if appropriate it will schedule an action to be taken, and at the appropriate time it
will execute the action if it still applies.

You can define escalation rules for the following:

Incidents

Incident Activities

Problems

Permanent Fixes

Permanent Fix Versions/Implementations
Tasks

Sales Opportunities

Maintenance Contracts

Equipment

Use of Work Days and Work Hours

The actions associated with an escalation rule are executed based on the object assignee’s work
day information in the following cases:

e  The Primary Condition is date or time related

e  Work Days is specified in a Secondary Condition related to the Date Opened

e  Work Hours is specified in a Secondary Condition related to the Time Opened
Work day information for a user is defined on the Work Days tab of the User Group Preference
panel. If a specific User Group is not defined for the object assignee, then the ‘Global’ user group will
be used. If nothing is specified, a work week of Monday - Friday, 9 am - 5 pm in the server time zone
is assumed. Refer to the Other Setup Options section of this manual for additional information.

Work day information is not used for rules that are not date/time related. For example, when using a
Primary Condition of ‘<<Field A>> has changed'.

E-Mail Messages Sent From the Escalation Server

The Sender of the e-mail message will be one of the following:

e If the e-mail type for the user who logs into the escalation server is Microsoft Mail or Notes,
the e-malil profile selected when the user logs into the escalation server will be used.
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e If the e-mail type for the user who logs into the escalation server is SMTP, the Primary E-
mail Address defined on the Company Personnel panel for the user will be used.

If the recipient is an internal user, the system will use the primary E-Mail Address defined on the
Company Personnel panel or the user Name if an e-mail address is not defined. Alternate e-mail
addresses can also be selected as a part of the escalation rule.

If the recipient is a contact from an account, the system will use the primary E-Mail Address defined
on the Account Contact panel. Alternate e-mail addresses can also be selected as a part of the
escalation rule.

If the Escalation Server cannot send an e-mail, it will try to send an e-mail to the person defined in
Error Handling. If that e-mail also cannot be sent, the following pop-up message will be displayed to
all users:

"The Escalation Server cannot send e-mail messages. Notify your system administrator."

Setup Requirements

Implement the Escalation Server

Create Escalation Triggers

Define Work Day information for your user groups
Define Escalation Rules

10-2 RTI Software (11/30/06)



System Administration Escalation

Escalation Server

The Escalation Server performs the processing related to the escalation rules that you define.

Implementing the Escalation Server

The Escalation Server is installed on a Windows based machine. Set up a program icon for the
Escalation Server. The executable file name for the escalation server is ESSERVER.exe. The
Escalation Server can be run simultaneously on the same machine with the Incoming Mail Server.
However, this approach may slow down both servers.

The Escalation Server can be run as a Windows service, but you are not required to run this
executable as a service. However, if the mail client for the Escalation Server is a Notes client, it
cannot be run as a service. Contact Technical Support if you have not received the instructions to
create the service.

You must complete the following to implement the Escalation Server:

e  Define the appropriate mail system on the System Defaults tab through Set-up Defaults in
System administration.

e |dentify what user within the system will be used to log into the Escalation Server. Typically
a user is defined for the Escalation Server.

e  Make sure that the user that is going to be used to login into the Escalation Server is also a
valid user in your mail system. The user name identified in CustomerFirst and the mail
system must match.

e If the e-mail type is not SMTP, when starting the Escalation Server the user must login to
the mail system. If the e-mail type is SMTP Mail, you do not need to login to the mail
system. However, the user whose ID and Password is used to login to the Escalation
Server must have his/her e-mail address entered on the Company Personnel pop-up.

e Identify what machine the Escalation Server will be run on and set up the e-mail client on
that machine for the appropriate user.

e  Configure the Escalation Server through the following menu options:

—  Options
—  Error Handling

e Define your escalation rules.

Log File

An esserver.log file is created automatically. It reflects the processing that has occurred and any
errors that were generated. It is located in the directory where the Esserver.exe code is located.
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Escalation Server Options

Menu Bar Choices

File Option Help
Exit Options Trace
Error Handling Oracle Trace
File/Exit

Exits the program.

Option/Options
Displays the Escalation Server Options pop-up box for the user to specify processing options.

Option/Error Handling
Displays the Server Error Handling Option pop-up box for the user to specify error handling options.

Help/Trace

Turns on the tracing feature for the Escalation Server. If trace has never been run from the machine
where the Escalation Server is running, the user will be prompted to select the location where the
trace file will be stored.
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Escalation Server Options Pop-Up Box

This pop-up box allows you to enter the frequency with which the escalation server checks the
database, and the time period that the escalation server will run.

Access

From the ESSERVER.exe this pop-up select Option and Options from the menu bar.

Pop-Up Box Layout

X

M Escalation Server Options

Check interval in minute: 2

Check between

Stark time: |US:DD

End time: [13.00

Do hot take ezcalation action if current date iz more than
3 wark days greater than estimated ezcalation date.

OF | Cancel

Pop-Up Box Elements

Check interval in minute
Specifies how frequently the escalation server will process transactions during the period defined by
the Start and End hours.

Check between
Specifies the hours during which the escalation server will process transactions at the preset interval.

Do not take escalation action if current date is more than x work days greater than
estimated escalation date.

This field is used in conjunction with the expected escalation date to determine if the escalation
action should be taken. For example, if a rule is for incidents "older than 2 days" and the Date
Opened is March 9, 2004 and the Time Opened is 10:00, then the expected escalation date/time
may be March 11, 2003 at 10:00.

When an action is going to be taken, we will compare the expected escalation date to the current
date. If the difference is greater than the number of work days defined in this option, then the action
will not be taken. An entry will be made in the Escalation Audit table indicating that this action was
not executed because the difference between the expected escalation date and the current date was
too big.

The value in this field defaults to 3.
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Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving the current changes.
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Server Error Handling Option Pop-Up Box

This pop-up box allows you to enter information on how the system should handle errors that are
encountered by the escalation server.

Access

From the ESSERVER.exe select Option and Error Handling from the menu bar.

Pop-Up Box Layout

Server Error Handling Option

] Dan't display emor messages

When error occurs, notify via Email

Mame/ld | |

Email addr | |

Specify how many times the server should

retry before exit when ermor occured.

Pop-Up Box Elements

Don't display error messages

If this check box is selected, errors that are encountered by the Escalation Server will not be
displayed on the monitor. If error messages are displayed, they may need to be responded to before
the Escalation Server can continue processing.

When errors occurs, notify via Email
If an error is encountered an e-mail message will be sent to the address specified in the Email addr
field for the person identified in the Name/Id field.

If the Escalation Server cannot send an e-mail, it will try to send an e-mail to the person defined
here. If that e-mail cannot be sent, a pop-up message will be displayed for all users indicating that
the escalation server cannot send e-mail messages.

Retry times
Indicates how many times the Escalation server should retry before exiting if an error occurs.
Typically this should be set from 5 to 10 retrys.
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Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Escalation Triggers

Database triggers must be created for specific tables that are used in the escalation process. When
the table is updated, the trigger for that table creates a record in the Object_Updated table. This
record is used to create the appropriate escalation records. For example, if you are going to define
an Incident escalation rule, then there must be triggers created for the Incident table and the
Inc_History table.

The appropriate triggers must be created before you can define an escalation rule. However, you
should not create triggers that are not required for the types of rules that you are going to define.

In order to create the escalation triggers in System Administration, the user must log in as the Owner
of the database. This would be CSMADMIN unless it was changed during the database installation.
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Maintain Escalation Triggers Panel
From this panel you can create the escalation triggers for the specific types of escalation rules that
you are going to define. The appropriate triggers must be created before you can define an
escalation rule. However, you should not create triggers that are not required for the types of rules
that you are going to define.

Access

This panel can be accessed by selecting Administration and Database Related and Maintain
Escalation Triggers from the menu bar.

Panel Layout

L3 Maintain Escalation Trigzers

Maintain Escalation Triggers
Mote:

ou must login az the databaze owner [i.e. czmadmin] in order to make changes.
Triggers increase the process time of update operations, but are required by the
Escalation Server. |f you do not run the Ezcalation Server for this database or not at
thiz replication zite, vou should not create any triggers. [ you replicate this database
at multiple sitez, you showld only run the E scalation Server at one site.

Trigger For Table  Rguired For Ezcalation On Used By Rule | Created | #
E quiprnent_Hiztary  E quiprment

E quiprnent E quiprnent
Inc_Histary Incident & Activity

Incident Incident & Activity

taint_Renewal taintenance Contract

taint_Contract Maintenance Contract

Entity_Participant  Participant related conditions

Permanent_Fix Permanent_Fix

PFix_Hiztory FPermanent_Fix & PFis % ersion

Perm_Fix_In FFix Wersion

Problem_Hizstary Froblem

Froblem Problem

Sales_Opptunity Sales Opportunity -

Field Descriptions

List Box
Displays the tables for which triggers can be created and the related escalation objects.

Trigger For Table
Identifies the table in the database that the trigger will be created for or removed from.

Required For Escalation On
Identifies the type of escalation rule. For example, an Incident escalation rule, an Incident
Activity escalation rule, a Problem escalation rule, etc.

Used By Rule
Indicates whether the selected trigger is being used by an existing escalation rule.
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List Box Button Controls

Create
Creates the trigger for the item(s) selected in the list box.

Drop
Removes the trigger for the item selected in the list box.
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Escalation Rules

An escalation rule can be defined for the following:

Incident

Incident Activity

Problem

Permanent Fix

Permanent Fix Version/Implementation
Task

Sales Opportunity

Maintenance Contract

Equipment

Escalation rules can be defined at one of three levels:

e  Global A global rule can apply to any part of the organization.
Specific areas can be identified in the conditions. Only a user with
Administrative access can define a global rule.

e Departmental A departmental rule can only apply to a specific department.
Only a department manager or a user with Administrative access
can define a departmental rule.

e Personal A personal rule can only apply to a specific person and must
be created by that person.

Rule Format
The format of an escalation rule is:
“For Object, IF Primary Condition AND Secondary Condition(s) THEN Action(s) FOR Targets(s)”

Primary Condition
The primary conditions available are based upon the Object selected.

Secondary Condition(s)
The secondary conditions available are based on the Object selected, although some condition
values are also based on the Primary Condition selected.

Action(s)
The actions available are based on the Object selected, although some actions are also based on
the Primary Condition selected.

Target(s)
The Target(s) available for an escalation rule are dependent upon the Object selected and the Action
selected.
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Condition Text

The actual condition text created based on the conditions defined for a rule may need to be modified
to format the conditions correctly.

Parenthesis may be required to group the conditions in a particular way. For example, if you have
multiple OR conditions for the same Condition Type, parenthesis should be used to group those
conditions.

AND conditions are processed prior to OR conditions.

Application of Rules

e  When a new escalation rule is added it will be applied as appropriate to new objects that are
created after the rule is added. The new rule will only be applied to an existing object if the
object is modified after the rule is added or reactivated.

e  The actions associated with an escalation rule are executed based on the object assignee’s
work day information in the following cases:

—  The Primary Condition is date or time related
—  ‘Work Days’ is specified in a secondary condition related to the Date Opened
—  ‘Work Hours’ is specified in a secondary condition related to the Time Opened

Work day information is not used for rules that are not date/time related. For example, when
using a primary condition of ‘<<Field A>> has changed'.

e  Forevery rule, the system calculates the expected escalation date/time for each escalation
action. This is when the escalation rule should be executed. For example, if a rule is for
incidents "older than 2 days" and the Date Opened is March 9, 2005 and the Time Opened is
10:00, then the expected escalation date/time may be March 11, 2005 at 10:00. If a rule is for
incidents where the “Status has changed” and it was changed on March 14, 2005 at 11:00, then
the expected escalation date/time is March 14, 2005 at 11:00.

There is an escalation option that defines a specific number of work days. When an action is
going to be taken, we will compare the expected escalation date to the current date. If the
difference is greater than the number of work days defined in this option, then the action will not
be taken. An entry will be made in the Escalation Audit table indicating that this action was not
executed because the difference between the expected escalation date and the current date
was too big. This option defaults to 3 work days, but can be modified on the Setup Defaults
panel and the Escalation Server Options panel.

E-mail Messages

When e-mail messages are sent from the escalation server the following hierarchy is used to
determine where to send the message:

e An alternative e-mail address field if specified in the escalation rule and defined on the
Company Personnel panel
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e  Primary E-mail Address field if defined on the Company Personnel panel and no alternative
e-mail addresses were specified in the rule

e E-mail address from your mail system (if address book is available) if no alternative e-mail
addresses were specified in the rule and there is no primary e-mail address defined for the
user on the Company Personnel panel

The e-mail messages for an escalation rule can be customized using a Form.
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Escalation Rule List Panel

This panel displays the escalation rules that have been defined for the selected Rule Scope. From
this panel a user can add, update or delete an escalation rule.

Access
This panel is accessed by clicking on the arrow next to the Open icon on the tool bar and selecting

Escalation Rule. You can also select File and Open and Escalation Rule from the menu bar.

Panel Layout

=i Escalation Rule List

Escalation Rule List
Fiule Scope; | Global w
Mumber of entries; &
Ruleld  Type Inactive  Description
103 Incident If incident Motify Flag iz turned on, e-mail the incident awner.
104 Incident If new incident iz in queue for more than 30 minukes, e-mail p
115 Incident Add tazks bo incident far new implementation.
102 Prablem If problem Status iz Active and there are more than 5 incidenl | Add
129 Prablem If problem Status iz Returned to Development, e-mail departr
114 Taszk Expected completion for problem dezsign specification task, wi
< | —
Action: 2| [Gend E-Mail to Dwner S ezignes

Panel Elements

List Box
Displays the escalation rules defined for the specified Rule Scope.

Action
The actions to be taken when the conditions specified in the rule are met.

List Box Button Controls
Add

Displays the Define Escalation Rule pop-up box to allow the user to add a new escalation
rule.
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Update
Displays the Define Escalation Rule pop-up box for the selected rule in the list to allow the
user to update the rule.

Delete
Deletes the selected escalation rule and all pending escalation actions.
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Define Escalation Rule Pop-Up Box

This pop-up box is used to define a new escalation rule or modify an existing rule.

Pop-Up Box Layout

Define Escalation Rule

Ruleid: 133  Rule zcope: [ Inactive
| vl | L [ ¥
And
| ¥ | v [ad ]
Condition: 2|
Then
vl | v| (hat ]
Action Target type Target Farm
Mo Farm
Rule description: Sl
[ ok | [ A | [ Ccancel
Pop-Up Box Elements
Rule Id (Escalation_Rule.Rule_Id)
Automatically assigned unique Id number for the rule.
Rule Scope (Escalation_Rule.Rule_Scope)

Specifies the range to which the rule is applicable. Valid values are:

Personal
This rule is only applicable to the objects assigned to the current user.

Departmental
This rule is only applicable to the objects owned by the specified department. Only a
department manager or users with ADMIN security to the panel can define rules with this scope.
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Global

This rule is applicable to all objects in the system. Only users with ADMIN security to the panel

can define rules with this scope.

Department

When the selected Rule Scope is ‘Departmental’, this drop down field allows you to specify the
department. If you have ADMIN security to the panel all departments will be listed. If you are a
department manager, only the departments which you manage will be shown. This field is not visible
when the selected Rule Scope is either ‘Personal’ or ‘Global’.

Primary Condition

Object Type

The type of object to which the rule applies. Valid values are Contract, Equipment, Inc. Act.,
Incident, Perm Fix, PFix Vers, Problem, Sales Opp., or Task.

Condition Type

(Escalation_Rule.Aging_Type)

The type of the primary condition used by this rule.

Exists

Is older than

Has had no action in

Owner/Assignee has changed

Priority has changed

Project has changed

Promised/Compl DT passed by

The entity is an existing object that is not closed.
The escalation time is based on the current date
and time. Escalation will occur only one time for this
type of rule. Valid for incident, permanent fix,
permanent fix version/impl, problem, sales
opportunity, and task.

The entity has been opened for a certain time
period and is not closed. The escalation time is
based on the Date/Time Opened. Escalation will
occur only one time for this type of rule. Valid for
incident, permanent fix, permanent fix version/impl,
problem, sales opportunity, and task.

No new activities have been entered for the object
within the time period selected. Escalation could
occur multiple times for this type of rule. Valid for
incident, problem, sales opportunity and task.

The Owner or Assignee of the object has changed.
Escalation could occur multiple times for this type of
rule. Valid for incident, permanent fix, permanent fix
version/impl, problem, sales opportunity, and task.

The Priority of the object has changed. Escalation
could occur multiple times for this type of rule. Valid
only for incident, problem, and sales opportunity.

The Project for the object has changed. Escalation
could occur multiple times for this type of rule. Valid
only for incident and problem.

For an incident, the Promised Date has passed by
the selected time period. For a problem or task, the
Estimated Completion Date has passed by the
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Promised/Compl DT within

Severity has changed

Status has changed

Status has not changed in

Participants have all completed

No. of work items exceed

Elapsed work time exceed

Contract Only

Latest renewal expiration has passed

selected period of time. If the time period is in
hours, the estimated completion time is assumed to
be the end of the related date. Escalation could
occur multiple times for this type of rule.

For an incident, the Promised Date is within the
selected time period. For a problem or task, the
Estimated Completion Date is within the selected
period of time. If the time period is in hours, the
estimated completion time is assumed to be the
end of the related date. Escalation could occur
multiple times for this type of rule.

The Severity of the object has changed. Escalation
could occur multiple times for this type of rule. Valid
only for incident and problem.

The Status of the object has changed. Escalation
could occur multiple times for this type of rule. Valid
only for equipment, incident, problem, permanent
fix, permanent fix version/impl, sales opportunity,
and task.

The Status of the object has not changed in the
selected period of time. Escalation could occur
multiple times for this type of rule. Valid only for
equipment, incident, problem, permanent fix,
permanent fix version/impl, sales opportunity, and
task.

All participants for the object have the participant
record marked as completed. Escalation could
occur multiple times for this type of rule. Valid only
for incident, problem, sales opportunity, and task.

The number of work items has exceeded a certain
value. Escalation could occur multiple times for this
type of rule. Valid for incident, problem, sales
opportunity. and task.

The cumulative elapsed workable time of the
incident has exceeded a certain value. Workable
time is any time the incident has not been in an
‘Awaiting Documentation’ or ‘Awaiting Verification’
status where it was not workable because a
response was required from the account. Escalation
will occur only one time for this type of rule. Valid
only for incident and task.

The Expiration Date for latest renewal for the
contract has passed. Escalation could occur
multiple times for this type of rule.
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Latest renewal expiration is within

Equipment Only

Estimated Repair Date has passed by

Estimated Repair Date is within

Is associated with an incident

Operating Status has changed

Operating Status has not changed in

Warranty Expiration Date has passed by

Warranty Expiration Date is within

Incident Only

Callback Date/Time has passed by

SLA Hours remaining is less than

Incident Activity Only

Has not occurred and condition true for

Has not occurred and incident older than

The Expiration Date for latest renewal for the
contract is within the selected time period.
Escalation could occur multiple times for this type of
rule.

The Estimated Repair Date has passed by the
selected period of time. Escalation could occur
multiple times for this type of rule.

The Estimated Repair Date is within the selected
period of time. Escalation could occur multiple times
for this type of rule.

The equipment has been associated with an
incident.Escalation will occur one time for each
incident for this type of rule.

The Operating Status of the equipment has
changed. Escalation could occur multiple times for
this type of rule.

The Operating Status of the equipment has not
changed in the selected time period. Escalation
could occur multiple times for this type of rule.

The Warranty Expiration Date has passed by the
selected period of time. Escalation could occur
multiple times for this type of rule.

The Warranty Expiration Date is within the selected
period of time. Escalation could occur multiple times
for this type of rule.

The CallBack Date/Time for the incident has
passed by selected period of time. Escalation could
occur multiple times for this type of rule.

The time remaining to meet the SLA Hours entered
for the incident is less than the selected amount of
time. Escalation could occur multiple times.

The specific incident activity has not been entered
and the secondary conditions have been true for
selected period of time. Escalation will occur only
one time for this type of rule.

The specific activity has not been entered and the
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Has not occurred within

Has occurred

Problem Only

Target Release has changed

Date/Time Required has changed

Date/Time Required has passed by

Date/Time Required is within

Sales Opportunity Only

Projected Close Date has passed

Projected Close Date is within

Task Only

Estimated Start Date has changed

Estimated Start Date has passed by

Estimated Start Date is within

incident is older than the selected period of time.
Escalation will occur only one time for this type of
rule.

The specific activity has not been entered within the
selected period of time. Escalation could occur
multiple times for this type of rule.

The specific activity has been entered for the
incident. Escalation could occur multiple times for
this type of rule.

The Target Release for the problem has changed.
Escalation could occur multiple times for this type of
rule.

The Date/Time Required for the problem has
changed. Escalation could occur multiple times for
this type of rule.

The Date/Time Required has passed by the
selected period of time. Escalation could occur
multiple times for this type of rule.

The Date/Time Required is within the selected
period of time. Escalation could occur multiple times
for this type of rule.

For a sales opportunity projection, the projected
Close Date has passed by the selected time period.
If the time period is in hours, the time is assumed to
be the end of the related date. Escalation could
occur multiple times for this type of rule.

For a sales opportunity projection, the projected
Close Date is within the selected time period. If the
time period is in hours, the time is assumed to be
the end of the related date. Escalation could occur
multiple times for this type of rule.

The Estimated Start Date has changed. Escalation
could occur multiple times for this type of rule.

The Estimated Start Date has passed by the
selected period of time. Escalation could occur
multiple times for this type of rule.

The Estimated Start Date is within the selected
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period of time. Escalation could occur multiple times
for this type of rule.

Problem has new activity A new activity has been entered for the associated
problem. Escalation could occur multiple times for
this type of rule.

Problem status has changed The Status has changed for the associated
problem. Escalation could occur multiple times for
this type of rule.

Time Value (Escalation_Rule.Aging_Time)
The amount of time associated with the primary condition.

Time Unit (Escalation_Rule.Aging_Time_Unit)
The unit of the Time Value. It can be Minutes, Hours, or Days.

Secondary Condition

AND/OR
The Boolean operator (AND or OR) to be used to connect this object condition to the next
condition.

AND should be used between Not = conditions.

Condition Type
Specifies a field associated with the selected Object to be used as a condition in the rule. The
fields that are available are dependent upon the object you selected for the rule.

Operator
The operator to be used between the Condition Type selected and the Condition Value
selected. Values in this field are dependent upon the Condition Type selected.

Condition Value
Specifies a value for the Condition Type. The values in this field are dependent upon the Object
and Condition Type selected.

Add button
Adds the current condition to the end of the Condition edit control. Enclosing quotes will be
added as necessary.

Condition Edit Control (Escalation_Rule.Rule_Condition)

The complete text of the conditions for the rule. The user can edit the condition text to format
the condition appropriately. If a condition type or a condition value in the condition has more
than one word, it must be enclosed with single quotes. In this case if the Condition Type or the
Condition Value contains a single quote in it, the single quote has to be replaced by two
consecutive single quotes.

Parenthesis may be required to format the conditions correctly. For example, if you have
multiple OR conditions for the same condition type, parenthesis should be used to group those
conditions.

AND conditions are processed prior to OR conditions.
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In addition, an AND operator must be used with not equal to conditions.

Check button

Checks the syntax of the condition contained in the Condition edit control. This will ensure
that the condition's syntax is correct and that the condition types and condition values are
valid values. This does not include the use of parenthesis.

Actions/Targets Section

Each action described in this section will be performed one time.

Action

(Escalation_Action.Action_Type_Id)

Specifies the kind of action to be taken when the rule conditions are evaluated as true. The

action is completed for the selected Target.

Add participant

Add Task Template

Change Status

Change Incident Status

Change Problem Status

Close the object

Increase Priority

Reassign

Reassign Problem

Adds the selected Target as a participant to the
object. Available for incident, problem, sales
opportunity, and task rules.

Adds the task(s) for the selected task template to
the object. Available for incident, problem, and
sales opportunity rules.

Changes the Status of the object to the status
selected. Available for incident, incident activity,
problem, permanent fix, permanent fix version/impl,
sales opportunity, and task rules.

Changes the Status of the linked incidents to the
status selected. Available for problem rules. If the
Action or Target is related to an incident, and the
Incident Status was selected as a secondary
condition, the rule will only be executed for those
incidents that have a selected status.

Changes the Status for the associated problem.
Available for permanent fix and permanent fix
version rules.

Closes the object. Can only be used with the
Primary Condition of ‘Participants have all
completed’. Available for incident, problem, sales
opportunity, and task rules.

Increase the Priority of the object to the next level
based on the sequence defined in Maintain
Codes/Code Types. Available for incident, problem
and sales opportunity rules.

Reassigns the object to the selected target.
Available for incident, problem, permanent fix,
permanent fix version/impl, sales opportunity, and
task rules.

Reassigns the problem to the selected Target.

RTI Software (11/30/06)

10-23



System Administration

Escalation

Send an alert

Send E-Mail

Send E-Mail Altl or Alt2

Set SLA Hours

Update the Public Flag

Update Activity Public Flag

Update Status Public Flag

Target Type

Available for permanent fix and permanent fix
version/impl rules.

Sends an alert to the selected target. Available for,
incident, incident activity, problem, permanent fix,

permanent fix version/impl, sales opportunity, and
task rules.

Sends an e-mail message to the selected Target.
Available for all objects.

Sends an e-mail message using the alternative
e-mail address for the selected Target. Available for
all objects.

Sets the SLA Hours for the incident to the value
entered. Available for incident rules.

Updates the Public flag to the selected value.
Available for incident rules.

Updates the Public flag for the activity to the
selected value. Available for incident activity rules
with a Primary Condition of ‘Has Occurred'.

Updates the Public flag for the Status event to the
selected value. Available for incident rules with a
Primary Condition of ‘Status has changed'.

(Escalation_Action.Target_Type_Id)

Allows the user to select a target type for the selected Action. For some actions, specific values
are displayed. For other actions, types of targets are displayed.

Values

Status values

Public flag values

Task Template values

Types

Account Contact Type

Account Relationship Type

For equipment, incident and incident activity,
problem, permanent fix, permanent fix version/impl,
sales opportunity and task rules, the available
statuses for the related object are displayed.

For incident and incident activity rules, the available
values for the incident and event Public flag are
displayed.

For incident, problem and sales opportunity rules,
the available task templates are displayed.

For incident and sales opportunity rules, the
account contact(s) with the Contact Type specified
in the Target field.

For incident and sales opportunity rules, the
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Account Salesperson

Account Support Center Mgr

Activity Contact.

All Incident Contacts.

All people in a dept.

All people in Entity department

All people in the dept.

Alt Dept Manager 1

Alt Dept Manager 2

Alt Dept Manager 3

Another dept. manager

Assoc. Account Contact Type

Assoc. Account Relationship Type

person(s) with the Relationship Type specified in
the Target field.

For incident and sales opportunity rules, the
Salesperson defined for the account.

For incident and sales opportunity rules, the
managerof the department identified as the Support
Center for the account.

For incident activity rules, the contact in the Activity
Contact field on the activity. This is only available
for the Primary Condition of ‘Has occurred'.

For incident and incident activity rules all of the
Contacts identified on the Incident panel.

For all rules. all of the users in the department
specified in the Target field.

For task rules, all of the users in the department
that the owner of the associated object belongs to.

For incident and incident activity, permanent fix,
permanent fix version/impl, problem, sales
opportunity and task rules, all users in the
department where the object is assigned.

For incident and incident activity, permanent fix,
permanent fix version/impl, problem, sales
opportunity and task rules, the Alt 1 Manager for the
department where the object is assigned.

For incident and incident activity, permanent fix,
permanent fix version/impl, problem, sales
opportunity and task rules, the Alt 2 Manager for the
department where the object is assigned.

For incident and incident activity, permanent fix,
permanent fix version/impl, problem, sales
opportunity and task rules, the Alt 3 Manager for the
department where the object is assigned.

For all rules, the manager of the department
specified in the Target field. This selection requires
Administrative access to the panel.

For equipment rules, the contacts with the selected
Contact Type for the associated account (s)
identified on the equipment.

For equipment rules, the person who has the
selected Relationship Type with the associated
account(s) identified on the equipment.

RTI Software (11/30/06)
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Assoc. Account Salesperson

Assoc. Account Support Center Mgr

Associated Contacts

Contact

Department manager

Entity Obj. Assignee

Equipment Contact

Incident Owner

Inc. Account Relationship Type

Inc. Account Salesperson

Inc. Account Support Center Mgr

Me

Owner/Assignee

Participants

Perm Fix Assignee

For equipment rules, the Salesperson defined for
the Associated account(s) identified on the
equipment.

For equipment rules, the manager of the
department identified as the Support Center for the
associated account(s) identified on the equipment.

For equipment rules, the associated contacts
Identified on the equipment.

For incident and sales opportunity rules, the contact
Identified on the object.

For incident and incident activity, permanent fix,
permanent fix version/impl, problem, sales
opportunity and task rules, manager for the
department where the object is assigned.

For task rules, the Owner/Assignee of the incident,
problem, or sales opportunity associated with the
task.

For equipment rules, the primary contact Identified
in the Contact/User field for the equipment.

For incident activity and problem rules, the Owner
of the related incident(s).

For incident activity rules, the person(s) with the
Relationship Type specified in the Target field for
the account on the incident.

For incident activity rules, the Salesperson defined
for the account on the incident.

For incident activity rules, the manager of the
department identified as the Support Center for the
account on the incident.

The user creating the escalation rule. This is
available for a rule with a Rule Scope of ‘Personal’
when the following actions are selected: Alert, E-
mail, and Reassign.

For incident and incident activity, problem, task,
permanent fix, permanent fix version/impl, and
sales opportunity rules, the Owner/Assignee of the
object.

For incident, problem, task and sales opportunity
rules, all participants for the object.

For problem rules, the Assignee of the permanent
fix.

10-26

RTI Software (11/30/06)



System Administration

Escalation

Perm Fix Ver Assignee

Problem Assignee

Previous Assignee

Problem Participants

Problem Submitter

Specific person

Task Assignee

Target

For problem rules, the Assignee of the permanent
fix version/impl(s).

For incident and incident activity, permanent fix and
permanent fix version rules, the Assignee of the
problem associated with the object.

For sales opportunity rules, the previous
Salesperson for the sales opportunity.

For incident and incident activity, rules, all
participants for the associated problem.

For problem, permanent fix, and permanent fix
version rules, the Submitter of the problem.

The user specified in the Target Type Value field.
For a departmental rule, only personnel within the
department can be specified for this action.

For incident, problem, and sales opportunity rules,
the Assignee of the associated task(s).

(Escalation_Action.Action_Target)

Allows the user to select a specific target for the selected Target Type. This field is applicable

for the following Target Types:

Account Contact Type

Account Relationship Type
Assoc. Account Contact Type
Assoc. Account Relationship Type
Inc. Account Contact Type

Inc. Account Relationship Type
All people in a dept

Another dept. manager

Specific person

Add button

Select a contact type.
Select a relationship type.
Select a contact type.
Select a relationship type.
Select a contact type.
Select a relationship type.
Select a department.
Select a department.
Select a person.

Adds the currently specified Action and related target information to the Actions list box.

Actions List Box

Displays all of the actions and related target information defined for this rule.

List Box Button Controls

Remove

Removes the currently highlighted row from the Actions list box.

Form

Displays the Forms List pop-up box for the user to select an existing form or create a

new form.
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No Form
Removes the form for the action currently highlighted.

Rule description (Escalation_Rule.Rule_Description)
A brief description of the rule. The description will be part of the standard message when the rule's
actions are triggered.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Add
Only available if the user is adding a new rule. Adds the rule and clears the fields for the entry of
another rule.

Cancel
Closes the pop-up box without saving the current changes.
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Overview

E-mail is often an effective tool for communicating with people inside or outside of your organization.
E-mail has been integrated within the system to make it easier for you to fully utilize this tool.

The following identifies ways in which e-mail messages are used within the system.

e  Automatic messages that are generated when specific events occur for sales opportunities,
incidents, problems, tasks, temporary fixes, permanent fixes, and permanent fix versions

— Recipient is defined by the system

—  The primary E-mail Address defined on the Company Personnel pop-up box will be
used if available. If there is no e-mail address defined, the name of the user will be
passed to the e-mail system.

—  The specific message can be defined using a form
e Messages defined for an escalation rule and sent through the escalation facility

— Recipients can be selected for each rule from a predefined list

—  For internal recipients, the primary E-mail Address defined on the Company
Personnel pop-up box will be used if available. If there is no e-mail address defined,
the Name of the user will be passed to the e-mail system.

—  The alternate e-mail addresses can be used for the recipients
—  The specific message can be defined using a form

e Messages composed and sent using the Send E-Mail pop-up box

— Recipients can be selected from a list or entered directly

— Some system default messages are provided

— Standard messages can be defined using forms

— Messages can be formatted using ‘Plain Text’ or ‘Rich Text’
—  One or more files can be attached

e  Messages received through the Incoming Mail Server

—  Specific types of messages can be processed
—  One or more files can be attached to most messages
— Replies can be sent to the Sender

This section will focus on general setup requirements, customizing the automatic e-mail messages,
and the Incoming Mail Server.
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General Setup Requirements

System Definition

The e-mail system that you are using must be defined in System Administration on the System
Defaults tab of the Set-Up Defaults panel. The value ‘MS Mail' refers to all Microsoft mail systems.

The e-mail system for a specific user can be overridden on the User Profile tab of the User Setup
pop-up box. You can access User Setup from the Tools menu option.

E-Mail Addresses

If you are not using an e-mail system that has an address book that SalesFirst or CustomerFirst can
access, then the main E-Mail Address for your company personnel must be entered on the Company
Personnel pop-up box.

Even if you are using an e-mail system with an address book that the system can access, we
recommend that you enter the main E-Mail Address for the personnel. If a main E-Mail Address is
available, it will be used before the name of the person is passed to the e-mail system. Alternate e-
mail addresses can also entered on the Company Personnel pop-up.

E-mail addresses for account contacts must be entered on the Account Contact panel.

Signature Information

Each user can define signature information on the User Setup panel. When the user sends an e-mail
from the Send E-Mail pop-up in CustomerFirst or SalesFirst, this information will be appended
automatically to e-mail message if it is not formatted using a form. If you are using a form, the
signature information for the current user can be included using the E-Mail_Signature under the
Format folder.

Options

Default contact to recipient list

This option allows you to indicate whether the Contact on a Contact Activity, Sales Opportunity,
Sales Activity, Incident, Incident Activity or other related panels should be automatically added to the
To recipients on the Send E-Mail pop-up. The option is located in two places. It is defined on the
General Pref. tab of the User Group Preferences panel, and can be overridden for a specific user on
the User Profile tab of the User Setup panel. The system default for this option is ‘No’.

Confirm Send from Activity pop-up box

This option allows a user to indicate whether a pop-up message should be displayed to confirm that
an e-mail message should be sent from the Incident Activity, Problem Activity, Task Activity, and
Sales Activity. The option is located on the User Profile tab of the User Setup panel. The system
default for this option is not checked.

Suppress Standard E-mail

This option allows a user to indicate whether the e-mail messages generated automatically by the
system should be suppressed for the specific user. For example, the e-mail message generated
when an item is reassigned to the user. The option is located on the User Profile tab of the User
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Setup panel. The system default for this option is not checked. This will not impact e-mail messages
generated by the Escalation Server.

Enable the Outlook Interface

This option allows a user to activate the interface to the Microsoft Outlook Calendar. Ticklers and
tasks can be placed in the Outlook Calendar for the tickler Assignee. The option is located on the
User Profile tab of the User Setup pop-up box. The system default for this option is not checked.

In order for a tickler to be placed in the assignee’s Calendar:
e  The tickler Assignee must have the Outlook Interface enabled in SalesFirst.

e The Tickler Date, Tickler Start Time, and Tickler End Time must be entered for the tickler.

In order for a task to be placed in the Assignee’s Calendar:
e  The task Assignee must have the Outlook Interface enabled in SalesFirst.

e The task Estimated Start Date, Estimated Start Time, Estimated Complete Date and
Estimated Complete Time must be entered for the task.

e The Add to Calendar checkbox must be checked for the task.
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E-Mail From Name/Address Panel

This panel displays a list of the predefined From Name and Addresses that were defined by your
organization. A predefined From Name and From Address will be displayed on the Send E-Mail pop-
up for selection when an e-mail is sent from CustomerFirst or SalesFirst. This is useful when you
want the sender of the e-mail to be a generic user such as ‘RTI Support’ and ‘support@rti-
software.com’ rather than a specific person.

Access

To access this panel select Administration and E-Mail From Name/Address from the menu bar.

Panel Layout

3 E-Mail From Name/# ddress |'._||'E|fz|
From Mame | From Address Inactive
RTl Software  support@it-zoftware. com Add

Panel Elements

List Box

Displays a list of the specific subject text that the system should look for in the subject of an e-mail
message.

List Box Button Controls

Add

Displays the From Name/Address pop-up box to allow the user to add a new From Name
and From Address.

Open
Displays the From Name/Address pop-up box for the From Name and From Address
selected in the list box.
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From Name/Address Pop-Up Box

This pop-up box allows the user to add a new predefined From Name and From Address or update

an existing one.

Pop-Up Box Layout

From Mamefdddress

Fraom Mame:

[ Inactive

From Address: |

Ok

[ Cancel ]

Pop-Up Box Elements

From Name

Identifies a From Name that can be used in conjunction with the From Address when sending an e-

mail from the Send E-Mail pop-up.

From Address

Identifies a From Address that can be used in conjunction with the From Name when sending an e-

mail from the Send E-Mail pop-up.

Inactive

If checked, the From Name and From Address will not be displayed for selection on the Send E-Mail

panel.
Pop-up Button Controls

OK

Closes the pop-up box and saves the changes.

Cancel

Closes the pop-up box without saving any changes.
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Automatic E-mail Messages Panel

This panel allows the user to do the following:

e Indicate whether an automatic e-mail message for a specific event should be sent. The
system default is ‘Yes'.

e  Customize the automatic system generated e-mail messages that are sent for a specific
event

The forms functionality is used to customize an e-mail message. Refer to the Forms section in the
CustomerFirst or SalesFirst Reference Manual for more information.

Access

To access this panel select Administration and Automatic E-Mail Messages from the menu bar.

Panel Layout

& Automatic E-Mail Messages

Automatic E-Mail Messages

Mumber of Entries: 46

Ewvent Recipient Do Mot Send | Faorm
Incident Transfer Incident Owner Incident T

Incident Transfer Incident Department b anager
Correction Failure Ihcident Dwiner

Corection Failu_re Incident Dep_artrnent Manager
Problem R easzzignment Problem Aszignee

Froblem Reassignment Froblem Department M anager

Problem Clozed Incident Dwiner —

Praoblerm Clozed |hizident D epartrment b anager

Problem Reopened Incident Dwiner

Problem Reopened |ncident Department Manager

Fiesolved Problem Feopened  [ncident Owrer
Resolved Problem Reopened  Incident D epartment banager

Diocumentation Received Problem Assignes

Documentation Feceived Problem Department M anager

|ncident Linked to Problem Problem Assignee

|ncident Linked to Problem Problem Department Manager

Permanent Fix Reaszignment  Perm Fix Assignee

Permanent Fix Reaszsignment  Perm Fix Department Manager v

< | >
Default Subject: |Incident [incident nurmber] Tranzsfer |

Default Mezsage: |Dwnership of incident [incident number] has been transterred to you by [per |

Panel Elements

List Box
Displays the events for which you can define e-mail forms.
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Related Information
Based on which item in the list is selected, related information is displayed below the list.

Default Subject
The standard Subject of the default system generated e-mail message that is sent to the
recipient.

Default Message
The standard Message of the default system generated e-mail message that is sent to the
recipient.

List Box Button Controls

Use Form
Displays the Forms List pop-up box that allows the user to add a new form for the event
highlighted in the list box or update an existing form.

No Form
Removes the specified form from the Forms column for the event that is highlighted. If no
form is specified for an event, the system default message will be used.

Do Not Send

Turns the Do Not Send flag on or off for the event that is highlighted. If the flag is turned
on, a 'Y’ will be displayed in the Do Not Send column. An automatic e-mail message will
not be sent for this event.
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The Incoming E-Mail Server

Through an e-mail message you can accomplish the following using the Incoming Mail Server:

Add a contact activity

Add a new sales opportunity

Add a new incident

Add an activity for an existing sales opportunity
Add an activity for an existing incident

Add an activity for an existing problem

Change the Status of an existing incident

As prospects enter information on your web site, you can generate an e-mail message to create a
contact activity or a sales opportunity, and submit it to the designated mail box for processing. In
addition, instead of reporting incidents via telephone, your customers can report incidents by
submitting an e-mail describing the issue to the designated mail box. Incoming e-mail is read and
interpreted by the incoming mail server running on the network.

The Incoming Mail Server will periodically check the designated mail box, process the new e-malil
messages, create the appropriate entries in the database, and e-mail a reply back to the sender

when appropriate. Typically the e-mail must be in a specific format in order for the Incoming Malil

Server to be able to interpret the information correctly.

Attachments sent through the Incoming Mail Server are stored in the database regardless of the
system default option that indicates whether attachments can be stored in the database.

Implementing the Incoming Mail Server

The Incoming Mail Server is installed on a Windows based machine. Set up a program icon for the
Incoming Mail Server. The executable file name for the incoming mail server is INMAIL.exe. The
Incoming Mail Server can be run simultaneously on the same machine with the Escalation Server.
However, this approach may slow down both servers.

The Incoming Mail Server can be run as a Windows service, but you are not required to run this
executable as a service. However, if the mail client for the Incoming Mail Server is a Notes client, it
cannot be run as a service. Contact Technical Support if you have not received the instructions to
create the service.

You must complete the following to implement the Incoming Mail server:

e Define the appropriate mail system on the System Defaults tab of the Set-Up Defaults
panel in System Administration.

e  Select specific assignment options for the Incoming Mail Server on the System Defaults
tab of the Set-Up Defaults panel.

e Identify what user within the system will be used to log into the Incoming Mail Server.
Typically a user is defined for the Incoming Mail Server. This user will appear as the
sender of the message.
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e  Make sure that the user that is going to be used to login into the Incoming Mail Server is
also a valid user in your mail system. The user name identified in CustomerFirst and the
mail system must match. As noted below, for some mail systems, the mail box for this user
must be the same mail box where the customers will be sending their e-mails.

e Identify what machine the Incoming Mail Server will be run on and set up the e-mail client
on that machine for the appropriate user.

e  Configure the Incoming Mail Server through the following menu options:

—  Options

—  Error Handling

— Response Messages
— AutoReply Filters

e  Provide your customers and internal users with the appropriate e-mail formats.

Running Multiple Incoming Mail Servers

If you want to run additional incoming mail servers, each occurrence must be run on separate
machine. You also need to ensure that each incoming mail server is connecting to a different
mailbox or mail server.

In addition the following must be completed.
Executing from a Desktop Shortcut

A name for the specific incoming mail server of 30 characters or less must be specified at the
end of the Target defined in the Properties for the shortcut. The term name must be in lower
case. The value must be enclosed in double quotes. The entry would appear as follows:

C:\Program Files\RTI\CustomerFirst 5.0\Inmail.exe name="Sales”

When an incoming mail server is started with a name specified, a file with the format of ‘Inmail-
<Name>.log’ will be created. This will be used as the log file for the specific incoming mail
server. Using the above example the file would be ‘Inmail-Sales.log'. .

The additional incoming mail servers will use the options defined for the first incoming mail
server (the server without a name specified) until they are modified for the additional incoming
mail server(s). You must be connected to the appropriate incoming mail server to make the
specific changes.

Executing as a Service

When a service is being defined for an additional incoming mail server, populate the Secondary
Inmail Server Name field with the specific name on the Define Service panel. This field will be
enabled when the Run Inmail Server box is checked. This should be the same name that is
used when executing from the desktop.
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Mail Systems

MS Mail and CC Mail
If the mail system is MS Mail (MAPI) or CC:Mail (VIM), the user should log in to the mail system
using the id of the mail user whose mail box is receiving the incoming e-mails.

Lotus Notes

If the mail system is Lotus Notes, the user will be prompted for the Notes database file name for the
incoming mail box if it has not been specified before. The Notes user's password will be validated at
this time. The user has to have the authority to read and to delete documents in that database.

SMTP

Log in to the Incoming Mail Server using the appropriate CustomerFirst user. This specific user must
have a valid E-mail Address specified in the CustomerFirst database. Incoming mail is obtained from
a POP3 server. The user will be prompted for the User Id, Password, and the POP3 mail server
Name/IP Address.

Replies to Incoming Mail

For a new incident, or an incident, problem or sales opportunity activity, standard replies can be sent
to the sender of the e-mail message for acknowledgment purposes and for error handling. Error
handling replies are not used for a new contact activity or a new sales opportunity.

For a new incident or an incident, problem or sales opportunity activity, using a form you can
customize a general reply message for an e-mail message that was processed successfully or an e-
mail message that could not be processed due to errors in the message. The specific system
message related to an error can be included in the form.

Depending upon the options that you select on the Incoming Mail Server Options pop-up box, in
specific situations a reply may or may not be sent to the sender of an e-mail.
Log File

An inmail.log file is created automatically. It reflects the processing that has occurred and any errors
that were generated. It is located in the directory where the INMAIL.exe code is located.
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Incoming Mail Server Options

Menu Bar Choices

File

Option Help

Exit F3 Options Trace

Error Handling
Response Messages
AutoReply Filters

File/Exit F3
Exits the program.

Option/Options
Displays the Incoming Mail Server Options pop-up box for the user to specify processing options.

Option/Error Handling
Displays the Error Handling Option pop-up box for the user to specify error handling options.

Option/Response Messages

Displays the Response Messages pop-up box for the user to customize a general reply message for
an e-mail message that was processed successfully or an e-mail message that could not be
processed due to errors in the message.

Option/AutoReply Filters
Displays the Define Identifiers for AutoReply E-Mails pop-up box to allow the user to identify a list of
e-mail subjects that, if encountered, should be removed from the mailbox.

Help/Trace

Turns on the tracing feature for the Inmail Server. If trace has never been run from the machine
where the Inmail Server is running, the user will be prompted to select the location where the trace
file will be stored.

Common Panel Elements

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Incoming Mail Server Options Pop-Up Box — Options 1 tab

This pop-up box is used to specify options for the Incoming Mail Server.

Access

You can access this pop-up box from the INMAIL.exe by selecting Option and Options from the
menu bar.

Pop-Up Box Layout

Incoming Mail Server Options

Dptichs 1 | Options 2

Check interval in minutes: Forward procezsed mail to: | |

Check between Handling of rejected mail

Start tirne: |EIE!:I:ID | (=) Fieply to sender

Endtime: 1800 | ) Farward ta

Message Subjects td il with unrecogrized subject
Mew Incident: |Incident Fepart () Leave in the mail box

MHew Individual Incident: | M ew Individual Incident O Fomward to

Incident Activity: |Incident <|ncident_|d> () Create incident if sender's email addr. exists in database
Problem Activity: |F'mb|ern <Praoblern_|d»

; E-mail recipient when Contact Activity iz created
Mew Sales Opportunity: |New Sales Opp

Salez Opp. Activity: |Sales Opp. <Opp_Id: sede

|
|
|
Change Incident Status: |Ehange Status far Incident <1 | © Creat incident anyway
|
|
|
|

Contact Activity: |New Cantact Activity

] Set From &ddress for Incident to predefined From Mame/t.ddress if To Address in e-mail matches predefined From Name/2ddr

Pop-Up Box Elements

Check interval in minute
Indicates how often the Incoming Mail Server will check the incoming mail box for new messages.

If the mail system is MS Mail, you should adjust the interval for checking new mail accordingly from
the MS Mail program by selecting the Mail/Options menu choice. The check interval for the mail
program should be set to be shorter than the value specified here.
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Check between

Identifies the Start time and End time between which the Incoming Mail Server will check for new e-
mail messages in the incoming mail box and process the messages. If the server will be running 24
hours a day, set the Start time to 00:00 and the End time to 23:59.

Message Subjects
Identifies the Subjects for the incoming mail that should be processed by the Incoming Mail Server.
The handling of an e-mail without a valid Subject is dependent upon other options selected.

New Incident
Specifies the subject of the incoming mail that is submitting a new incident.

New Individual Incident

Specifies the subject of the incoming mail that is submitting a new incident for an account where
the account is an individual person. The account and contact are actually the same. This works
in conjunction with the Individual Cust. Flag on the Account Information panel.

Incident Activity

Specifies the format of the subject of the incoming mail that is submitting an activity for an
existing incident. The <Incident_Id> is required. In the actual e-mail's subject, <Incident_ld>
should be replaced by the incident number.

Change Incident Status

Specifies the format of the subject of the incoming malil that is changing the Status for an
existing incident. The <Incident_Id> is required. In the actual e-mail's subject, <Incident_ld>
should be replaced by the incident number.

Problem Activity

Specifies the format of the subject of the incoming mail that is submitting an activity for an
existing problem. The <Problem_Id> is required. In the actual e-mail's subject, <Problem_Id>
should be replaced by the problem number.

New Sales Opportunity
Specifies the subject of the incoming mail that is submitting a new sales opportunity.

Sales Opp. Activity

Specifies the format of the subject of the incoming mail that is submitting an activity for an
existing sales opportunity. The <Opp_ld> is required. In the actual e-mail's subject, <Opp_Id>
should be replaced by the sales opportunity number.

Contact Activity
Specifies the subject of the incoming mail that is submitting a new contact activity.

Forward processed mails to
Allows you to forward a processed e-mail to another mail box. If this field is blank, the original e-mail
message is deleted after it is processed. The deleted message cannot be retrieved.

Handling of rejected mail

Identifies how an e-mail should be handled if it is rejected. You have the option of sending a reply
message to the account indicating why the message could not be processed, or you can forward the
message to another mail box for review.
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Mail with unrecognized subject

Identifies how an e-mail should be handled if it does not have a valid Subject. You have the option to
leave the message unprocessed in the incoming mail box, forward the message to another mail box
for review, create an incident if the sender’s e-mail address can be found in the database, or create a
new incident for the e-mail. Typically you should not create a new incident if other items are also
processed by the Incoming Mail Server.

E-mail recipient when Contact Activity is created
Identifies who should be notified via e-mail when a contact activity is created through the Incoming
Mail Server.

Set From Address for Incident to predefined From Name/Address if To Address in e-
mail matches predefined From Name/Addr

If checked, if the From Name and Address for the incoming e-mail matches a predefined From Name
and Address, the From Name and Address will be stored in the Incident table for the incident. This
From Name and Address will then be used as the default on the Send E-Mail panel when it is
accessed from the specific Incident panel.
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Incoming Mail Server Options Pop-Up Box — Options 2 tab

This tab is used to specify additional options for the Incoming Mail Server.

Pop-Up Box Layout

Incoming Mail Server Options

Dptions 1| Options 2 |
Mew Incident - If no account iz specified in & message, create incident for default account

Incident D efault Account: |E

Mews Incident Activity - Default Walues

Activiy Type: | Message “ Public: Flag;

Mew Sales Opportunity - If rultiple accounts are found, create sales opporturity for default account

Opportunity Default Account; |E

Mew Contact Activty - If multiple contacts are found, create contact activity for default account

Contact Activity Default Account: |E

[] D mict create new account for Sales 0pportunity or Contact Activity. Use the Default account,

[T 1F mateh is found with esisting Contact in the database, do not update the existing contact information with the new infarmation,

Pop-Up Box Elements

Incident Default Customer
Identifies the account that should be used for a new incident if the actual account cannot be

determined.

Activity Type
Identifies the Activity Type that should be used for a new incident activity.

Public
Indicates whether an Incident Activity entered through this Incoming Mail Server should be marked
as a ‘Public’ activity. The system default is checked.

Opportunity Default Customer
Identifies the account that should be used for a new sales opportunity if the actual account cannot be
determined because multiple accounts have been identified in the database. This default account will
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also be used if the Do not create new customer for Sales Opportunity or Contact Activity. Use the
Default Customer option is checked.

Contact Activity Default Customer

Identifies the account that should be used for a new contact activity if the actual contact cannot be
determined because multiple contacts have been identified in the database. This default account will
also be used if the Do not create new customer for Sales Opportunity or Contact Activity. Use the
Default Customer option is checked.

Do not create new customer for Sales Opportunity or Contact Activity. Use the
Default Customer.

If this option is checked, if no existing account can be found in the database for a sales opportunity
or contact activity, the default account will be used. A new account record will not be created.

If match is found with existing Contact in the database, do not update the existing
contact information with the new information.

If this option is checked, if an existing contact is found in the database based on the information
provided in the e-mail for a contact activity or sales opportunity, the existing contact information will
not be updated with new information provided. The contact First Name and Last Name are never
updated.
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Mailbox Database File Name Pop-Up Box

This pop-up box is used to specify the Lotus Notes database file name for the incoming mail box.

Pop-Up Box Layout

i Mailbox Database File Hame

Please include the path under Notes data directary
Example: mailinmail. nsf

File name Imail'\cfsmail.nsﬂ

coca |

Pop-Up Box Elements
File name
The file name of the Notes database including the sub-directory path under Notes data directory.
Normally the sub-directory is Mail. An example would be mail\cfsmail.nsf.

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Server Error Handling Options Pop-Up Box

This pop-up is used to define specific options related to how server errors should be handled by the
Incoming Mail Server.

Access

You can access this pop-up box from the INMAIL.exe by selecting Option and Error Handling from
the menu bar.

Pop-Up Box Layout

Server Error Handling Option

[ 1Don't display emor messages

When eror occurs, notify via Email

Mamedld
Email addr

[ Forward emails which are causing eror

Specify how many bmes the server should

retry before it when emor occured.

Retry times |0

Pop-Up Box Elements

Don't display error messages

Indicates that error messages should not be displayed on the machine that is running the Incoming
Mail server. The messages will be written to the Inmail.log file that is located in the directory where
the Inmail.exe is executed from.

When error occurs, notify via Email

Identifies the e-mail user name/id and E-mail address of the person who should be notified when the
server detects an error. For a STMP mail system, both the Name/ld and E-mail addr fields are
required. For other mail systems, only the Name/Id field is required.

Forward emails which are causing error

This option deals with cases where the Incoming Mail Server can handle the message, but the
content of the message causes an unexpected error in another part of the system logic. If this option
is selected, the e-mail message will be forwarded to the Email Addr defined above, and deleted from
the mail box being processed by the Incoming Mail Server. This allows the Incoming Mail Server to
continue processing while you review and correct the message that the system could not handle.
The error message is still entered in the Inmail.Log file.
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If this option is not selected, for these situations the Incoming Mail Server displays a fatal error
message and stops processing.

Retry times

Indicates how many times the Incoming Mail server should retry before exiting if an error occurs.
Typically this should be set from 5 to 10 retrys.

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Response Messages Pop-up Box

This pop-up box is used to customize a general reply message for an e-mail message that was
processed successfully or an e-mail message that could not be processed due to formatting issues
in the message.

Access
You can access this panel from the INMAIL.exe by selecting Option and Response Messages from

the menu bar.

Pop-Up Box Layout

X)

Response Messages

Mail Type: |New incident V|

Mail Process Result

(%) Success () Failure

[] Da nat zend response back

Form: | |

[ Usze Form ] [ Ma Form ] [ E it ]

Pop-Up Box Elements

Mail Type
Identifies the type of incoming e-mail message.

Mail Process Result
Identifies whether the incoming e-mail message was successfully processed or was not able to be
successfully processed.

Do not send response back
If checked, no response will be sent to the sender of the message.

Form
Displays the name of the form being used to customize a general reply message.

Use Form button
Displays the Forms List pop-up box for the user to select an existing form or add a new form.

No Form button
Removes the associated form for the selected Mail Type. The standard default reply will be
sent.
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Pop-up Button Controls

Exit
Closes the Response Messages panel.
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Define Identifiers for AutoReply E-Mails Pop-Up Box

This pop-up box displays a list of the specific e-mail subjects that, if encountered, should be removed
from the mailbox. For example, if an e-mail message with a subject contains the phrase ‘Out of
Office AutoReply' is sent to the mailbox that is being checked by the Inmail Server, this message
would be removed from the mailbox so that it was not processed again causing duplication of data
entered into the system.

Access
You can access this pop-up box from the INMAIL.exe by selecting Option and AutoReply Filters from

the menu bar.

Pop-Up Box Layout

Define Identifiers for AutoReply E-Mails

Remove a mail if the subject containg any of the identifiers

Identifier Text

Ot of Office AutoR eply: e

Lone

Pop-Up Box Elements

List Box

Displays a list of the specific subject text that the system should look for in the subject of an e-malil
message.

List Box Button Controls

Add

Displays the Add/Update Identifier pop-up box to allow the user to identify an e-mail
subject that should be searched for.

Update

Displays the Add/Update Identifier pop-up box to allow the user to update an existing e-
mail subject that should be searched for.

Delete
Removes the selected e-mail subject from the list.
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Pop-up Button Controls

Done
Closes the Define Identifiers for AutoReply E-Mails pop-up box.
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Add/Update Identifier Pop-Up Box

This pop-up box is used to identify specific e-mail subjects that, if encountered, should be removed
from the mailbox. For example, if an e-mail message with a subject contains the phrase ‘Out of
Office AutoReply' is sent to the mailbox that is being checked by the Inmail Server, this message
would be removed from the mailbox so that it was not processed again causing duplication of data
entered into the system.

Pop-Up Box Layout

Add/Update |dentifier

X)

Enter test which characterizes an AutoReply mail

[ OF. ] [ Cancel

Pop-Up Box Elements

Enter text which characterizes an AutoReply mail
The text that the system should search for in the subject of an e-mail message.

Pop-up Button Controls

OK
Add the new e-mail subject to the list and closes the Add/Update Identifier pop-up box.

Cancel
Closes the Add/Update Identifier pop-up box and does add any data.
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POP3 Mailbox Information Pop-Up Box

This pop-up box is used to specify the information required to connect to the mail box on the POP3
mail server which receives incoming e-mails.

Pop-Up Box Layout

POP3 Mailbox Information E3

POP3 server: [201.154.121.34

POP3user  [chreport

Password [

oK Cancell

Pop-Up Box Elements

POP3 Server
The IP address of the POP3 mail server where the mail box is located.

POP3 User
The user id for the mail box on the POP3 mail server.

Password
The password for the user.

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Account & Contact Information for New Contact Activity and
New Sales Opportunity

The appropriate account and/or contact information should be provided when a contact activity or a
sales opportunity is submitted through the Incoming Mail Server. The information may vary
depending on what type of e-mail is being submitted and which options you are using.

The related account and/or contact records can be created if they do not already exist in the
database, and the appropriate information is provided. A default account can be used for the
following:

e |f multiple accounts are identified

e If there is no account information provided and a single account cannot be identified from
the contact information

e  You simply do not want to add new account records through the Incoming Mail Server

An option on the Options 2 tab of the Incoming Mail Server Options panel indicates whether new
account records can be added. Based on the system default for this option, new account records will
be created. The default account is also defined on this tab.

Another option on the Options 2 tab of the Incoming Mail Server Options panel indicates whether
existing contact information should be updated with any new information provided. Based on the
system default for this option, existing contacts will be updated.

Formatting

The fields described below can be included when creating new contact activities or sales
opportunities. Each field must be presented on a separate line in the message text. Each field begins
with the field name followed by a colon. The field labels are not case sensitive. Caps are used for
readability.

Specific fields can be used to identify the account and/or contact. Refer to the System Processing
topic for further information about how the information is used.

Field Descriptions

Contact_Id: or ContactID:
The unique ID of the contact. Will be used to identify the contact if provided.

Last Name: or LastName:
The contact’s last name. May be used to identify the contact if provided. If a comma is found in the
last name it will be replaced with a space so that it can be processed.

First_ Name: or FirstName:
The contact’s first name. May be used to identify the contact if provided. If a comma is found in the
first name it will be replaced with a space so that it can be processed.

Title:
The title for the contact.
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Phone:
The phone number for the account and/or contact. May be used to identify the contact if provided.

Mobile_Phone: or MobilePhone:
The mobile phone number for the contact. May be used to identify the contact if provided.

E-mail_Address: or E-MailAddress:
The contact’'s e-mail address. May be used to identify the contact if provided.

Address_1: or Addressl:
The first address line for the account and/or contact.

Address_2: or Address2:
The second address line for the account and/or contact.

Address_3: or Address3:
The third address line for the account and/or contact.

City:
The city in which the account and/or contact is located. May be used to identify the account if
provided.

State:
The state in which the account and/or contact is located. May be used to identify the account if
provided.

Postal_Code: or PostalCode:
The postal code for the account and/or contact’s address.

Country:
The country in which the account and/or contact is located. Must be a valid Country in the Country
table.

Lead_Source: or LeadSource:

When an existing Lead Source is identified, the lead source is populated for the contact, for the
account if a new record is added, and a contact activity or a sales opportunity if one is added. The
lead source must include the full path with a bar between each level.

Contact_Misc1-16: or ContactMisc1-16:
The miscellaneous text fields for the contact.

Contact_Misc_Dropdown1-16: or ContactMiscDropdownl1-16:
The miscellaneous dropdown fields for the contact. Valid values are either the long or short values of
active codes from the Codes table for Cust_Cont_Misc1-16_Id.

Customer_Id: or CustomerlID:
The unique ID of the account. Will be used to identify the account if provided.

Source_Customer_ld: or SourceCustomerlD:
A user defined identifier for the account. May be used to identify the account if provided.
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Customer_Name: or CustomerName:
The name of the account. May be used to identify the account if provided.

Sales_Region: or SalesRegion:
The name of the Sales Region for the account. If entered, this must contain the name of an existing
department that has a Department Type with an Internal Value of ‘SALES’.

Cust_Salesperson: or CustSalesPerson:

The name of the salesperson on the account record. If entered, this must contain the name of an
existing person in a department with a Department Type with an Internal Value of ‘SALES’. This
must be entered in the format LastName, FirstName or LastName,FirstName.

Sales_Status: or SalesStatus:
The Sales Status for the account. Valid values are either the long or short values of active codes
from the Codes table for Sales_Status_|Id.

Type:
The type/category for the account. Valid values are any active values of the Customer_Type table.

Industry
The industry for the account. Valid values are either the long or short values of active codes from the
Codes table for Sic_Code_Id.

Activity_Status: or ActivityStatus:
The Activity Status for the account. Valid values are either the long or short values of active codes
from the Codes table for Act_Status_|Id.

Handling_Status: or HandlingStatus:
The Handling Status for the account. Valid values are either the long or short values of active codes
from the Codes table for HdI_Status_|Id.

Customer_Misc1-16: or CustomerMisc1-16:
The miscellaneous text fields for the account.

Customer_Misc_Dropdown1-16: or CustomerMiscDropdown1-16:
The miscellaneous drop down fields for the account. Valid values are either the long or short values
of active codes from the Codes table for Customer_Misc1-16_Id.

System Processing

e If a Customer ID is provided, and that Customer ID does not already exist in the database, the
record will be rejected.

e If a Customer ID is provided, and that Customer ID does exist in the database, that account will
be used. All further contact validation will be against that account. Even if the From E-Mail
Address matches the address for a contact at another account, the account identified by the
Customer ID provided will be used.

e  For a contact activity, if an existing contact cannot be found and the contact First Name and
Last Name are not provided, the e-mail is not processed. If the forwarding option has been
defined in the Incoming Mail Server Options, the message will be forwarded. Otherwise it will
remain in the mail box.
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e  The following will be used to check for an existing contact:

— Contact Id or

—  E-Mail Address or

—  Mobile Phone or

—  Contact Phone and Contact Last Name or

If only the Last Name is provided the following will be used to check for an existing contact:
— Last Name and Account Information (as identified below)
e If a single contact can be identified that account and contact will be used.

e If multiple contacts match, the First Name will be checked for a match. If there is no match on
First Name, the account information provided will be checked against the account information
for the contacts identified. The following will be used if no Customer ID or Source Customer ID
is provided.

If City and State are provided in the e-mail they must match Mailing City and the Mailing State.
If the City and State are not provided, only the Customer Name will be used.

—  Customer Name
— Mailing City
— Maliling State

If a single account and contact can be identified, that account and contact will be used.

If a single account and contact cannot be identified, the contact will be added to the default
account defined in the Incoming Mail Server Options. If a default account is not defined, the e-
mail is not processed. If the forwarding option has been defined in the Incoming Mail Server
Options, the message will be forwarded. Otherwise it will remain in the mail box.

e If no contact can be found based on criteria used above, the account information provided will
be checked against the database. The following will be used if no Customer ID or Source
Customer ID is provided.

—  Customer Name
— Mailing City
— Maliling State

If City and State are provided in the e-mail they must match Mailing City and the Mailing State.
If the City and State are not provided, only the Customer Name will be used.

If a single account can be identified, the contact Last Name and First Name will be checked. If a
single match is found, that contact will be used. If no match is found, the contact will be added
to that account if the First Name and Last Name are provided. If multiple matches are found the
contact will be added to the default account defined in the Incoming Mail Server Options. If a
default account is not defined, the e-mail is not processed. If the forwarding option has been
defined in the Incoming Mail Server Options, the message will be forwarded. Otherwise it will
remain in the mail box.
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If no accounts can be found, and a Customer Name is provided, based on an option setting a
new account will be added or the default account will be used. If contact First Name and Last
Name are provided, a new contact record will be added. If a default account should be used and
is not defined, the e-mail is not processed. If the forwarding option has been defined in the
Incoming Mail Server Options, the message will be forwarded. Otherwise it will remain in the
mail box.

If no accounts can be found, and no Customer Name is provided, if First Name and Last Name
are provided, the contact will be added to the default account defined in the Incoming Mail
Server Options. If a default account is not defined, the e-mail is not processed. If the forwarding
option has been defined in the Incoming Mail Server Options, the message will be forwarded.
Otherwise it will remain in the mail box.

If multiple accounts are found, if First Name and Last Name are provided, the contact will be
added to the default account defined in the Incoming Mail Server Options. If a default account is
not defined, the e-mail is not processed. If the forwarding option has been defined in the
Incoming Mail Server Options, the message will be forwarded. Otherwise it will remain in the
mail box.

For a sales opportunity, if the contact cannot be found and the First Name and Last Name are
not provided, a sales opportunity will be added without the contact. The account information
provided will be checked against the database. The following will be used if no Customer ID or
Source Customer ID is provided.

—  Customer Name
— Mailing City
— Maliling State

If City and State are provided in the e-mail they must match Mailing City and the Mailing State.
If the City and State are not provided, only the Customer Name will be used.

If a single account can be identified, that account will be used.

If no accounts can be found, based on an option setting a new account will be added or the
default account will be used. If a default account should be used and is not defined, the e-mail is
not processed. If the forwarding option has been defined in the Incoming Mail Server Options,
the message will be forwarded. Otherwise it will remain in the mail box.

If multiple accounts are found, the default account defined in the Incoming Mail Server Options
will be used. If a default account is not defined, the e-mail is not processed. If the forwarding
option has been defined in the Incoming Mail Server Options, the message will be forwarded.
Otherwise it will remain in the mail box.

Address information is shared between the account and contact when a new account and
contact are entered. This includes the following fields: Address_1, Address_2, Address_3, City,
State, Postal_Code, and Country. If the account already exists and just a new contact is being
entered, the address information only applies to the contact; the account address information is
not updated.

If a match for the contact is found and the new contact information is different, the existing
information for the contact will be updated based on an option on the Options 2 tab of the
Incoming Mail Server Options panel. Based on the system default for this option, the contact will
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be updated. The contact Last Name and First Name will not be updated. If blank information is
submitted the field will not be updated.

e No account information will be updated for existing accounts. If new information is entered in the
e-mail it can be viewed in the contact activity or sales opportunity.
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E-Mail Message for New Contact Activity

Contact activities can be processed through the Incoming Mail Server. For example, if you create a
formatted e-mail from the information provided by a prospect on your Web Site, you can then send
the e-mail message through the Incoming Mail Server to create a contact activity. This will also
include the functionality to add an account and/or contact record if the account or contact for the
contact activity does not already exist. The default account can be used for the following:

e If multiple accounts are identified

e If there is no account information provided and a single account cannot be identified from
the contact information

e  You simply do not want to add new account records through the Incoming Mail Server

An option on the Options 2 tab of the Incoming Mail Server Options panel will indicate whether new
account records can be added. Based on the system default for this option, new account records will
be created. The default account is also defined on this tab.

Another option on the Options 2 tab of the Incoming Mail Server Options panel indicates whether
existing contact information should be updated with any new information provided. Based on the
system default for this option, existing contacts will be updated.

A tickler will always be created with a contact activity. Default tickler information will be used if not
provided in the e-mail message.

When a contact activity is created through the Incoming Mail server the Origin field will be populated
for the activity to identify where it was created. If a new account or contact record is created, the
Origin field for the specific record will be populated to identify where it was created.

The server will periodically check the designated mail box (mail box associated with the user who

logged into the Inmail.exe) for any new contact activity messages. For the server to correctly
interpret the e-mail message, the message must be in a specific format.

Formatting
A default subject for new contact activities is defined on the Incoming Mail Server Options pop-up
box. This can be modified. In order for an e-mail message to be processed normally, the Subject
must contain the default subject defined on the Options pop-up box.
Any field that you include in the e-mail message must be presented on a separate line in the
message text. Each field begins with the field name followed by a colon. The field labels are not case
sensitive. Caps are used for readability.

Attachments

Files can be attached to the e-mail. A history record is created with all attachments.
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Field Descriptions

Activity_Type: or ActivityType:

The type of contact activity. Valid values are either the long or short values of active codes from the
Codes table for Sls_Activity_Id. If no Activity Type is provided the Sls_Activity Id value with an
Internal Value of _MAIL will be used.

Purpose:
The purpose of the contact activity. Valid values are either the long or short values of active codes of
the Codes table for Purpose_|Id.

Outcome:
The outcome of the contact activity. Valid values are either the long or short values of active codes of
the Codes table for Outcome_|Id.

Comments:

The comments should not exceed 32000 characters. If the comments are longer than the specified
amount, the comments will be truncated. If there are additional fields after the Comments field, then
EOL must be placed on a separate line after the Comments field.

Tickler_Action: or TicklerAction:
The action that should be taken at the time of the tickler. Valid values are either the long or short
values of active codes from the Codes table for Tickler_Action_lId.

Tickler_Department: or TicklerDepartment:
The name of the department to whom the tickler will be assigned. A default department can be
defined in Set-Up Defaults.

Tickler_Assignee: or TicklerAssignee:
The name of the person to whom the tickler will be assigned. This should be in Last Name, First
Name or Last Name,First Name format. A default assignee can be defined in Set-Up Defaults.

Tickler_Priority: or TicklerPriority:
The priority of the tickler. Valid values are either the long or short values of active codes from the
Codes table for Tick_Priority_Id.

Tickler_Desc: or TicklerDesc:

The description of the tickler. The tickler description should not exceed 80 characters. If the tickler
description is longer than the specified amount, it will be truncated. If there are additional fields after
the Tickler Description field, then EOL must be placed on a separate line after the Tickler Description
field.

Activity _Misc_Flag1-2: or ActivityMiscFlag1-2:
The miscellaneous checkbox fields for the contact activity. A “Y’ should be passed for these fields.

Activity_Misc1-2: or ActivityMisc1-2:
The miscellaneous text fields for the contact activity.

Activity _Misc1-2: or ActivityMisc1-2:
The miscellaneous text fields for the contact activity.
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Activity_Misc_Dropdownl1-2: or ActivityMiscDropdown1-2:
The miscellaneous drop down fields for the contact activity. Valid values are either the long or short
values of active codes from the Codes table for Cont_Actv_Misc1-2_Id.

Activity_Misc_Datel-2: or ActivityMiscDatel-2:
The miscellaneous date fields for the contact activity.

Opt_In_Desc: or OptinDesc:

This field allows the user to provide information related to whether the prospect wants to receive
communication. If there are additional fields after the Opt In Desc field, then EOL must be placed on
a separate line after the Opt In Desc field.

Example

Below is an example of the e-mail text for a contact activity:

CustomerName:ABC Corporation
LastName:Smith

FirstName:Jack

Address1:123 Valley Drive
City:Senaca

State:OH

PostalCode:23456

Country:USA

Phone:512 234-5678
Comments:l would like functional information about each product and pricing information. AP
Manager, GL Manager.

EOL

LeadSource:Web Site

System Processing

The activity contact is determined based on the account and contact information entered with
the contact activity. A Contact is required. If contact information is not provided, the e-mail is not
processed. If the forwarding option has been defined in the Incoming Mail Server Options, the
message will be forwarded. Otherwise it will remain in the mail box.

The account for the activity is determined based on the account and contact information entered
with the Contact Activity.

If a Customer ID is provided, and that Customer ID does not already exist in the database, the
record will be rejected.

If a Customer ID is provided, and that Customer ID does exist in the database, that account will
be used. All further contact validation will be against that account. Even if the From E-Mail
Address matches the address for a contact at another account, the account identified by the
Customer ID provided will be used.

The Activity Date and Activity Time for the contact activity default to the current date and time.
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e When a contact activity is added, the Activity Type is set to *_E-Mail' (_ MAIL) unless a specific
type is provided.

e The lead source is populated for the contact activity if identified with the account/contact
information. There can be only one lead source for an activity.

e  Atickler will always be created when a contact activity is created.
e  The Tickler Contact will default from the Activity Contact.
e  The Tickler Date and Tickler Time default to the current date and time.

e IfaTickler_Department and Tickler_Assignee are both identified, the Tickler_Assignee will be
used.

e If no Tickler_Department and no Tickler_Assignee are identified, the default assignee or
department identified on the System Defaults tab of the Setup Defaults panel is used.

e If a contact activity is created, the full e-mail message will be displayed at the bottom of the
Comments for the activity.

e If the incoming e-mail has a valid Subject:
—  The e-mail will be processed, and the e-mail is deleted or forwarded to another mail box.

— If the e-mail is processed successfully, a contact activity and tickler are created and a reply
may be sent back to the sender. If the e-mail cannot be processed successfully, if the
forwarding option has been defined in the Incoming Mail Server Options, the message will
be forwarded. Otherwise it will remain in the mail box.

—  The text of the original e-mail is included in a reply.
e |f the incoming e-mail does not have a valid Subject:

—  Depending upon options defined on the Incoming Mail Server Options pop-up box, the e-
mail message will be left in the incoming mail box, or forwarded to another mail box.
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E-Mail Message for New Sales Opportunity

New sales opportunities can be processed through the Incoming Mail Server. For example, if you
create a formatted e-mail from the information provided by a prospect on your Web Site, you can
then send the e-mail message through the Incoming Mail Server to create a new sales opportunity.
This includes the functionality to add a new account and/or contact record if the account or contact
for the sales opportunity does not already exist. The related account and/or contact records can be
created if they do not already exist in the database, and the appropriate information is provided. The
default account can be used for the following:

e If multiple accounts are identified

e If there is no account information provided and a single account cannot be identified from
the contact information

e  You simply do not want to add new account records through the Incoming Mail Server

An option on the Options 2 tab of the Incoming Mail Server Options panel will indicate whether new
account records can be added. Based on the system default for this option, new account records will
be created. The default account is also defined on this tab.

Another option on the Options 2 tab of the Incoming Mail Server Options panel indicates whether
existing contact information should be updated with any new information provided. Based on the
system default for this option, existing contacts will be updated.

When a sales opportunity is created through the Incoming Mail server the Origin field will be
populated for the opportunity to identify where it was created. If a new account or contact record is
created, the Origin field for the specific record will be populated to identify where it was created.

The server will periodically check the designated mail box (mail box associated with the user who
logged into the Inmail.exe) for any new contact activity messages. For the server to correctly
interpret the e-mail message, the message must be in a specific format.

Formatting
A default subject for new sales opportunities is defined on the Incoming Mail Server Options pop-up
box. This can be modified. In order for an e-mail message to be processed normally, the Subject
must contain the default subject defined on the Options pop-up box.
Any field that you include in the e-mail message must be presented on a separate line in the

message text. Each field begins with the field name followed by a colon. The field labels are not case
sensitive. Caps are used for readability.

Attachments
Files can be attached to the e-mail. A history record is created with all attachments.
Field Descriptions

Opp_Department: or OppDepartment:
The name of the department to whom the sales opportunity will be assigned. A default department
can be defined in Set-Up Defaults.
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Opp_Salesperson: or OppSalesperson:

The name of the person to whom the sales opportunity will be assigned. This should be in Last
Name, First Name or Last Name,First Name format. A default assignee can be defined in Set-Up
Defaults.

Stage:

The sales stage of the sales opportunity. Valid values are either the long or short values from active
codes from the Codes table for Sales_Stage_Id. If this is not provided the ‘Initial’ (INIT) value is
used.

Priority:
The priority of the sales opportunity. Valid values are either the long or short values of active codes
from the Codes table for Sls_Priority_Id.

Product:

This field contains a list of all products in which the account is interested. The product names should
be separated by a bar. The format for information entered into this field is as follows: Product:
Product A| Product B| Product C.

Summary:

The summary should not exceed 32000 characters. If the summary is longer than the specified
amount, an attachment is created in the history with the full text of the message. If there are
additional fields after the Summary field, then EOL must be placed on a separate line after the
Summary field.

Sales_Misc1-2: or SalesMisc1-2:
The miscellaneous text fields for the sales opportunity.

Sales_Misc_Dropdown-8: or SalesMiscDropdown1-8:
The miscellaneous drop down fields for the sales opportunity. Valid values are either the long or
short values of active codes from the Codes table for Slsop_Misc1-8_Id.

Sales_Misc_Datel-2: or SalesMiscDatel-2:
The miscellaneous date fields for the sales opportunity.

Opt_In_Desc: or OptinDesc:

This field allows the user to provide information related to whether the prospect wants to receive
communication. If there are additional fields after the Opt In Desc field, then EOL must be placed on
a separate line after the Opt In Desc field.

Example
Below is an example of the e-mail text for a new sales opportunity:

CustomerName:ABC Corporation
LastName:Smith

FirstName:Jack

Address1:123 Valley Drive
City:Senaca

State:OH

PostalCode:23456

Country:USA

Phone:512 234-5678
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Product:AP Manager|GL Manager

Summary:l would like functional information about each product and pricing information.
EOL

LeadSource:Web Site

System Processing

The Date Opened and Time Opened default to the current date and time.

The account for the sales opportunity is determined based on the account and contact
information entered with the Sales Opportunity.

If a Customer ID is provided, and that Customer ID does not already exist in the database, the
record will be rejected.

If a Customer ID is provided, and that Customer ID does exist in the database, that account will
be used. All further contact validation will be against that account. Even if the From E-Mail

Address matches the address for a contact at another account, the account identified by the
Customer ID provided will be used.

The sales opportunity contact is determined based on the account and contact information
entered with the opportunity. However a contact is not required for a sales opportunity.

If an Opp_Department and Opp_Salesperson are both identified, the Opp_Salesperson will be
used.

If no Opp_Department and no Opp_Salesperson are identified, the assignee or department
identified on System Defaults tab of the Setup Defaults panel is used.

The Lead Source is populated for the sales opportunity if identified with the account/contact
information.

The Tickler Date and Tickler Time for the system created sales opportunity tickler default to the
current date and time.

If a sales opportunity is created, the full e-mail message will be placed in the ‘Open’ event for
the sales opportunity.

If the incoming e-mail has a valid Subject:
—  The e-mail will be processed, and the e-mail is deleted or forwarded to another mail box.

— If the e-mail is processed successfully, a new sales opportunity is created and a reply may
be sent back to the sender with the Sales Opp ID. If the e-mail cannot be processed
successfully, if the forwarding option has been defined in the Incoming Mail Server
Options, the message will be forwarded. Otherwise it will remain in the mail box.

—  The text of the original e-mail is included in a reply.

If the incoming e-mail does not have a valid Subject:
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— Depending upon options defined on the Incoming Mail Server Options pop-up box, the e-
mail message will be left in the incoming mail box, or forwarded to another mail box.
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E-Mail Message for New Incident

New incidents can be created through the Incoming Mail Server. If a account is not uniquely
identified in the e-mail message, the Incoming Mail Server will attempt to determine the contact of
the incident by using the sender's e-mail address. If it is able to identify a unique contact, the incident
will be created for that account. If you have defined a default account in the Incoming Mail Server
Options, and the account cannot be uniquely identified, a new incident will be created for the default
account.

The Incoming Mail Server will periodically check the designated mail box (mail box associated with
the user who logged into the Inmail.exe) for any new messages. For the server to correctly interpret
the e-mail message, the message must be in a specific format.

When an incident is created through the Incoming Mail server the Origin field will be populated for
the incident to identify where it was created.

Formatting
A default subject for new incidents is defined on the Incoming Mail Server Options pop-up box. This
can be modified. In order to effectively control which e-mail messages create an incident, the Subject
should contain the Default Subject defined on the Options pop-up box. However, there are options
available to create an incident for an e-mail that does not have a valid Subject.
Any field that you include in the e-mail message must be presented on a separate line in the
message text. The Description should be the last field. The Description can span multiple lines. Each
field begins with the field name followed by a colon. The field labels are not case sensitive. Caps are
used for readability.

If no specific fields are defined in the e-mail message, if an incident is created, the text in the e-mail
message will be put in the incident Long Description.
Attachments

Files can be attached to the e-mail. A history record is created with all attachments.

Field Descriptions
For a new incident one of the first five fields can be used to identify the account:

Customer_Number: or CustomerNumber:
A valid Customer number.

Customer_Name: or CustomerName:
A valid customer name or customer alias name.

License_Number: or LicenseNumber:
A valid license number.

Serial_Number: or SerialNumber:
A valid product serial number.
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Tag_Number: or TagNumber:
A valid inventory tag number.

Contact:
First Name and Last Name of the contact. If the Contact is invalid, the Contact for the incident is left
blank and the Contact must be correctly updated in the incident itself within CustomerFirst.

Type:

The type of incident. You can use either the short value or long value of the Problem_Type_Id from
the Codes table. If left blank, the Default Incident Type defined on the Set-Up Defaults panel will be
used.

Product:
A valid full product refresh name or product name.

If only a product name is provided in this field (i.e. version, implementation and refresh are not
specified), the latest shipped refresh of the product for the account is used. If no refresh of the
product is shipped to the account, the latest refresh that has been built for the product is used. If a
Serial_Number is entered which uniquely identifies a product refresh and this field does not contain a
valid full refresh name, then the product refresh identified by the Serial_Number will be used.

If a valid product refresh cannot be identified by the data in the e-mail, the default refresh identified in
Shipped Products for the account will be used. If there is no default defined, the Full Refresh field is
left blank on the incident and must be correctly updated in the incident itself within CustomerFirst.

Severity:

A valid severity code value. If the severity is invalid, and Default Incident Type is ‘Question’, the
severity of the incident created will be left blank. Otherwise, the severity whose sort sequence is in
the middle between the highest and lowest sort sequences of severities will be used for the incident.
Uses the long value or short value of the Severity Id from the Codes table.

Incident Miscellaneous drop downs1-20:

You can use either the short value or long value of the Misc_Dropdown1-20 from the Codes table.
The field name that is used must be the same as the one defined on the Maintain Table/Column
Information panel for Incident.Misc_Dropdown1-20.

Public:
A value of ‘N’ will uncheck the Public flag for the incident. If the field is not provided in the e-mail or
the value is 'Y’, the Public flag will be checked for the incident.

Department:
A valid Department Name. If provided, the incident will be assigned to this department rather than
the Default Department defined in System Administration.

Description:

Text description of the issue. The description should not exceed 32000 characters. If the description
is longer than the specified amount, an attachment will be created in the incident history with the full
text of the message. If used, this should be the last field defined in the message.
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Example
Below is an example of the e-mail text for a new incident:

CustomerName:ABC Corporation
Contact:Jack Smith

Product:Fast Report V2.1 Win G0O1
Severity:Major

Description: The year end totals are not correct.

System Processing

e If a account and/or contact are not specified in the e-mail, the system will attempt to determine
the account and/or contact for the incident by using the sender's e-mail address.

e Ifanincidentis created through the Incoming Mail Server, the Owner is the default department
defined on the Set-Up Defaults panel. The incident Status is ‘Initial'.

e Ifanincident is created through the Incoming Mail Server, and there are no specific fields
defined in the e-mail text, the text will be put in the incident Long Description.

e If the incoming e-mail has a valid Subject:

— The e-mail will be processed, and the e-mail will be deleted or forwarded to another mail
box.

— If the e-mail is processed successfully, a new incident will be created and a reply will
typically be sent back to the sender with the Incident ID. If the e-mail cannot be processed
successfully, depending on options defined on the Incoming Mail Server Options pop-up
box, the sender will receive a reply that the e-mail has been rejected or the e-mail will be
forwarded to another mail box.

— The text of the original mail will be included in a reply. If rejected, the reply e-mail will
identify the errors found in the original e-mail.

e If the incoming e-mail does not have a valid Subject:

— Depending upon options defined on the Incoming Mail Server Options pop-up box, the e-
mail message will be left in the incoming mail box, forwarded to another mail box, or a new
incident will be created.
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E-Mail Message for New Individual Incident

New incidents for individuals can be processed through the Incoming Mail Server. This includes the
functionality to add a new account and contact record if the account and contact for the incident do
not already exist. If a new account record is created, the Individual Cust. Flag will be checked.

If a match is found with an existing contact and the Individual Cust. flag is checked for the account, if
the address information included in the e-mail message is different, the address information is
updated for the contact and the account.

When an incident is created through the Incoming Mail server the Origin field will be populated for
the incident to identify where it was created.

The server will periodically check the designated mail box (mail box associated with the user who
logged into the Inmail.exe) for any new individual incident messages. For the server to correctly
interpret the e-mail message, the message must be in a specific format.

Formatting

A default subject for new individual incidents is defined on the Incoming Mail Server Options pop-up
box. This can be modified. In order to effectively control which e-mail messages create an incident,
the Subject should contain the default subject defined on the Options pop-up box. However, there
are options available to create an incident for an e-mail that does not have a valid Subject.

Any field that you include in the e-mail message must be presented on a separate line in the
message text, The Description should be the last field. The Description can span multiple lines. Each

field begins with the field name followed by a colon. The field labels are not case sensitive. Caps are
used for readability.

Attachments

Files can be attached to the e-mail. A history record is created with all attachments.

Field Descriptions

Last Name:
The contact’s last name. This field is required.

First_Name:
The contact’s first name. This field is required.

Phone:
The contact’s phone number. Either this field or the E-mail_Address is required.

E-mail_Address:
The contact’s e-mail address. Either this field or the Phone is required.

Address_1:
The first address line for the contact.
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Address_2:
The second address line for the contact.

Address_3:
The third address line for the contact.

City:
The city in which the contact is located.

State:
The state in which the contact is located.

Postal _Code:
The postal code for the contact’s address.

Country:
The country in which the contact is located.

Type:

The type of incident. You can use either the short value or long value of the Problem_Type_Id from
the Codes table. If left blank the Default Incident Type defined on the Set-Up Defaults panel will be
used.

Product:
A valid Full Product Refresh name or Product Name.

If only a product name is given in this field (i.e. version, implementation and refresh are not
specified), the latest shipped refresh of the product for the account is used. If no refresh of the
product is shipped to the account, the latest refresh that has been built for the product is used. If a
Serial_Number is entered which uniquely identifies a product refresh and this field does not contain a
valid full refresh name, then the product refresh identified by the Serial_Number will be used.

If a valid product refresh cannot be identified by the data in the e-mail, the default refresh identified in
Shipped Products for the account will be used. If there is no default defined, the Full Refresh field is
left blank on the incident and must be correctly updated in the incident itself within CustomerFirst.

Severity:

A valid severity code value. If the severity is invalid, and Default Incident Type is ‘Question’, the
severity of the incident created will be left blank. Otherwise, the severity whose sort sequence is in
the middle between the highest and lowest sort sequences of severities will be used for the incident.
Uses the long value or short value of the Severity Id from the Codes table.

Incident Miscellaneous drop downs1-20:

You can use either the short value or long value of the Misc_Dropdown1-20 from the Codes table.
The field name that is used must be the same as the one defined on the Maintain Table/Column
Information panel for Incident.Misc_Dropdown1-20.

Public:
A value of ‘N’ will uncheck the Public flag for the incident. A value of 'Y’ will check the Public flag for
the incident. If the field is not provided in the e-mail message, the Public flag will be checked for the
incident.
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Department:
A valid Department Name. If provided, the incident will be assigned to this department rather than
the Default Department defined in System Administration.

Description:

Text description of the issue. The description should not exceed 32000 characters. If the description
is longer than the specified amount, an attachment will be created in the incident history with the full
text of the message.

Example
Below is an example of the e-mail text for a new individual incident:

Last_Name: Smith

First_ Name: Russell

Address_1: 439 West Avenue

City: Chicago

State: IL

Postal_Code: 60606

Phone: 630-515-0780

Description: Cannot connect to the Internet. Get a message related to the modem.

System Processing
e The following is used to check for an existing contact/account:

— Contact Last Name and
—  Contact First Name and
—  Contact Phone or E-mail Address

The account for the matching contact has to be an individual account.
— If not all matching conditions are met, a new account and new contact will be created.

— If a match is found and the address information is different, the address information is
updated for the contact and the account.

— If multiple contacts match, the e-malil is rejected.

e If a contact/account is created, the Individual Cust. flag is set on the new account record. The
new account and contact records use the same logic that is used from the Incident panel if a
new account is added from there and the Individual Cust flag is checked.

e Ifanincident is created through the Incoming Mail Server, the Owner is the default department
defined on the Set-Up Defaults panel. The incident Status is ‘Initial'.

e If the incoming e-mail has a valid Subject:

— The e-mail will be processed, and the e-mail will be deleted or forwarded to another mail
box.
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— If the e-mail is processed successfully, a new incident will be created and a reply will
typically be sent back to the sender with the Incident ID. If the e-mail cannot be processed
successfully, depending on options defined on the Incoming Mail Server Options pop-up
box, the sender will receive a reply that the e-mail has been rejected or the e-mail will be
forwarded to another mail box.

— The text of the original mail will be included in a reply. If rejected, the reply e-mail will
identify the errors found in the original e-mail.

e |f the incoming e-mail does not have a valid Subject:

—  Depending upon options defined on the Incoming Mail Server Options pop-up box, the e-
mail message will be left in the incoming mail box, forwarded to another mail box, or a new
incident will be created.
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E-Mail Messages for Existing Incidents, Problems, and Sales
Opportunities

E-mail can be submitted to add an activity for an existing incident, problem, or sales opportunity.

The Incoming Mail Server will periodically check the designated mail box for any new activity
messages for existing objects. The Incoming Mail Server will periodically check the designated mail
box for any new activity messages for existing objects. For the server to correctly interpret the e-mail
message, the message must be in a specific format.

Formatting

Default subjects for new activities are defined on the Incoming Mail Server Options pop-up box.
These can be modified. In order for an e-mail message to be processed normally, the Subject must
contain the Default Subject defined on the Options pop-up box and a valid Object ID. The following
provides an example of the subject text for an e-mail:

Incident 12345

The actual message text related to the activity must be entered in the message area of the e-mail.

Attachments

Files can be attached to the e-mail message. The attachment(s) will be associated with the specific
activity created for the object.

Field Descriptions

Activity_Type:

The type of activity. The Activity Type can be identified for an incident activity, problem activity, or
sales activity. If used, this field must appear on the first line of the e-mail message, or can be on the
second or third line if the Notify flag and/or Public flag are also used in the e-mail message. The
Activity Type, Notify flag, and Public flag must appear before anything else in the message.

If the field is not provided in the e-mail message:

— For an Incident Activity the default Activity Type defined for the Incoming Mail Server will
be used. If that is not populated, the Activity Type of ‘Message’ will be used.

—  For a Problem Activity and a Sales Activity the Activity Type of ‘Message’ will be used.

Notify:

Indicates whether the Notify flag should be turned on the related object. The Notify flag can be
identified for an incident activity, problem activity, or sales activity. If the value is ‘N’, the Notify flag
will be unchecked for the activity. If the value is ‘Y’, the Notify flag will be checked for the activity. If
the field is not provided and the Activity Type is ‘Message’, the Notify flag will be checked for the
activity.
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If used, this field must appear on the first line of the e-mail message, or can be on the second or third
line if the Activity Type and/or Public flag are also used in the e-mail message. The Activity Type,
Notify flag, and Public flag must appear before anything else in the message.

Public:

The Public flag can be identified for an incident activity and a problem activity. If the value is ‘N’, the
Public flag will be unchecked for the activity. If the value is ‘Y’, the Public flag will be checked for the
activity. If the field is not provided in the e-mail message:

— For an Incident Activity the default Public flag defined for the Incoming Mail Server will be
used. If that is not populated, the Public flag will be checked.

— For a Problem Activity the Public flag will be checked.

System Processing

e When an incident activity is created, the Activity Type will be the type with an Internal Value of
‘MESSG’. When a problem activity or sales activity is created, the Activity Type will be
‘Message’.

e If an activity is created, the Notify flag is set for the object.
e If the incoming e-mail has a valid Subject:

—  The e-mail will be processed, and the e-mail will be deleted or forwarded to another mail
box.

— If the e-mail is processed successfully, a new activity will be created and a reply will
typically be sent back to the sender. If the e-mail cannot be processed successfully,
depending on options defined on the Incoming Mail Server Options pop-up box, the sender
will receive a reply that the e-mail has been rejected or the e-mail will be forwarded to
another mail box.

— The text of the original mail will be included in a reply. If rejected, the reply e-mail will
identify the errors found in the original e-mail.

e If the incoming e-mail does not have a valid Subject:

— Depending upon options defined on the Incoming Mail Server Options pop-up box, the e-
mail message will be left in the incoming mail box or forwarded to another mail box.
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E-Mail Message for Changing an Incident's Status
E-mail can be submitted to change the Status of an existing incident.
The Incoming Mail Server will periodically check the designated mail box for any new status change

messages for existing incidents. For the server to correctly interpret the e-mail message, the
message must be in a specific format.

Formatting

A default subject for changing an incident Status is defined on the Incoming Mail Server Options
pop-up box. This can be modified. In order for an e-mail message to be processed normally, the
Subject must contain the default subject defined on the Options pop-up box and a valid Incident ID.
The following provides an example of the subject text for an e-mail:

Change Status for Incident 12345
The fields described below must be presented on a separate line in the message text. Each field
begins with the field name followed by a colon.

Attachments

Files cannot be attached to a status change e-mail message.

Field Descriptions
Status:
The new Status for the incident. A valid short or long value for Incident_Status_Id from the Codes
table can be used. This field is required.

Date:
Must be in the format mm/dd/yy. This field is required.

Time:
Must be in the format hh:mm. This field is required.
Example

Below is an example of the e-mail text for changing an incident status:

Status:Review Completed
Date:10/03/02
Time:13:22
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System Processing

If the Status provided has an internal value of INIT, CLOS, or UCLOS, the message will be
rejected.

The Event Date and Event Time provided will be compared to the Event Date and Event Time
of the last status change event in the incident history.

If the Date/Time provided is after the last Date/Time in incident history, the status will be
changed and a ‘Status' event will be added in the incident history.

If the Date/Time provided is prior to the last Date/Time in incident history, the status will not
be changed, but a ‘Status' event will be added in the incident history.

If the incoming e-mail has a valid Subject:

The e-mail will be processed, and the e-mail will be deleted or forwarded to another mail
box.

If the e-mail is processed successfully, an event history record is created for the incident
and a reply will typically be sent back to the sender. If the e-mail cannot be processed
successfully, depending on options defined on the Incoming Mail Server Options pop-up
box, the sender will receive a reply that the e-mail has been rejected or the e-mail will be
forwarded to another mail box.

The text of the original mail will be included in a reply. If rejected, the reply e-mail will
identify the errors found in the original e-mail.

If the incoming e-mail does not have a valid Subject:

Depending upon options defined on the Incoming Mail Server Options pop-up box, the e-
mail message will be left in the incoming mail box or forwarded to another mail box.
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Overview

The Application Server (appsrv.exe) provides the “business logic” behind the user interface for the
Java client. It is also used to populate the Current Statistics for the Windows client and the Java
client.

The machine running the Application Server must be a “wintel” machine. The Application Server can
be run on any number of machines to allow load balancing. These servers should all be on the same
LAN as the machine that is running the Data Base Management System (e.g. SQL Server) that they
are accessing.

Refer to the Version 5.0 Java Installation instructions for additional information. These are available
through the File Download function from the RTI WebFirst site.

Use with Windows Client

For the Windows client, the location of where the Application Server is being run from must be
identified. The Application Server Machine Name or IP field and the Port field must be populated on
the System Defaults tab of the Setup Defaults panel.

Printer

On the machine where the Application Server is running a printer driver must also be installed and
set as the default printer. A laser printer (i.e. HP Laserjet 4 or above) is recommended. It does not
have to be connected to an actual printer. If there is not a printer defined for the machine an error
message will be displayed at login.

Login

Typically, you should create a user in RTI to run the Application Server. Depending on your
environment it may be acceptable to use the same login used for the Escalation Server.

E-Mail

Make sure that the user that is going to be used to login into the Application Server is also a valid
user in your mail system. The user name identified in CustomerFirst and the mail system must
match.

If the e-mail type used is not SMTP, when starting the Application Server the user must login to the

mail system. If the e-mail type is SMTP Malil, you do not need to login to the mail system. However,

the user whose ID and Password is used to login to the Application Server must have his/her E-Mail
Address entered on the Company Personnel pop-up in CustomerFirst.

If the e-mail type used is not SMTP, an SMTP Server must be defined for the Application Server on
the Specify SMTP Server pop-up box in order for manually generated e-mails sent through the Java
client to use the From Name and Address entered on the Send E-Mail pop-up box. If you use
another mail type for the Application Server and you have not defined an SMTP Server for the
application server, all e-mail sent from Java clients will use the e-mail profile of the user logged into
the Application Server machine.
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Application Server Panel

The Application Server panel identifies status and configuration information for the Application
Server.

Access

This panel is displayed when the user logs into the APPSRV .exe.

Menu Bar Choices

File

Refresh Cache
Specify SMTP Server
Restart

Exit

Refresh Cache

Refreshes data cached in memory. This may be necessary if you added a new value that the Java
users need access to right away. This includes system setup defaults, user group preferences,
characteristic types and values, codes, etc. Some account properties are also cached if the related
accounts have been accessed.

The Application Server looks for a time when there are no user activities and then suspends the
client connections until the refresh is completed. Normally this task only takes a few seconds and the
users are not significantly impacted. However, the time required depends on the amount of data in
the database that needs to be cached and the performance of the database server. If the possible
impact is a concern, you may want to use the Restart option.

The Application Server automatically refreshes the cache once a day at the defined Daily
.Maintenance Time.

Specify SMTP Server

Displays the Specify SMTP Server pop-up box. that allows the user to identify a SMTP server so that
the From Name and Address will be used from the Send E-mail pop-up box for e-mail sent by the
Java clients.

Restart

Starts a new Application Server and moves the connections from the current Application server to
the new one. The current Application Server will finish processing all current requests before shutting
down. All currently logged in user connections will be maintained and the users’ activities will not be
interrupted unless there is a technical issue starting a new server.

Exit
Stops and closes the Application Server executable. Java client users will no longer be able to
access CustomerFirst, SalesFirst or WebFirst.
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Panel Layout

F RTI Application Server,

File Help

Current Statuz

Status |F|unning

Running Since: |3/1£2008 5:41 PM
Uszers: lﬂi
Peak Backlog: |EI

Tatal Fequests: |EI

Configuration

b aimum Database Connections: "187 Part Murnber: W
tirirmurn Bequest Handler Threads: ’17

td aximum Request Handler Threads: "Iﬂi

Hours OF O peratian: | to | LChange
Daily Maintenance Time: ’W

Panel Elements
Current Status
Status

Indicates the current status of the Application Server. Valid values are ‘Initializing’, ‘Running’,
and ‘Stopped’. This is a read only field.

Running Since
Identifies when the Application Server was started. This is a read only field.

Users
Displays the number of users currently connected. This is a read only field.

Peak Backlog
Maximum number of users that had to wait for a thread to complete the request. This is a read
only field.

Total Requests
The total number of requests from the clients to the Application Server. This is a read only field.

Configuration
For field descriptions refer to the Change Server Settings pop-up box.
Change (button)

Displays the Change Server Settings pop-up box that allows the user to modify the
configuration settings.
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Change Server Settings Pop-Up Box

This pop-up box allows the user to modify the configuration settings for the Application Server.

Pop-Up Box Layout

Change Server Settings

td aximum D atabase Connections: 16
tinimurn Bequest Handler Threadsz: |1

td aimumn Request Handler Threads: |10

Howrs OF Operation; | to |
Daily Maintenance Time:
Port Murnber aees

DK | Cancel

Pop-Up Box Elements

Maximum Database Connections
Identifies the maximum number of database connections that can be made from the Application
Server to the database server.

Minimum Request Handler Threads
Identifies the minimum number of threads that should be started when the Application Server is
started.

Maximum Request Handler Threads

Identifies the maximum number of threads that can be started simultaneously for serving calls to the
Application Server. It is possible for a greater number of users to be connected but they will have to
wait for a thread to become available to process their request. When this occurs the Peak Backlog
field will be populated with the number of users waiting.

Hours of Operation

Identifies the time period that the Application Server will be available for requests. A Blank value
indicates that requests will be accepted 24 hours a day. You may want to stop the Application Server
based upon when the database backups are being performed.

Daily Maintenance Time

Identifies the time the Application Server should perform its daily internal maintenance. Client
connections will be suspended during this time so you want to specify a time when there will be
minimal user activities. It is important that the database server is not stopped during this time.

Port Number
The port on which the Application Server listens.
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Pop-up Button Controls

OK
Closes the Change Server Settings pop-up box and saves the changes.

Cancel
Closes the Change Server Settings pop-up box and does not save any changes.
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Specify SMTP Server Pop-Up Box
If an SMTP Server is identified for the Application Server, all manual e-mails sent through the Java
client will use the From Name and Address entered on the Send E-Mail pop-up box. If you use other
mail types for the Application Server and you have not defined an SMTP Server for the Application

Server, all e-mail sent from the Java clients will use the e-mail profile of the user logged into the
Application Server machine.

Access
To access this pop-up, select File and Specify SMTP Server from the menu bar of the Application
Server panel.

Pop-Up Box Layout

Specify SMIP Server E|

Once a SMTF Server iz specified, all emails, zent marnually from
Java clientz with email addresz entered, will be zent to the SMTP

zerver. The sender of theze emails will be the ariginal sender.

SMTP Server [IP address or machine name);

Ok | Cancel

Pop-Up Box Elements

SMTP Server
Identifies the IP address or the machine name for the SMTP server.

Pop-up Button Controls

OK
Closes the Specify SMTP Server pop-up box and saves the changes.

Cancel
Closes the Specify SMTP Server pop-up box and does not save any changes.
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Set-Up Defaults Panel

This panel is used to define system level options. Some of the options have initial default values
defined. These options apply to all users in the system.

Access

To access this panel select Administration and Set-up Defaults from the menu bar.

System Defaults Tab

This tab allows you to define general system options.

Panel Layout

= Sat-Up Defaults

Syztem Defaultz ] Incident] F'n:ublem] Account and Contact | Default Department Preferences | Reassign Security

Syztem Default Options

E-Mail: | v/

Fa: | ~ |

Application Server Machine Mame or [P Port;

Allow attachments to be stored in the databaze: () Yes (Mo

Enable Lzer Help: ) Yes &) Mo

Do nat take ezcalation action if current date iz more than waork days greater than estimated

escalation date. Mote: If chahged the escalation server must be restarted.

Tazk Optiohs
Enable Tasking Facilty: (%) Yes I Mo

Automatically increment Task Sequence Mumber by:

Sales Opportunity azzignment from [nmail Server Contact Tickler assignment fram Inmail Server

Department; |Sales v| Department; |Sales v|

Azgignes: | |ﬂ Agzignes; | |ﬂ
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Panel Elements

E-Mail (User_Ins_Default.Email_Type_Id)
The type of e-mail interface to be used by the system.

Mailbox
If you select ‘Lotus’ in the E-mail field, the Mailbox field is displayed. This allows you to select the
mailbox used for sending e-mail.

SMTP Server
If you select ‘SMTP Mail’ in the E-mail field, the SMTP Server field is displayed. This allows you to
select the server used for sending e-mail.

FAX
The type of fax interface to be used by the system.

Application Server Machine Name or IP
The name or IP Address of the machine where the Application Server executable is running. This is
required if you want to use the Current Statistics for the Windows client.

Port
Identifies the port on which the Application Server is listening. If this field is blank, port 8888 is
assumed.

Allow attachments to be stored in the database (User_Ins_Default.Attach_DB)

This option identifies whether attachments that are added through CustomerFirst or SalesFirst can
be stored in the database. When the Incoming Mail Server is being used, attachments submitted
through the Incoming Mail Server will always be stored in the database regardless of how this option
is set. The system default is ‘Yes'.

Enable User Help
Enables the "User Help" menu choice on the menu bar. This menu choice will load a user-defined
Windows Help file named CFSHELP.HLP. The system default is ‘No’.

Do not take escalation action if current date is more than XX work days greater than
estimated escalation date

Identifies the number of work days after an escalation rule was expected to be executed that the
escalation action should not be taken. This defaults to 3 days but can be overridden.

Enable Tasking Facility
Enabling the Tasking Facility activates the task related fields and menu choices. The task related
fields and menu choices are hidden if the Tasking Facility is disabled. The system default is ‘Yes'.

Automatically increment Task Sequence Number by

Identifies the incremental value for task sequence numbers when they are assigned by the system.
The default value is 10. This field is disabled if the Tasking Facility is disabled. The system default
value is ‘10'.

Sales Opportunity assignment from Inmail Server
Identifies where a sales opportunity that is created through the Incoming Mail Server should be
assigned. This is a required field. The system default value for the Department is ‘Sales’.
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Contact Activity assignment from Inmail Server
Identifies where a contact activity that is created through the Incoming Mail Server should be
assigned. This is a required field. The system default value for the Department is ‘Sales’.
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Incident Tab

This tab contains the options that impact incident processing.

Panel Layout

= Set-Up Defaults

Systemn Defaultz  Incident lF'ru:ubIem] Arncount and Eontact] Default Departrment Preferences | Reassign Security

Incident Related Options

Default Incident Type for incidents MOT created via CustomerFirst: | Question w
Default Department: Custarner Suppart w
Diizplay Add button to add a new account on Incident panel; ) es # MNo
Allows uzers to enter new contact names directly in the Contact field on Incident panel. () Yes &) Mo
|Jzerz can overide [ncident D ate/Time Opened: () es (Mo

Allow incidents to be reopened: () Yes; but only by Admiristrators () Yes; by anyuzer () Mo
Create S ales Opportunity history record when new incident iz added: ) es # MNo

[Days befare incidents in a "waiting'" Status reappear in whark, [bemns:
ADOC |7 LIt | 7 ATASK ARES |7 &VER |7 AFl= |7

() Always set incident(s) to ‘Fiespond to Account’ when closing the problem.
() Mewver set incident(s] to 'Respond to Account’ based on closing the problem.

() Set incident{z] ta 'Flespond ta Account’ when a product build is created that containg the fis.

Panel Elements

Default Inc. Type for Incidents NOT created via CustomerFirst
(User_Ins_Default.Incident_Type_Id)

The default Incident Type value for the incidents created through the Incoming Mail Server or

WebFirst. The system default value is ‘Question’. This value is used if an Incident Type is not

identified in the e-mail message or specifically selected in WebFirst.

Default Department (User_Ins_Default.Def_Dept_Owner_Id)

The default value for the incident Department field if an incident is created by an Operator (OPER) or
through WebFirst. For the Incoming Mail Server this value will be used if the Department is not
identified in the e-mail message. If the default department varies by product or other criteria, more
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than one department can be specified by using the Default Department Preference tab on the Set-Up
Defaults panel. The system default value is ‘Customer Support’.

Display Add button to add a new account on Incident panel
(User_Ins_Default.Add_Cust_lInc)

If “Yes'is selected, an Add button is displayed next to the Account field on the Main tab of the

Incident panel to add a new account. If you click on the Add button, a new Account Information panel

is displayed. The system default value is ‘Yes'.

Allow users to enter new contact names directly in the Contact field on the Incident
panel (User_Ins_Default.Contact_Add)

This option allows the user to specify whether or not a new contact name can be entered directly into
the Contact field on the Main tab of the Incident panel. The name must be in the format Last Name,
First Name. There is a higher risk of duplicate contacts being entered when this option is selected. If
‘No' is selected, the Add button should be displayed to allow entry of a new contact for the account
on the Contact panel. The system default value is ‘No’.

Users can override Incident Date/Time Opened

(User_Ins_Default.Inc_Open_Date)
Indicates whether a user can override the Date Opened and Time Opened fields on an incident. If
‘Yes' is selected, anyone can change the Date Opened and Time Opened on an incident. The Date
Opened and Time Opened will be changed on the Main tab of the Incident panel. However, the
Open event in the incident Event History will still reflect the actual date and time the incident was
entered in CustomerFirst. If ‘No' is selected, the Date Opened and Time Opened fields are disabled
on the Main tab of the Incident panel. The system default value is ‘No’.

Allow incidents to be reopened (User_Ins_Default.Closed_Incs)

Indicates if incidents can be reopened once they have been closed. If ‘Yes; but only by
Administrators' is selected, only users with a User Class of ‘Admin' can reopen a closed incident. If
‘Yes; by any user' is selected, any user can reopen a closed incident regardless of their user class. If
‘No' is selected, no one can reopen a closed incident. The system default value is ‘No’.

Create Sales Opportunity history record when new incident is added
(User_Ins_Default.NewInc_SlIsHistory)

If ‘Yes' is selected, each time a new incident is created for an account associated with a sales

opportunity, an Auto history record is created and inserted into the sales opportunity history

indicating the new Incident Id.

Days before incidents in a “waiting” Status reappear in Work Items
Indicates the number of days before an incident in a Status with one of the following internal values
will reappear in the owner's Work Items list.

ADOC (User_Ins_Default. Wait_Inc_ADOC)
The number of days that incidents in a Status with an Internal Value of ADOC will not appear on
the owner's work items list.

UWAIT (User_Ins_Default.Wait_Inc_UWAIT)
The number of days that incidents in a Status with an Internal Value of UWAIT will not appear
on the owner's work items list.

ATASK
The number of days that incidents in a Status with an Internal Value of ATASK will not appear
on the owner's work items list.
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ARES (User_Ins_Default. Wait_Inc_ARES)
The number of days that incidents in a Status with an Internal Value of ARES will not appear on
the owner's work items list.

AVER (User_Ins_Default.Wait_Inc_AVER)
The number of days that incidents in a Status with an Internal Value of AVER will not appear on
the owner's work items list.

AFIX (User_Ins_Default. Wait_Inc_AFIX)
The number of days that incidents in a Status with an Internal Value of AFIX will not appear on
the owner's work items list.

Always set incident(s) to ‘Respond to Account’ when closing the problem.
If this is selected, when a problem is closed, the associated incident Status is automatically set to
‘Respond to Account’ (RESP). This is the system default value.

Never set incident(s) to ‘Respond to Account’ based on closing the problem.
If this is selected, when a problem is closed, the associated incident Status is never automatically set
to ‘Respond to Account’ (RESP).

Set incident(s) to ‘Respond to Account’ when a product build is created that contains
the fix.

If this is selected, when a new product build is created in Product Information that contains a fix for
the Full Refresh identified on the incident, the incident Status is set to ‘Respond to Account’ (RESP).
If this option is selected, the Set incident(s) to ‘Respond to Account’ when closing the problem and
there is no fix check box is enabled.

The Incorporated Status and Date for each version/implementation on the permanent fix are used in
conjunction with the Version/Implementation, Refresh Category, and Date/Time Built in Product
Information to determine if a fix is included in a specific build.

Set incident(s) to ‘Respond to Account’ when closing the problem and there is no fix.
If this is selected, when a problem is closed and there is no permanent fix for the problem, all
associated incident statuses will be changed to ‘Respond to Account’ (RESP). This check box is only
available if the Set incident(s) to ‘Respond to Account’ when a product build is created that contains
the fix radio button is selected.
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Problem Tab

This tab contains the options that impact problem processing.

Panel Layout

4% Set-Up Defaults

SyslemDefauIts] Ihcident  Problen | Azcount and Contact | Default Department Preferences | Reassign Security

Problem Default Options

Dayz before Problems in W aiting Status Reappear inwWork [bems:

ADOC UwalT |7 | atask| | war

(#) Display only permanent fix in work items even if user owns one or more versions/implementations

() Display permanent fix and all assigned versionzAmplementations in work iems if user owns both

Source Code Management Related Options

[ Cannat incorparate fixes if modules are locked

[] Cannat incoporate fikes if modules are not in production

Panel Elements

Days before Problems in Waiting Status Reappear in Work Items
Indicates the number of days before a problem in a Status with one of the following internal values
will reappear in the assignee's Work Items list.

ADOC (User_Ins_Default. Wait_Prb_ADOC)
The number of days that problems in a Status with an Internal Value of ADOC will not appear
on the assignee's work items list.

UWAIT (User_Ins_Default. Wait_Prb_UWAIT)
The number of days that problems in a Status with an Internal Value of UWAIT will not appear
on the assignee's work items list.
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ATASK
The number of days that problems in a Status with an Internal Value of ATASK will not appear
on the assignee's work items list.

WAIT (User_Ins_Default.Wait_Prb_WAIT)
The number of days that problems in a Status with an internal value of WAIT will not appear on
the assignee's work items list.

Display only permanent fix in work items even if user owns one or more
versions/implementations

If this radio button is selected, only the permanent fix will display in the user's work items list if the
user is assigned both the permanent fix and one or more versions/implementations of the permanent
fix. This is the system default.

Display permanent fix and all assigned versions/implementations in work items

If this radio button is selected, the permanent fix and the assigned versions/implementations for the
user will display in the user's work items list if the user is assigned both the permanent fix and one or
more versions/implementations of the permanent fix.

Source Code Management Related Options

These options are only used with the PVCS interface.
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Account and Contact Tab

This tab contains options related to accounts and contacts.

Panel Layout

= Sat-Up Defaults

Suztem Defaultz ] Incident ] Problem  Account and Contact | Default Department Preferences ] Reazzign S ecurity ]
Account Felated Options
Lok for existing account with same name when new account is added Same Cauntry Same State/Prov Same City

[ Allows a default Product Refresh to be defined for accounts

Contact Related Options

[ Allows a default Contact to be defined for accounts

Panel Elements

Look for existing account with same name when new account is added

If checked, the system will look for an existing account in the database when a new account is added
based on the Account Name and the Country, State/Prov and/or City as specified in the related
checkboxes. If one or more matches are found the Similar Account(s) pop-up box will be displayed.
These checkboxes are checked by default.

A Remove_BegChar_Id field and a Remove_EndChar_Id field can be accessed through Maintain
Codes and Code Types. Values defined for Remove_BegChar _id field will be removed from the
Account Name when looking for an existing account if followed by a comma or a space. Values
defined for Remove_EndChar_id field will be removed from the Account Name when looking for an
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existing account if preceded by a comma or a space. All punctuation and special characters will then
be removed and the case of an Account Name will be ignored.

For example, if there is an existing account named Hanover Systems, Inc. and a new account is
added named Hanover Systems Company, the two hames would be compared as Hanover Systems
and a match would be found.

Allow a default Product Refresh to be defined for accounts

This option allows you to specify a default product refresh for an account. If a default is defined, this
refresh will be displayed in the Full Refresh field on the Main tab of the Incident panel. The product
refresh can be overridden if it is not correct for the incident.

Allow a default Contact to be defined for Accounts

This option allows you to specify whether or not a default contact can be defined for accounts. If a
default contact is defined for an account, it is displayed in the Contact field on the Main tab of the
Incident panel for a new incident. The contact name can be overridden if it is not correct for the
incident. NOTE: Allowing default contacts to be defined imposes additional system overhead. If you
are not going to define default contacts, make sure that this is turned off.
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Default Department Preferences Tab

This panel is used to define the initial criteria that determines which department will be assigned a
new incident entered by an “Operator”, through WebFirst, or through the Incoming Mail Server.

When this panel is used, a User Group, Product, Maintenance Type, or Support Center must be
entered along with the target Default Department for those criteria. Product represents the product
selected on the incident, Maintenance Type is related to the maintenance contract selected on the
incident, User Group is the operator's user group, and Support Center is the support center for the
account on the incident.

The default department for an incident is determined in the following manner:

The system searches the Default Department table for a default department record that matches the
product, user group, maintenance type, and account support center of the incident. If a record does
not specify one or more criteria (for example, Support Center is left blank) that record is skipped.

If an exact match was not found, the system will find the closest match using the remaining default
department records. Blank fields are ignored (i.e., if you do not specify a Support Center, any
support center will be considered a match). The record that matches the greatest number of criteria
is considered the closest match. An example follows:

Product Maint. Type Support Center User Group Default Department
AP Manager - - - Account Support
AP Manager  Partner - - Level 2 Support

With this data, an incident logged against the AP Manager product may go to one of two
departments. The User Group and Support Center of the incident will not be a factor.

If the Maintenance Type of the incident is ‘Partner', both records are candidates. The first record is a
candidate because the product matches, and any maintenance type, even ‘Partner', will be
considered. However, the second record has two criteria that match, and thus the Default
Department will be’ Level 2 Support’.

Though there is not a meaningful example of this, it is possible for several matches to be found with
the same number of criteria, but in different columns. In this case, preference is given to the columns
which had the match in this order: Product, Maintenance Type, User Group, and Support Center.
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Panel Layout

= Sat-Up Defaults

Suztem Defaults] Incident] F'n:ublem] Account and Contact  Default Department Preferences | Feassign Security

Enbries: a
Default Department Product tdaint. type Suppart Center Uzer Group
Add
Update
Delete

Panel Elements

List Box
Displays the default department processing rules.

Entries
The number of default department processing rules that have been defined.

List Box Button Controls

Add

Displays the Default Department Information pop-up box to add a default department
processing rule.

Update

Displays the Default Department Information pop-up box to update the selected processing
rule. This button is grayed out if there are no entries in the Default Department list box.
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Delete
Deletes the selected default department processing rule. This button is disabled if there are
no entries in the Default Department list box.
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Default Department Information Pop-Up Box

This pop-up box allows you to maintain default department processing rules.

Pop-Up Box Layout

Uzer Group
| I
Froduct;
Maintenance Twpe: [ s Aszzign to --»  Default Department;
| [ [ =
Support Center;
QK I Cahcel
Pop-Up Box Elements
User Group (Def_Dept.Group_Pref_Id)

Identifies a specific group of users. This can be a location of an office or the name of a specific group
within the company. The values for this field are defined using the Maintain Codes/Code Types
panel.

For incidents entered through WebFirst, you must select one of the WebFirst user groups. This rule
will apply to the User Group defined on the Account Information panel, or the Account Contact panel
if the user logged in as a specific contact. If the User Group is blank for the account or contact, it is
assumed that the User Group is the WebFirst user group added by RTI with Code Id 638.

Product (Def_Dept.Product_l1d)
A valid product name in CFS that will be used in conjunction with the product entered in the Product
field on the incident.

Maintenance Type (Def_Dept.Maint_Type_Id)
A valid maintenance type in CFS that will be used in conjunction with the maintenance contract
selected on the incident.

Support Center (Def_Dept.Support_Center_Id)
A sales (SALES) or support (CS) department that will be used in conjunction with the support center
for the account selected on the incident.

Default Department (Def_Dept.Department_Id)
The name of the department to which the incident will be assigned based upon the value selected in
one or more of the previous fields.
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Pop-up Button Controls

OK
Closes the pop-up box and saves the information.

Cancel
Closes the pop-up box without saving any changes.
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Reassign Security Tab

This tab allows you to identify which user groups, user classes, and/or departments can transfer or
reassign objects to specific departments and/or users within the department.

Panel Layout

= Sat-Up Defaults

Suztem Defaults] Incident] F'n:ublem] Account and Contact | Default Department Preferences  Reagsign Security
Mate: Any security changes made thraugh this tab will Be saved immediately.
(%) User Group
() Uszer Class
() Department
Can transfer/reazsign to
Group,/Clazz/Dept Dept dzer  Department
Global -.Eu A v Caonsulting
‘webFirst Y v Custarner Suppart
Y v Development
Y v Enhancements
Y v td ark gting
Ay Y (RS
Ay e Sales
by T Sales Support
by T Training/Tocumentation
< | > < I
Panel Elements
User Group
If this radio button is selected, the Group/Class/Dept list box will display a list of all the active user
groups.
User Class
If this radio button is selected, the Group/Class/Dept list box will display a list of all the active user
classes.
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Department
If this radio button is selected, the Group/Class/Dept list box will display a list of all the active
departments.

Can transfer/reassign to list box

This list box displays a list of all active departments in the database. A ‘Y' in the Dept column
indicates that the selected group/class/department can transfer or reassign objects directly to the
department. A ‘Y' in the User column indicates that the selected group/class/department can transfer
or reassign objects directly to individuals within the department.

Button Controls

Dept.
If this button toggles the Dept column for the selected department in the ‘Can transfer/reassign
to' list box between Y and N.

User
If this button toggles the User column for the selected department in the ‘Can transfer/reassign

to' list box between Y and N.
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User Group Preferences Panel

This panel is used to define options related to a specific user group. Initial values for each option are
defined for the ‘Global’ user group and can be modified as necessary. When a new user group is
added, the initial values for each option will default from the ‘Global’ user group.

You can set the user group options differently for each WebFirst user group you have defined. Initial
values for each option default from the values defined for the ‘Global’ user group.

Each user of the system can be associated with a specific user group. If one is not defined for a
user, the ‘Global’ user group is used.

Access

To access this panel select Administration and User Group Preferences from the menu bar.

Open User Group Pop-Up Box

This pop-up box allows you to open the User Group Preferences panel for a specific user group.

Pop-Up Box Layout

Open User Group

UserGrovp: |

Pop-Up Box Elements

User Group
Identifies the specific user group for which you want to open the User Group Preferences panel.

Pop-up Button Controls

OK
Displays the User Group Preferences panel for the selected User Group.

Cancel
Closes the pop-up box without displaying the User Group Preferences panel.
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General Tab

This tab allows you to identify general options related to the selected User Group.

Panel Layout

¢= User Group Preferences: Global

General Inc:ident.f'F'ru:uI:uIem] Sales ] Activities.-’Time] ] Wiark, Da_l,ls] Menus.-"Tu:u:uII:uar&]
Drefault Yiew Syztem Options
Default Panel at Login: |W|:urk Center V| Fai: | V|
l::'E[‘E'""Itr\l‘i“"igatc'rII"IIiE"""':|'é"'z':'j""'ItS v| Limit attachment size to: I:I I<B
E -b il
Default contact o recipient list: Mo w

YWhen Selecting Contacts
[] 5how contacts for athers with the same parent [ 5how parent and reseller contacts

[] 5how perzonnel working at Account site [] Show aszociated contacts

Other Selection
Exclude prozpects and prozpect contacts in CustormerFirst

[ Limit selection of participants to people within the curent user's department.

Drizplay Available Refrezhes on Ship Product to Account Panel YWhen it iz 0pened
(%) Display all active refreshes

() Display the latest refresh for Productversion/lmplementation
() Display no refreshes

Panel Elements

Default Panel at Login

This determines if a default panel is displayed immediately following a successful login for users in
the user group. The options in this drop down are: ‘Work Center’ and ‘New Incident'. If ‘Work Center
is selected, the Work Center panel is displayed when users log in. If ‘New Incident’ is selected, a
new Incident panel is displayed when users log in. The value selected here can be overridden by an
individual user on the User Setup panel. The system default value is ‘Work Center’.
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Default Navigator View

This identifies which tab of the Navigator should be displayed when the users log in. The value
selected here can be overridden by an individual user on the User Setup panel. If specific users do
not have access to a specific tab based on the panel security access, it will not appear for the user.
The system default value is ‘Account View'.

FAX
The type of fax interface to be used by the user group.

Limit attachment size to
You can specify a maximum size limit for attachments being added. If a user attempts to attach a file
that exceeds this limit an error message is displayed.

Default contact to recipient list

Identifies whether the Contact from an incident, incident activity, contact activity, sales opportunity, or
sales activity should be automatically added to the Recipient List on the Send E-Mail pop-up. The
system default value is ‘No’.

Show contacts for others with the same parent
If this option is selected, all contacts that have the same parent account will be displayed for
selection in the Contact field on the Incident panel.

Show parent and reseller contacts
If this option is selected, all contacts for the account's parent and/or reseller account will be
displayed for selection in the Contact field on the Incident panel.

Show personnel working at the account site

If this option is selected, any personnel on the Relationships & Notes tab of the Account Information
panel for this account that have a Relationship Type where the Internal Value is ‘CONSL' will be
displayed in the Contact field.

Show associated contacts
If this option is selected, all contacts associated with the account will be displayed in the Contact field
on the Incident panel.

Exclude accounts and account contacts in CustomerFirst

If checked, any account record that has a Sales_Status_Id of ‘Not Visible in CFS’ (NOCFS), will not
be displayed in CustomerFirst. Additionally, if this checkbox is checked, the Include Accounts
checkbox is enabled on the Find Account and Find Contact pop-up boxes. The system default is
checked.

Limit selection of participants to people within the user’s department
If checked, whenever a user tries to add a participant for an object, the Participant Name field will
only include active personnel within the current user’s department.

Display all active refreshes

If selected, when the Ship Product to Account panel is opened the Available Refreshes list box will
automatically be populated with all active refreshes defined in the database. This is the system
default.

Display the latest refresh for Product/Version/Implementation

If selected, when the Ship Product to Account panel is opened the Available Refreshes list box will
automatically be populated with the latest refresh for each product/version/implementation
combination defined in the database.
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Display no refreshes
If selected, when the Ship Product to Account panel is opened the Available Refreshes list box will
not be populated with any active refreshes defined in the database.

RTI Software (11/30/06) 7-21



System Administration Other Setup Options

Incident/Problem Tab

This tab allows you to identify specific options related to incidents and problems for the selected
User Group.

Panel Layout

= User Group Preferences: Global

General  Incident/Problem l Sales ] Activities!Time ] “whork, Days | MenusdToolbars
Incident Related Options
[ llow Mew Incident az Operator [] 5how Account 1D on Incident panel
[] Do ot require Cantact on incident

Fill Product Refresh on Incident panel with: (%) Software only ) Hardware Only () Both
Motify uzer if product has been customized for the incident Account. (3 Yes (Mo

Default Char. Type 1: | W | Default Char. Type 3: | b’ |
Default Char. Type 2: | bt | Default Char. Type 4: | b |

[] Require at least ane characterstic befare closing incident

[] Create history recard far changes ta incident Long Description
[] Mave histon o new problem when linking

D aye clozed incidents appear in Recent Incidents: I:l

Problem Related Options

[] Create history recard far changes to problem Long Description

Panel Elements

Allow New Incident as Operator

If this option is selected, a menu option of Operator Incident is displayed under the File/New menu.
When an incident is opened in this manner the incident is handled as if it was opened by a user with
an ‘Operator’ user class. The incident Owner is the value in the Default Department and the incident
Status is ‘Initial'.
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Show Account ID on Incident panel

If this option is selected, the Account ID will be displayed on the Incident panel as a hyper text link.
This hyper text link defaults to the Account Information panel for the account selected on the
Incident.

Do not require Contact on Incident
If this option is selected, users are not required to enter a Contact for an incident.

Fill Product field in Incident panel with

Indicates what will be displayed in the Full Refresh field on the Incident panel. “Software” refers to
products defined through Product Information, and “Hardware” refers to models defined through
Equipment Information. The system default is ‘Software’.

NOTE: The options of ‘Hardware Only’ and ‘Both’ will not appear if you do not have the Inventory
Management module.

Notify user if product has been customized for the Incident account

If ‘Yes' is selected, users will be notified when an incident is created for an account who has a
customized version of the product selected on the Incident panel. This is determined based on the
custom programs displayed on the Product Customizations tab of the Account Information panel.
The system default is ‘Yes’.

Default Char. Type 1-4
Allows you to define four characteristic types to be displayed on the Main tab of the Incident panel.
The values associated with the Characteristic Type will appear in a drop down field next to the type.

Require at least one characteristic before closing incident
(User_Ins_Default.Char_Required)

This allows the user to specify whether a characteristic is required in order for an incident to be

closed. If ‘Yes' is selected, at least one characteristic must be applied to the incident before the

incident can be closed. If ‘No' is selected, an incident can be closed regardless of whether a

characteristic has been applied to the incident. If you import a closed incident and have this option

set to ‘Yes' and no characteristic is found on the incident, then the import record is rejected.

Create history record for changes to incident Long Description
If this option is selected, when the incident Long Description is modified, an ‘Adjust’ history event will
be created for the incident.

Move history to new problem when linking
If this option is selected, when an incident is linked to a different problem, the history from the
original problem is moved to the new problem.

Days closed incidents appear in Recent Incidents
Indicates the number of days that a closed incident will appear on the Recent Incidents for Account
or Contact panel. Do not enter value greater than 999.

Create history record for changes to problem Long Description
If this option is selected, when the problem Long Description is modified, an ‘Adjust’ history event will
be created for the problem.
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Sales Tab

This tab allows you to identify specific options related to sales opportunities for the selected User
Group.

Panel Layout

«= User Group Preferences: Global

General] Incident/Probler  Sales Activities!Timel Whork Days | Menus/Toolbars

Sales Dpporturities

Default Dept.: | v|

Days clozed zalez opportunities appear in Becent Salez O ppartunibies: I:I

[ ] Prompt ta copy lead sources from Contact/&ccount when new S ales Opportunity is created,
[ ] &ll projection detail recards for a sales opportunity must have the same Projected Close Date.

Sales Opporturity Ticklers

Default initial Tickler 0ate: days out.
Default Tickler Date for 5 ales Activity? ves (%) No |:| days out

Panel Elements

Default Dept.
The name of the department to which Sales Opportunities will be assigned if they have not been
entered by a user with a User Class that has an Internal Value of SALES.

Days closed sales opportunities appear in Recent Sales Opportunities
Indicates the number of days that a closed sales opportunity will appear on the Recent Sales
Opportunities panel. Do not enter value greater than 999.
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Prompt to copy lead sources from Contact/Account when new Sales Opportunity is
created

If checked and a new Sales Opportunity is initially saved, the user will be prompted to add lead
sources that are currently associated with the contact or account record.

All projection detail records for a sales opportunity must have the same Projected
Close Date

If checked, the system will enforce that all projection detail records for a sales opportunity have the
same Projected Close Date. If the user changes the date on one projection record for a sales
opportunity, the date will be automatically changed for all other projection records for the sales
opportunity.

Default initial Tickler Date
Indicates the number of days to be used from the Date Opened to determine the Tickler Date for the
initial tickler. The system default value is ‘10’.

Default Tickler Date on Sales Activity?
Allows the user to select whether or not the tickler date will default when a user in the selected User
Group is adding a sales opportunity activity. The system default is ‘No’.

If “Yes' is selected, the days out field is enabled. The user must enter a valid whole number to
indicate the number of days from the current date that the sales activity tickler date will default.

If ‘No’ is selected, the Tickler Date on a sales activity will be blank.

days out

This field is only enabled if the user selects ‘Yes' to the Default Tickler Date for sales activities
field. A whole number must be entered to indicate the number of days from the current date that
the sales activity tickler date will default. The calculation of the default date will be based on the
Work Days defined for the user group.
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Activities/Time Tab

This tab contains options related specifically to activities and time entry.

Panel Layout

= User Group Preferences: Global

General] Incidenth’rubIem] Sales  Activiies/Time l ] Work Dapz | Menus/Toolbars

Activities

Uzers can overnde Activity Date/Time

Diefault Tickler Date on Contact Sctivie?  (O'Yes (8 Mo I:I days out

Time Entry O ptions Time Entry Required
[] Automatically calculate Total Time [ Time entiy iz required for incidents and related tasks
[] &llow Eilling Code without Other Time [ Time entry iz required for Problems and related tasks

[] Allow Other Time withawt Billing Code

Panel Elements

Users can override Activity Date/Time

Indicates whether users can override the Activity Date and Activity Time fields when entering an
incident, problem, or task activity. This will change the date/ time stamp on the history record to
reflect what is entered rather than the current date and time. Override should be used when activities
may be entered after they occurred, and it is important for you to know the actual date and time an
action was taken. The system default is checked.
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Default Tickler Date on Contact Activity?
Allows the user to select whether or not the Tickler Date will default when a user is adding a contact
activity. The system default is ‘No’.

If “Yes' is selected, the days out field is enabled. The user must enter a valid whole number to
indicate the number of days from the current date that the contact activity tickler date will default. The
calculation of the default will be based on Work Days.

If ‘No’ is selected, the Tickler Date on a contact activity will be blank.

days out

This field is only enabled if the user selects ‘Yes’ to the Default Tickler Date on Contact Activity
field. A whole number must be entered to indicate the number of days from the current date that
the contact activity Tickler Date will default. The calculation of the default date will be based on
the Work Days defined for the user group.

Time Entry Options
Allows you to define options related to the time entered on an incident, problem or task activity.

Automatically calculate Total Time
If this option is selected, the Total Time field on the Activity and Time Entry panels will be
calculated by the system as the sum of the other time fields.

Allow Billing Code without Other Time

If this option is selected, a Billing Code can be entered on the Activity panel without any entry in
the Other Time field. If this option is not selected, the user will be required to enter time in the
Other Time field if a Billing Code is selected.

Allow Other Time without Billing Code

If this option is selected, Other Time can be entered on the Activity panel without selecting a
Billing Code. If this option is not selected, the user will be required to select a Billing Code if
Other Time is entered.

Time entry is required for incidents and related tasks

If this is set to ‘Yes', the entry of a non-zero time value in at least one time field on the Incident
Activity, Incident Time Entry, Task Activity, and Task Time Entry (for Incident Tasks) panels is
required. If it is set to ‘No’, time is not required.

Time entry is required for problems and related tasks

If this is set to ‘Yes’, the entry of a non-zero time value in at least one time field on the Problem
Activity, Problem Time Entry, Task Activity, and Task Time Entry (for Problem Tasks) panels is
required. If it is set to ‘No’, time is not required.
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WebFirst Tab

This tab contains options related specifically to the selected WebFirst user group. This tab is
disabled if the selected user group does not have an Internal Value of WFS.

Panel Layout

“= User Group Preferences: WehbFirst

General] Incident.-"F'mI:uIem] Sales ] Activities/Time webFirst I ] Meruz/Toolbars

“w'ebFirzt Login keszzage:

Start O ate: End D ate:;

Default Display Panel: | Home A |

Home Page: | |

IRL far Online Help Topics page:|

Festrict Product Access inwebFirst to
) Shipped O Licensed O Maintenance Contract O Mo Restrictions

[ Limit Incident Contact and Activity Contact to user logged in
(] User can onhly zee incidents for which the uzer is the Contact on the incider
[ Do nat allow new activiies or attachments to be added for "closed" incident

Panel Elements

WebFirst Login Message
Allows you to define a message that should be displayed when a user logs into WebFirst.

Start Date
The message will not de displayed until this date.
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End Date
The message will not de displayed after this date.

Default Display Panel
Identifies which panel should be displayed when a user logs into WebFirst.

Home Page

Identifies the Home Page that should be displayed when a user logs into WebFirst. This field needs
to contain the name of the file to be used for the home page. The file must be located in the directory
from which the Appsrv.exe is executed.

URL for Online Help Topics page

WebFirst provides introductory standard help files. Alternatively, you can define your own help
documentation for your WebFirst accounts. Enter the URL where these help files are located in this
field. An account can access the help files from the Help menu option or the Home panel.

Restrict Products in WebFirst to:

Used to identify which products and refreshes will be displayed for selection when a new incident is
entered and when search criteria are defined. Also used to determine which problems will be
returned in the Knowledge Base Search results. The following will occur regardless of the options
defined for this field:

e If a product is marked as ‘Inactive’ in Product Information that product will never be
displayed for selection in WebFirst.

e Ifaversion is no longer supported based on a Support End Date in Product Information,
the version and associated refreshes will never be displayed for selection in WebFirst.

° If a refresh is marked as ‘Inactive’ in Product Information that refresh will never be
displayed for selection in WebFirst.

Shipped

The products displayed for selection for a new incident, and when Knowledge Base Search or
Incident Search criteria are defined, will be filtered based on the active shipped products that
are displayed on the Shipped Products & Temp Fixes tab of the Account Information panel. In
addition, only problems that have the Public field checked, and with a Base Product that is an
active shipped product for the account, will be displayed in the Knowledge Base Search results.

The Full Refresh field on the Incident Search panel will include active refreshes that are
displayed on the Shipped Products & Temp Fixes tab of the Account Information panel.

If there are no active shipped products for the account, no products and refreshes will be
displayed for selection in WebFirst. If the Full Refresh field is required on the Incident panel, the
user will not be able to add a new incident.

Licensed

The products displayed for selection for a new incident, and when Knowledge Base Search or
Incident Search criteria are defined, will be filtered based on the active license items for the
licenses that are displayed on the Licenses tab of the Account Information panel. In addition,
only problems that have the Public field checked, and with a Base Product that is an active
licensed item for the account, will be displayed in the Knowledge Base Search results. A license
item will be considered inactive if the license has expired or the license item is marked as
‘Inactive’.
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The Full Refresh field on the Incident Search panel will include active refreshes in Product
Information for the active license items for the licenses that are displayed on the Licenses tab of
the Account Information panel.

If there are no active licensed items for the account, no products and refreshes will be displayed
for selection in WebFirst. If the Full Refresh field is required on the Incident panel, the user will
not be able to add a new incident.

Maintenance Contract

The products displayed for selection for a new incident, and when Knowledge Base Search or
Incident Search criteria are defined, will be filtered based on the covered products for the active
contracts that are displayed on the Contracts tab of the Account Information panel. In addition,
only problems that have the Public field checked, and with a Base Product that is a covered
product for the account, will be displayed in the Knowledge Base Search results.

The Full Refresh field on the Incident Search panel will include active refreshes in Product
Information for the covered products for active contracts that are displayed on the Contracts tab
of the Account Information panel.

If there are no covered products for the account, no products and refreshes will be displayed for
selection in WebFirst. If the Full Refresh field is required on the Incident panel, the user will not
be able to add a new incident.

No Restrictions

All active products and refreshes defined in Product Information will be displayed for selection.
The search results will not be filtered by product unless a product related field is selected as a
search criterion by the account.

Limit Incident & Activity Contact to user logged in
If checked, the user logged in cannot select any other contact in the Contact field on a new incident
or an incident activity.

User can only see incidents for which the user is the Contact on the incident
If checked, the user logged in can only access incidents for which the user is the Contact on the
incident.

Do not allow new activities or attachments to be added for “closed” incidents
If checked, new activities and attachments cannot be added to a “closed” incident through WebFirst.
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Work Days Tab

This tab allows you to specify the work days and hours as well as the holidays for the specific user
group. These times and workdays are used in calculating escalation times. This tab is disabled if the
selected User Group is a WebFirst (WFS) user group.

Panel Layout

';[ User Group Preferences: Global

General] Incidenb"F‘rubIem] Sales ] .t'-‘-.c:tivitieszime] Whork Days ]Menuszqubars]
Support Hours: |EIB:EIEI | to | 17:00 |
Server Time is: | | hiowrs | w |

Wwiorkdays —
[ ] Add

Monday

Holidays

YWiednesday
Thurzday
Friday

[ 5aturday

[ 5unday

Panel Elements

Support Hours
Used to specify the support start and end time. Valid values are in the range of 00:00 to 23:59. The
time is defined in the local time where the user group is located.

Server Time is
Used to specify how many hours the server time is ahead or behind the local time where the user
group is located. If the local time is the same as the server time, this field should be left blank.
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Workdays
Used to specify which days of the week are work days. All work days for the user group should be
checked.

Holidays

Used to list all of the holidays observed by this user group. Use the date edit control above the list
box to specify a date then use the Add button to add it to the holiday list. If no holiday is defined for
this user group, the holidays defined for the ‘Global’ user group are assumed. Holidays are not used
when calculating Elapsed Work Hours and Elapsed Work Days.

Add button
Adds the date entered in the date edit control to the holiday list.

Delete button
Deletes the currently selected holiday from the list.
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Menus/Toolbars Tab

The base menu options and tool bar icons on the left side of a panel are standard items that are
typically always displayed regardless of what specific panel is active. If appropriate, these items can
be renamed or hidden by user group.

Panel Layout

= User Group Preferences: Global

General] Incident.-"F'ru:ubIem] Sales ] .&ctivitiess’Time] ] Work Days  Menus/Toaolbars

Application: | CustornerFirst w |

Baze Menuz & Toolbar lcons:

[ & in menu name indicates that the next character iz underlined]

=5 Baze Menus Update
£ &File
£ &view
(5 &Queries
£ &Tools
£ #window
£ &Help
=5 Base Toolbar lcons
B Mew Inc
B mew Oper In
EEd New Prab
EEd Cont At
B Open
B 5ave
EE Refresh
EE Print
EE Send
B Dial
EEd 505 Call Status [Go Online)
B 505 Call Status [Go Online)

Show/Hide

Text Changed To: |

Panel Elements

Application
The name of the application for which you want to customize the menu options and tool bar icons.
Valid values are CustomerFirst, SalesFirst, System Administration, and WebFirst.

Base Menus & Icons Tree
The center of the panel displays a tree structure of the base menus and tool bar icons for the
selected Application.
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Related Information
Based on which item is selected, related information is displayed.

Text Change To
This field displays the new name of the item that is selected in the tree structure.

Tree Button Controls

Update
Displays the Change Menu Bar/Toolbar Icon Properties pop-up box to allow the user to
either change the name or hide the selected base menu option or base tool bar icon.

Show/Hide
Toggles the selected base menu or base tool bar icon between shown and hidden. If an
item is hidden, (Hidden) appears next to the item.
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Change Menu/Toolbar Icon Properties Pop-up Box

This pop-up box allows the user to change the name of a specific base menu option or base tool bar
icon, or hide the item.

Pop-Up Box Layout

Change MenufToolbar Icon Properties E|

Changes will be saved ta the databaze immediately.
% indicates that the next character iz underlined.

Default Text: |New Oper. Inc. |

Change To: | |

[ Hide the Item

[ Ok l [ Cancel

Pop-Up Box Elements

Default Text
The original name of the base menu option or base tool bar icon.

Change To
The new name of the base menu option or base tool bar icon.

Hide the Item

If this checkbox is checked, indicates that the base menu option or base tool bar icon should be
hidden for users in the selected User Group.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.

Cancel
Closes the pop-up box without saving any changes.
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Configuring the Time Tracking Facilities

The system provides time recording facilities and can be configured to provide the flexibility needed
for a wide variety of time tracking scenarios. You can track various types of time and you can
integrate the time tracking with the contract facility.

Time can be entered for an incident, problem, and task. In addition, time can be entered for events
such as training, vacation, or illness. These events are referred to as "Non-Chargeable Time”. The
person who expended the time is identified for each time entry.

The time tracking facilities provide the following capabilities:
e Record time

— Record total time expended

— Record the time associated with contracts

— Record time to be billed to the account by invoice

— Record absorbed time

— Record other user defined time and non-chargeable time

e  Ability to view the time expended for each incident, problem, and task.

e  Ability to view the time expended for each person and department for any seven day period
using the online time summaries.

e Database views which contain the information necessary to produce invoices, where
applicable, from the time recorded.

Time Entry Format

Time may be entered as hours and minutes HHH:MM, or as fractional hours HHH.HH. Once entered
it is immediately converted to its fractional equivalent. For example, if "1:30" is entered it is converted
to "1.5". All time is displayed in fractional hours.

Timer Control

A timer control is available on the Incident, Problem, and Task Entry panels. It provides a way for the
user to more easily track the amount of time they are spending on a particular issue.

Example of Tracking Employee Time

In this scenario, you are tracking the time expended by the employees for support and/or
development activities. The Department and Individual Time Summary panels show the time
expended by week and person. The source of these summaries is the Total Time fields on the
activity. Although other time fields are available, Total Time is in many cases is the only field of
interest.

To help automate the entry of this information, the timer control automatically counts time while new
incidents are being logged. When the incident is first saved, the elapsed time is placed automatically
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in the initial Incident History record. If the user continues to work on the incident the timer resumes
counting, and places this in the Total Time field on the Incident Activity panel. If the user never goes
to the activity panel they are eventually asked if they want to do so to log the remaining time.

When working on problems and tasks, the user should log time in the Total Time field on the Activity
panels or start the timer up and let it count the time automatically. Again, if they do not go to the
Activity panel the system will eventually ask them if they want to do so.

Anything placed in the Total Time field, whether by the system or manually by the user, flows
through to the Department and Individual Time Summary panels.

Example of Tracking Billable Time and Employee Time

In this scenario, some or all of the Employee time is charged to accounts in addition to being
reported on the Department and Individual Time Summary panels.

The Maintenance contract facility is a comprehensive way to identify by Incident Type (Product
Defect, Question, Custom Mod, etc.) and Payment Type (Invoice, Credit Card) whether and how
accounts will be charged for support services. Before we delve into this, we will discuss the general
setup and some of the simpler ways to bill accounts.

Total Time will still be used to track employee time. However, this must be broken down into one or
more additional categories so that it can be billed to an account. The first step is usually to make
sure that the categorized time equals the Total Time that was entered. To select this option, check
the Automatically Calculate Total Time option on the User Group Preferences panel.

If you only occasionally bill hourly time to your accounts, the Incident Activity screen provides a
simple way to do this. If you enter time in the Other Time field and select the Billing Code of ‘Invoice’,
the system will create special records in the database when the incident is closed. Third-party report
writers can use the Need_Invoices view to show the time for a certain time period that is marked as
Invoice time. See the View Definition section of the Data Definition manual for more information
about the Need_Invoices view.

Example of Contracts and Billing

If the time expended by your personnel on incidents is typically billed to accounts, the maintenance
contract facility allows you to automate this process. Instead of entering time in the Other Time field,
you would create maintenance contracts for your accounts and enter all time in Chargeable Time.
Depending on the options on the maintenance contract and its Maintenance Type, the system will
create invoice records for the time entered.

In this scenario, to reduce the amount of data entry you may want to customize the timer control to
place its time in Chargeable Time. This way, both Chargeable Time and Total Time are calculated
automatically and in most situations the user may not have to explicitly enter time at all — the system
will take care of this.

To implement this approach, start by creating one or more maintenance contract types. Contract
types are used to define the attributes for a specific type of contract. Each type includes a
maintenance class and other attributes that control the contract behavior. The contract types can
apply to services provided, or product upgrades, or both. It identifies how time related to incidents or
incidents are charged (i.e., Prepaid Incidents, Pay by Hours, etc). To bill an account, the
Maintenance Class for the specific maintenance type is ‘Pay by Hours' and the Payment Type is
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‘Invoice'. You have the ability to exclude certain incident types from being billed (for example,
‘Product Defect').

Once this is done, a maintenance contract should be defined for each account who has
maintenance. On a Maintenance contract you can enter the starting date and ending date and the
covered products. When an incident is logged for a covered account and product, the system knows
the time charges should be invoiced to the account and will create the invoice when the incident is
closed records for any Chargeable Time that has been entered.

Just as before, the Need_Invoices view will show you the invoice charges for a time period. Also, the
online system has an ad-hoc Maintenance Charges Search in addition to querying all the charges for
a particular contract or for a particular contract renewal.

Time Tracking Setup
e Review the available time fields and determine which fields you are going to use.

e Identify if time entry should be required for incident or problems in Set-Up Defaults on the
Incident Defaults and Problem Defaults tabs.

e  Select the appropriate time entry options on the User Group Preferences panel.

e  Select the appropriate options through screen customization for the Timer Control. Refer to the
Timer Control Options topic in the Screen & List Box Customization section of the System
Administration manual. The Timer Control for the incident, problem, and task panels must be
customized separately.

e If appropriate, customize the time entry screens.

— Incident Activity

— Incident Time Entry (Update through History)
—  Problem Activity

—  Problem Time Entry (Update through History)
—  Task Activity

— Task Time Entry (Update through History)

— Non-Chargeable Time Entry

No Time Tracking

If you do not plan on using the system to track any time, you can customize the screens to remove
any references to time entry.
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Timer Control Customization

Timer controls are used to keep track of the amount of time a user has spent on a specific panel.
Timer controls are composed of an edit control and two buttons; the edit control displays the amount
of time elapsed, the buttons allow the timer control to be activated/deactivated, and allow the user to
activate/deactivate a timer control on another panel. All customization for a timer control on a
particular panel is specific to the timer control residing on that panel.

Access
From the panel for which you want to customize the Timer Control, right click within the panel. Select

Change screen size/tabs from the pop-up menu. Select the User Group. Double click on the Timer
Control.

Pop-Up Box Layout

Timer Properties PE

Data

Activity Time Field | Total Time: v

Frompt for activity after Minutes

Froperties
Wisible
[] Dizabled
Tabstop

Start Lazt Automatically

Starting Attributes
0 Shart Always
(%) Start When New
() Dan't Start Automatically

[ Default ] [ Ok, ] [ Cancel

Pop-Up Box Elements

Refer to the Timer Control Customization topic in the Screen & List Box Customization section of this
manual.
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Administrative Account/Contact Maintenance

Several maintenance functions for accounts and contacts are intended to be controlled an
administrative level. They include the following:

Change an Account Id

Merge an account with another account
Reassign a contact to a different account
Merge a contact with another contact

These functions should not be performed during normal working hours due to the number of records
that are updated.

Note that CustomerFirst creates account and contact records for each department and person.
Accounts and contacts that have been created from adding a department or personnel cannot be
maintained by this utility.

Change Account ID

When you change the Account ID for an account, all occurrences in the database of the source
Account ID will be changed to the target Account ID.

Merge Accounts

The following changes are made when you merge two accounts:

The source account's name and all alias names for the account will be added to the target
account's alias name list unless an identical alias name already exists for the target
account. In the latter case the alias record for the source account is discarded. The
Active_Flag of the alias record will be the same as the one for the target account.

The source Customer and Customer_CSM records will be deleted from the Customer and
Customer_CSM tables.

Any account that has a Parent Account and/or Reseller Account that is the source account,
will have their Parent Account and/or Reseller Account, changed to the target account.

Any contact that is associated with the source account will have their association changed
to the target account.

All the contacts of the source account will be reassigned/merged to the target account. If a
contact First and Last Name combination at the source account exists at the target
account, the contact information is merged. (See the information below for information
regarding merging contacts). If a contact First and Last Name combination at the source
account does exist at the target account, the source account contact is reassigned to the
target account. (See the information below for information regarding reassigning contacts).

All contact history records (Contact_History) that contain the source Customer_Id will be
changed to the target Customer_lId.
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All License_Item records having the Source Customer_Id will be changed to have the
Target Customer_|Id.

All the products (Cust_Has_Product) of the source account will be transferred to the target
account. If a Refresh_ld and Serial_ Number combination already exists for the target
account, the source record will be discarded.

All the CPUs (Customer_CPU) along with their characteristics (CPU_Char) of the source
account will be transferred to the target account. If an identical CPU Number already exists
for the target account, the source record will be discarded along with its characteristics.

The Customer_lId field in the source account's equipment records and equipment history
records will be changed to the Customer_Id of the target account.

All the customized programs (Cust_Program) for the source account will be transferred to
the target account. If a program already exists for the target account, the source record will
be discarded.

All the account/personnel relationship records (Pers_Relation) of the source account will
be transferred to the target account. If a Product_ld, Person_Id, and Rel_Type_Id
combination exists for the target account, or if a primary relationship exists for a product
and the target account, the source record will be discarded.

All the account notes (RTI_Note) of the source account will be transferred to the target
account.

The Customer_lId field on the source account's incidents will be changed to the
Customer_Id of the target account.

The Customer_lId field on the source account's sales opportunities will be changed to the
Customer_Id of the target account.

The Customer_lId field on the source account's incidents will be changed to the
Customer_Id of the target account.

All escalation rules (Escalation_Rule) that refer to the source Customer_Id will be
transferred to the target Customer_|Id.

All WebFirst login history records (WFS_Login_History) of the source Account will be
transferred to the target account.

When performing a merge, the target account data takes precedents over the source
account information. Therefore if the target information is filled in and the source
information is filled in, the target information will be used and the source information
discarded. However, if the target account information is blank and the source account
information is populated, the source account information will not be discarded but rather
placed into the target account information. This applies only to data on the following tabs of
the Account Information panel: Main, Details, and Misc.
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Reassign A Contact

The following changes are made when you reassign a source contact and there is not already a
contact with the same First and Last name for the target account:

e The Customer_ld of the selected source contact (Cust_Personnel) will be changed to the
Customer Id of the target account.

e All the incident and incident history records that have a Contact_|d that is the same as the
Contact Id of the selected contact, the Customer_Id will be changed from the source
Customer_|d to the target Customer_Id.

e All the equipment and equipment history records that have a Contact_Id that is the same
as the Contact Id of the source contact, the Customer_Id will be changed from the source
Customer_|d to the target Customer_Id.

e All the sales opportunity and sales opportunity history records that have a Contact_Id that
is the same as the Contact Id of the selected contact, the Customer_Id will be changed
from the source Customer_|Id to the target Customer_Id.

e  For processing related to reassigning a source contact and there is a contact with the
same First and Last name for the target account, refer to the Merge Contact topic below.

Merge Contacts

e If the source contact's Customer_Id (Cust_Personnel) is not the same as the target
Customer_ld, it will be changed to the target Customer_Id.

e All associated account records (Associated _Cust) for the source Contact_Id will be
changed to the target Contact_|Id.

e All contact history records (Contact_History) that have the source Contact_Id will be
changed to the target Contact_|Id.

e All contact note records (RTI_Note) that have the source Contact_Id will be changed to the
target Contact_|Id.

e All product interest records (Product_Interest) that have the source Contact_Id will be
changed to the target Contact_ld unless a record with the same Product_Int_Id and
Contact_Type Id already exists for the target Contact_lId. In this case, the record for the
source contact will be discarded.

e Alllead source records (Contact_Source) that have the source Contact_Id will be changed
to the target Contact_Id.

e  For all the equipment and equipment history records that have the source Contact_Id, the
Contact_Id will be changed to the target Contact_|Id.

e All the incidents (Incident) for the source Contact_Id will be changed to the target
Contact_Id.
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e All the incident history records (Inc_History) that have a Phone_Contact_|Id that is the
same as the source Contact_Id, the Phone_Contact_Id will be changed to the target
Contact_Id.

e All sales opportunities (Sales_Opportunity) for the source Contact_Id will be changed to
the target Contact_Id.

e  All sales opportunity history records (Sales_History) that have a Phone_Contact_|d that is
the same as the source Contact_Id, the Phone_Contact_Id will be changed to the target
Contact_|Id.

e All collateral records (Lit_Fulfillment) that have the source Contact_ld will be changed to
the target Contact_Id.

e All phase member records (Phase_Member) that have the source Contact_Id will be
changed to the target Contact_|Id.

e  All group member records (Group_Member) that have the source Contact_Id will be
changed to the target Contact_|Id.

e All maintenance contract records (Maint_Contract and Contract_Contact) that have the
source Contact_Id will be changed to the target Contact_|Id.

e Alllicense records (License) that have the source Contact_Id will be changed to the target
Contact_|Id.

e  All escalation rule records (Escalation_Rule) that have the source Contact_Id will be
changed to the target Contact_|Id.

e  When performing a merge, the target contact data takes precedents over the source
contact information. Therefore if the target information is filled in and the source
information is filled in, the target information will be used and the source information
discarded. However, if the target contact information is blank and the source contact
information is populated, the source contact information will not be discarded but rather
placed into the target contact information. This applies only to non-address related data on
the following tabs of the Contact panel: Main, Details, and Misc.

Log File

After the processing is finished, pertinent information about what has been processed will be written
to a log file MaintCst.Log in the working directory.

6-4 RTI Software (11/30/06)



System Administration Accounts & Contacts

Maintain Account Panel
From this panel you can do the following:

Change an Account Id

Merge an account with another account
Reassign a contact to a different account
Merge a contact with another contact

These functions should not be performed during normal working hours.

Note that CustomerFirst creates account and contact records for each department and person.
Accounts and contacts that have been created from adding a department or personnel cannot be
maintained by this utility..

Access
This panel is accessed from System Administration by selecting Administration/ and Account Related

and Maintain Account.

Menu Bar Choices

Maintain Account

Open Source Account
Open Source Contact
Open Target Account

Open Source Account
Displays the Account Information panel for the source Account specified.

Open Source Contact
Displays the Account Contact panel for the specified source contact.

Open Target Account
Displays the Account Information panel for the specified target account.
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Panel Layout

#! Maintain Account |Z”E|E|

Maintain Account

Source Account/Contact Target Account/Contact
Account: | Y Aocount: | i
Account D Account |D:

Contact: | E Contact: |E

Current Task:
Frocessing:

Merge Account Change Account [D

terge Contact Reaszzign Contact

Panel Elements

Account (Source) (Customer.Name)

When merging accounts, this is the name of the account that will be merged into the target account.
This account will be removed from database after the merge. When reassigning or merging a
contact, this is the name of the current account to which the contact belongs. It is not necessary to
enter both the source account name and the source account Id.

Account ID (Source) (Customer.Customer_Id)

When merging accounts this is the Id of the account that will be merged into the target account. This
account will be removed from database after the merge. When reassigning or merging a contact, this
is the Id of the current account to which the contact belongs. It is not necessary to enter both the
source account name and the source account Id.

Contact (Source) (Cust_Personnel.Contact_Id)
The name of the contact that you want to merge or reassign. This field is used only when reassigning
and merging contacts.

Account (Target) (Customer.Name)

When merging accounts this is the name of the account into which the source account will be
merged. When reassigning a contact, this is the name of the account to which the contact will be
reassigned.

Account ID (Target) (Customer.Customer_Id)

When merging accounts this is the Id of the account which will remain after the merge operation.
When reassigning a contact, this is the Id of the account to which the contact will be reassigned.
When changing an account Id, it is the new Account Id.

Contact (Target) (Cust_Personnel.Contact_Id)
The name of the contact into which you want to merge the source contact. This field is used only
when merging contacts.
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Current Task
After processing has begun, this field shows the task that is being performed.

Processing
After processing has begun, this field shows the table that is currently being processed.

Button Controls

Merge Account
Merges the source account with the target account and removes the source account from the
database after the merge.

Change Account ID
Changes all instances of the Account ID in the database to the new Account ID. For example,
all incidents, sales opportunities, licenses, and maintenance contracts will be modified.

Merge Contact
Merges the Source contact into the Target contact.

Reassign Contact
Reassigns the selected contact of the source account to the target account.
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Overview

There are many dropdown fields (those fields with a down arrow) used on panels and pop-up boxes
throughout the system. The values that can be selected for these fields are defined in a number of
different places depending on the specific field.

e Departments are defined from the Department List panel. Refer to the Departments &
Personnel section in this manual.

e  Countries are defined from the Country List panel which will be covered in this section.

e  Account types are defined from the Account Types panel which will be covered in this
section.

e  Maintenance types are defined from the Maintenance Contract Types panel which will be
covered in this section.

e  Products and the related version, implementations and releases are defined from the
Product List panel. Refer to the Products & Equipment section of the CustomerFirst
Reference manual.

e  Programs are defined from the Product Information panel. Refer to the Products and
Equipment section of the CustomerFirst Reference manual.

e  Characteristic types and values are defined from the Characteristic Type Set-up panel.
Refer to the Incident Characteristics section in this manual.

e Lead sources are defined from the Sales Lead Source Information panel which will be
covered in this section.

— The values for most other dropdown fields are defined from the Maintain Codes/Code
Types panel which will be covered in this section.
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Code Types and Code Values

Code types and values are used to enforce integrity and consistency across various fields in the
system. A database field that is associated with a specific code type can only store values that come
from the list of code values defined for that type. For example, the Incident_Status_Id field in the
Incident table is associated with the Incident_Status_|d code type. The only valid entries for this field
are those code values that belong to this code type. The code types and values are stored in the
Codes table.

You can also define user level security and transition rules that can be used to further control how
field values are entered into the system.

Refer to Appendix B in this manual for a description of each of the codes and information regarding
modifications. The system comes installed with a set of valid code types, and code values for many
of the code types.

Codes That Impact System Processing

Some code values are used by the system for specific processing. In most cases this is based on the
Internal Value defined for a Code Value. However in some cases the system uses a specific Code Id
which identifies a particular value. It is important that you are aware of which code types, code
values, and internal values are related to specific system processing.

You should review the following list of code values before you add a new code value, or modify an
existing value to make sure that you aware of any processing implications.

Field Name Code Id/Internal Value Impact
Billing_Code_Id ABS Apply the Other Time as if it were

Absorbed Time. This only applies to
incident activities and task activities for
tasks that are associated with an incident.

CONTR Apply the Other Time as if it were
Chargeable Time. This only applies to
incident activities and task activities for
tasks that are associated with an incident.

INV Invoice the account for the time in
Other Time field.
OTHR Apply the Other Time as if it were

Absorbed Time.

Camp_Status_Id CLOS or UCLOS Cannot add a new campaign phase or
(Only with SalesFirst) reopen an existing phase for this
campaign.
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Camp_Type_Id MKTG
(Only with SalesFirst)

Close_Reason_lId IONLY
Cust_Prod_Stat_Id INACT
Department_Type_Id CSs
SALES
Equip_Status_Id INTRN

(Only with Inventory Mgmt)

INUSE

INV

If the Exclude from Mktg Campaigns
checkbox on the Contact panel is
checked, the contact will be excluded
from the campaign.

Used to exclude internally reported
problems from the Problems Permanently
Resolved By New Release (R0007)
report.

A product refresh with this Status will

not appear in the Full Refresh drop down
field on the Incident panel. It will also not
appear on the Shipped Products and
Temp Fixes tab of the Account panel
unless the Include Inactive Shipped
Products is checked.

All departments that have a department

type with this Internal Value are included
in the Support Center drop down field on
the Account Information panel.

All departments that have a Department
Type with this Internal Value are
displayed in the Sales Region and
Support Center drop down fields on
Account Information panel.

By default, users in a department with this
department type will appear in the
Salesperson drop down field on the
Account Information panel.

Indicates the equipment is in transit.
User is prompted to enter additional
information. An RMA number can be
entered if coming to company.

Indicates the equipment is installed at the
account site. User is prompted to enter
additional information. If you came from
the Account Information panel or the
Account Contact panel, the Account/Dept
and Contact/User fields default to that
account and contact.

Indicates the equipment is in inventory
and can be used to replace similar
equipment. User is prompted to enter
additional information.
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Inc_Activity_Id

OBS

PURCH

RETRN

RPAIR

781

818

1480

CALL

Indicates the equipment is obsolete. User
is prompted to enter additional
information.

Indicates that a purchase request is being
submitted. User prompted to enter
additional information.

The Date Purchased field defaults to the
current date.

Indicates the equipment is being returned
from repair. User is prompted to enter
additional information. An RMA number is
provided.

Indicates equipment is being repaired.
User is prompted to enter additional
information. An RMA number is provided.

When the Send button is used from

the Resolution tab of the Incident panel,
or the Send to Contact(s) button from the
Main tab of the Temporary Fix panel or
the Incidents tab of the Problem panel, an
incident activity is automatically created.
This activity type (E-Mail Out) will be used
based on this Code ID.

When the Send to Participant(s) button is
used from the Participants and Task List
tab of the Incident panel, an incident
activity is automatically created. This
activity type (E-Mail Internal) will be used
based on this Code ID.

When an attachment is added directly
from the Attachments box on the Incident
panel, an activity is created automatically.
This activity type (Attachment) will be
used based on this Code ID.

On the Incident Activity pop-up box,
the Activity Contact field defaults to the
Contact of the incident.

If the incident Status is ‘Initial’ (INIT), the
Status will be automatically changed to
‘Active’ (ACTV).

Used to calculate the Callback Hours field
and the initial response for the Incident
Response Summary Report (R0010) for
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Incident_Status_Id

MESSG

RCDOC

QUEUE

INIT

ACTV

ARES

AVER

ATASK

incidents opened by a user with a User
Class of ‘Operator' (OPER), or entered
through WebFirst or the Incoming Malil
Server.

Turns on the Notify Owner flag for the
incident to notify the incident owner that
something has happened related to the
incident and they should review the
history.

If the incident and/or problem has a
Status with an Internal Type of ADOC, the
Status of the incident and/or problem is
automatically changed to ‘Active’ (ACTV).

If the incident Status is a waiting

status with an Internal Type of ARES,
AVER, ADOC, ATASK, or UWAIT, the
incident will be temporarily removed from
the owner’s work items again for the
designated number of Wait Days.

Initial Status of a new incident opened
by a user with a User Class of ‘Operator'
(OPER), or created from the Incoming
Mail Server or WebFirst. Initial response
time is only calculated for incidents that
are opened with this status.

Initial Status of a new incident opened

by a user with any User Class except for
‘Operator' (OPER). Initial response time is
considered immediate.

Incident Status is automatically changed
to this if the problem is reassigned from
the incident. In conjunction with Wait
Days defined on the Set-up Defaults
panel it may remove the incident from the
Owner's work items.

When an incident is set to ‘Wating
Verification’ (AVER) Status and the
incident has a temporary fix, then the Fix
Ship Date is filled in automatically with the
current date. In conjunction with Wait
Days defined on the Set-up Defaults
panel it may remove the incident from the
Owner's work items.

Indicates that there are tasks
associated with this incident and that you
are waiting for them to be completed.
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AFIX

CLOS or UCLOS

TFIX

When the tasks are closed, the Status of
the incident will automatically be changed
to ‘Active’ (ACTV). In conjunction with
Wait Days defined on the Set-up Defaults
panel it may remove the incident from the
Owner's work items.

Indicates that a temporary fix is

required and should be developed by the
problem Assignee. This incident Status is
automatically set if the Temporary Fix
Reqd flag is set on the problem and the
problem Status is changed to ‘Resolved’
(RESV). In conjunction with Wait Days
defined in Set-up Defaults it may remove
the incident from the Owner's work items.

Cannot modify the Full Refresh if there is
a contract associated with the incident.

Indicates that a temporary fix is

required and should be developed by the
incident owner. This incident Status is
automatically set if the Temporary Fix
Reqd flag is set on the problem and the
problem Status is closed.

Restrictions: Only statuses with internal types of UOPEN, UWAIT and UCLOS can
be added for Incident_Status_|Id.

Maint_Class_Id

MC_Renew_Stat_Id

Outcome_Id

NLEXP

PPTIM

PPINC

PBTIM

PBINC

PEND

INV

NEG

No limit for maintenance contract.
Prepaid time maintenance contract.

Prepaid incident maintenance
contract.

Pay by time maintenance contract.
Pay by incident maintenance contract.
A maintenance renewal with this status
will not be considered a valid renewal.
A maintenance renewal with this status

will not be considered a valid renewal.

Indicates a negative response from a
member of a campaign phase if the
activity is entered from the campaign
phase.
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Perm_Fix_Status_|Id

Phase_Status_Id
(Only with SalesFirst)

Phase Type_Id
(Only with SalesFirst)

POS

UNDEL

INCPA

INCPB

INCRP

NOTRQ

NOTFX

CLOS or UCLOS

INIT

EMAIL

PMAIL

PHONE

Indicates a positive response from a
member of a campaign phase if the
activity is entered from the campaign
phase.

Indicates the message or materials could
not be delivered to a member of a
campaign phase if the activity is entered
from the campaign phase.

Fix for this product/version/impl will
be included in the next ‘alpha’ build.

Fix for this product/version/impl will be
included in the next ‘beta’ build. If there is
a new ‘alpha’ build prior to the next ‘beta’
build, fix will initially be included in that
build.

Fix for this product/version/impl will be
included in the next ‘general’ build. If there
is a new ‘beta’ or ‘alpha’ build prior to the
next ‘general’ build, the fix will be initially
be included in that build.

Fix for this product/version/impl will not be
included in any release build.

Fix for this product/version/impl will not be
included in any release build.

All phase members will be locked.

The Add and Delete buttons in the
Associated Groups group box will be
disabled. New tasks cannot be added to a
closed phase.

Can only delete a phase ifitis in a
planned Status.

If the Exclude from E-Mailings
checkbox is checked on the Contact
panel the contact will be excluded from
this type of campaign phase.

If the Exclude from Postal Mailings
checkbox is checked on the Contact panel
the contact will be excluded from this type
of campaign phase.

If the Exclude from Phone checkbox is
checked on the Contact panel the contact
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FAX

Prb_Activity_Id 802

797

QUEUE

Priority_Id MED

Problem_Status_Id ACTV

ADOC

ATASK

will be excluded from this type of
campaign phase.

If the Exclude from Fax checkbox is
checked on the Contact panel the contact
will be excluded from this type of
campaign phase.

When the Send to Assignee(s) button is
used from the Associated Problems tab,
or the Send to Participant(s) button is
used on the Participants and Task List
tab, or the Send to Owner(s) button is
used from the Incidents tab of the
Problem panel, a problem activity is
automatically created. This activity type
(E-Mail Internal) will be used based on
this Code ID.

When an attachment is added directly
from the Attachments box on the Problem
panel, an activity is created automatically.
This activity type (Attachment) will be
used based on the Code ID.

If the problem Status has an internal
value of ADOC, ATASK, WAIT, or
UWAIT, the problem will be temporarily
removed from the assignee s work items
again for the designated number of Wait
Days.

If an incident is created through the
Incoming Mail Server without a Priority,
this priority value is used.

Initial default Status for a newly created
problem.

Indicates that additional documentation is
required. Automatically generates a ‘Get
Documentation’ (GDOC) incident activity
on the related incidents with the
Comments to indicate to the incident
owner(s) what information is required.
This will automatically turn on the Notify
Owner flag for all incidents linked to the
problem.

Indicates that there are tasks associated
with this problem and that the problem
assignee is waiting for them to be
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RESV

CLOS

Restrictions:

completed. When the tasks are closed,
the Status of the problem wiill
automatically be changed to ‘Active'
(ACTV).

Indicates that the problem is understood
but work is still required from the problem
Assignee. If used when the Temp Fix
Reqd flag has been turned on, this
indicates that the problem Assignee will
develop a temporary fix for the problem
and the status of all linked incidents will
be changed to ‘ATempFix' (AFIX) If the
Temp Fix Reqd flag is not set, the Status
of the incidents will be changed to
‘Respond’ (RESP).

If the Temp Fix Reqd flag is not set, the
Status of the associated incidents is
changed to ‘Respond' (RESP). If the
Temp Fix Reqd flag is turned on, the
Status of the associated incidents will be
changed to ‘TFixReqd' (TFIX), indicating
that the incident owner(s) are responsible
for developing a temporary fix. The
associated incident owners are sent an e-
mail.

Only statuses with internal types of UOPEN, UWAIT and UCLOS

can be added for Problem_Status_Id.

Problem_Type_Id QUEST

DCERR

SFTWR

Restrictions:

Used to represent requests or issues
when the problem will not be reassigned.
When an incident with this problem type is
closed, and the Owner and Assignee are
the same, the problem will be closed
automatically with the same Close
Reason and Close Description as the
incident.

Used to represent documentation Issues.
If this type is selected and no
documentation references were entered,
a warning message is displayed indicating
that documentation references have yet to
be added.

Used to represent product related defects.
For this problem type, the Severity field is
required on the Incident panel.

Problem types that are NOT one of the following internal types will

be categorized as "other" for reporting purposes: SFTWR,
QUEST, ENHRQ, or DCERR.
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Ref Category_Id

Relation_Type_Id

Response_Id
(Only with SalesFirst)

CONSL

SALEC

SALEP

SALER

NEG

Indicates that this refresh is an ‘alpha’
build. Used in conjunction with the
Perm_Fix_Status_Id to identify which
fixes are included in this build.

Indicates that this refresh is a ‘beta’ build.
Used in conjunction with the
Perm_Fix_Status_|d to identify which
fixes are included in this build.

Indicates that this refresh is a ‘general’
build. Used in conjunction with the
Perm_Fix_Status_|Id to identify which
fixes are included in this build.

If a person from your company is

added to the Relationships & Notes tab of
the Account Information panel with a
Relation_Type_Id that has an Internal
Value of ‘Consultant’ (CONSL) then this
person can be selected as a Contact on
an incident for the account. In order for
this function to be available, select the
Show personnel working at account site
option on on the User Group Preferences
panel.

Indicates that this relation type was
created from the Support Center field on
the Account Information panel. This
relationship cannot be updated from the
Relationships tab.

Indicates that this relation type was
created from the Salesperson field on the
Account Information panel. This relation
will be included on the My Accounts tab in
the Work center panel if Relationship with
Account is selected. This relationship
cannot be updated from the Relationships
tab.

Indicates that this relation type was
created from the Sales Region field on the
Account Information panel. This
relationship cannot be updated from the
Relationships tab.

Used to identify a negative response
from the member of a campaign phase.
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Sales_Stage_Id
(Only with SalesFirst)

Sales_Status

Sls_Activity_Id

Task_Activity_Id

Task_Status_Id

POS

CANCL

LOST

WON

NOCFS

799

CALL

_MAIL

826

798

INIT

Used to identify a positive response from
the member of a campaign phase.

Indicates the projection detail record
and/or sales opportunity is closed and
was not pursued. These projections will
not be included in the sales forecasts.

Indicates the projection detail record
and/or sales opportunity is closed and
was not successful.

Indicates the projection detail record
and/or sales opportunity is closed and
was successful.

Indicates that the account is not
visible in CustomerFirst if an option is set
up in User Group Preferences.

When an attachment is added directly
from the Attachments box on the Sales
Opportunity panel, an activity is created
automatically. This activity type
(Attachment) will be used based on this
Code ID.

Indicates that this activity should be
included in the Sales People Calls query.

Indicates that the activity was an incoming
e-mail. It is used by the system for an
activity that is entered through the
Incoming Mail Server.

When the Send to Participant(s) button is
used from the Participants and Task List
tab of the Task panel, a task activity is
automatically created. This activity type
(E-Mail Internal) will be used based on
this Code ID.

When an attachment is added directly
from the Attachments box on the Task
panel, an activity is created automatically.
This activity type (Attachment) will be
used based on this Code ID.

A task can only be deleted if it is in this
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Status. No activities with time can be
entered for a task in this status.

Restrictions: Only statuses with internal types of UNIT, UOPEN, UWAIT and UCLOS

can be added for Task_Status_Id.

User_Cls_Name_Id

User_Group_Id

SUPRT

OPER

GUG

WFS

Used to indicate that users with this

user class will typically be logging
incidents reported by accounts. If an
incident is opened by a user with any
User Class other than SUPRT and OPER,
the account will default to their
department and the contact field will
default to their name.

Used to classify non-support personnel
who will be logging incidents from
accounts. These incidents are issues that
should be responded to by a support
person. Incidents opened by a person
with this user class will have a default
status of ‘Initial’ (INIT) and the Owner of
the incident will default to the default
department.

Indicates that this is the ‘Global' user
group. This should be the group with the
most access.

The user group used to customize
WebFirst.
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Maintain Codes/Code Types Panel

This panel is used to update existing code types and to add or update code values that are used to
populate many of the drop down lists.

You can also define user level security and transition rules that can be used to further control how
field values are entered into the system.

Access

To access this panel select Administration and Maintain Codes/Code Types from the menu bar.

Panel Layout (Code Type View)

This is the layout when a Code Type is selected in the list on the left side of the panel.

L3 Maintain Codes/Code Types Z E|E|

Maintain Codes/Code Types

Acquisition_B asiz = |hactive Lok alue Short W alue #
Act_Statuz_|d Cannot Fepro..  Can'tFep.. —
Address Mizcl_Id Custarer Clozed  Cust Closed a
Address Mize2 |d < no R
Biling_Cade_Id — -
Camp_Categony_|d
Camp_Consal_ld Code Type: ||:|DSE_H eazan_|d |
Camp_Phse_Misc1_Id
Camp_Phze_Misc2_|d
Camp_Status_Id Description: 2
Camp_Type_Id
Campaign_Miscl_Id
Campaign_MiscZ_Id
Cloze_Reason_|d
Competn_Mizc1_Id
Competn_Mizc2_ld
Competn_Mizc3_Id
Competn_Mizcd_Id
Competn_Mizch_Id
Compett_MiscE_Id
Compett_Mizc?_Id
Competn_kiscB_Id
Contact_ Type_|d

Contéacty_Mizc1_Id [
Contacty_MiscZ_Id
CPU_Field_Id

M ame: |I:Inse_F| eazon_|d |

Edt | [ NewValue |

Transitions

E-E-B-E-E- - E-B-B-E-E-B-E-E-B-B-E-E-E-E-E-B-E-E-B-E

|52

Panel Elements

Code Type/Value Tree

This tree displays a hierarchical list of the code types and values defined in the system that can be
accessed by a user. System defined code types that are not accessible by a user are not displayed
on this panel.
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Code Value list box
This field contains a listing of all the code values associated with the selected Code Type. This list
box and the code type/value tree are synchronized.

Individual Fields
Refer to the Edit Code Type pop-up for specific field descriptions.

Button Controls

Edit
Displays the Edit Code Type pop-up box that is used to edit the selected Code Type.

New Value
Displays the Edit Code Value pop-up box that is used to enter a new code value for the selected
Code Type.

Transitions
Displays the Code Value Transitions pop-up box that is used to define transition rules for code
values with the selected Code Type.
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Panel Layout (Code Value View)

This is the layout when a Code Value is selected in the list on the left side of the panel.

Bi=]E

€3 Maintain Codes/Code Types

Maintain Codes/Code Types

[0 ] ] ] ] B B B B B )

(R R R R

Acquizition_B asis
Act_Status_Id
Address_Mizc1_Id
Address_MizcZ_|d
Biling_Code_|d
Camp_Category_Id
Camp_Conzol_Id
Camp_Phse_Mizcl_Id
Camp_Phse_Misc2_Id
Camp_Status_|d
Camp_Type_|d
Campaign_Mizc1_ld
Campaign_Mizc2 |1d
Cloze_Reason_|d
Cannot Reproduce
Cuztomer Request
Internal Orly
Other Wendar Ermar
Reszalution Supplied
Rezolve by charactenstic
Competn_Misc1_Id
Competn_Misc2_1d
Competn_Misc3_I1d
Competn_Miscd_Id
Competr_Misch_Id
Competn_Misch_Id

” Inactive  Long Yalue Shart Wal #
Cannot Reproduce CannatRe
i Custormer Fequest  CustReq
< | >
Code Type: |I:Iose_F|easnn_Id |
Code ID: 1016 |
Laong Yalue: |I:annot Feproduce |
Short % alue: |I:annotF| eproduce |
Intermal ¥ alue: ||:HEP |
Sort Sequence; |'I |
Help Text: g
Edit ] [ Security
b

Panel Elements

Individual Fields

Refer to the Edit Code Value pop-up for specific field descriptions.

Button Controls

Edit

Displays the Edit Code Value pop-up that is used to edit the selected code value.

Security

Displays the Code Value Security pop-up box that is used to define security rules for the
selected code value.
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Edit Code Type Pop-Up Box

This pop-up box is used to edit the name of a specific code type or provide a user defined
description.

You can identify a single label for a field to be used on all screens and list boxes. Refer to the Screen
& List Box Customization section of this manual for additional information.

Pop-Up Box Layout

Edit Code Type

Code Type: |Eu3tu:|mer_h-1isu:1_|d |
I arne: | Cuztarner_tiscl_|d |
Description: =]
[ oK ] [ Cancel ]
Pop-Up Box Elements
Code Type (Code_Type.Field_Name)

This identifies the internal name for code type.

Name (Code_Type.Name)

This is the user defined name for the Code Type. If you modify the field label from the Maintain Table
and Column Information panel, this name will also be modified. You can also modify the name from
this pop-up.

Description (Code_Type.Description)
This provides a user defined description of the code type.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving the current changes.
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Edit Code Value Pop-Up Box

This pop-up box is used to add a new code value and an edit existing code value for a specific code
type. For some code types additional fields will be displayed on this pop-up.

Pop-Up Box Layout

Edit Code Yalue

Code Type: |Elose_Heasun_Id |
Code 1D: 1671 |
Lang Walue: | |
Shart ¥ alue: |
|
|

|
Internal ' alue: |
Sort Sequence: |

Help text: =

Mige, Text: g

Mizc. Edit: |
[ Inactive
[ Exelude from webFirst

o [ e

Pop-Up Box Elements
Standard Fields

Code ID (Codes.Code_lId)
The unique code identifier for the selected code value.

Long Value (Codes.Long_Value)
The long value (hame) associated with the selected code value. This is 40 characters.

Short Value (Codes.Short_Value)
The short value (name) associated with the selected code value. This is 15 characters.

Internal Value (Codes.Internal_Type)

The internal type associated with the selected code value. This field is often used for internal system
processing. Refer to the Codes That Impact System Processing topic for more information. For some
specific code values, the Internal Value associated with a code cannot be changed. However, the
long and short values for any code value can be modified.
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Sort Sequence (Codes.Sort Sequence)

The sort sequence for the selected Code Value. This sort order is used when populating the
associated drop down lists for this field. This value also determines the order of search results when
a coded field value is used as a sort field. Code values of a given code type are ordered using the
sort sequence first, and alphabetically second.

Help Text (Codes.Help_Text)
The help text associated with the selected code value. The help text for the code values associated
with a particular field in the system can be accessed by right clicking on the drop down field.

Inactive (Codes.Inactive)

Indicates that the selected code value is no longer active. Inactive code values will not appear in the
associated drop down lists for selection. However, existing records that contain inactive code values
will still display these values.

Exclude from WebFirst (Codes.WebFirst_Exclude)
Indicates that the particular code value will not be accessible for any account through WebFirst.

Misc. Text (Codes.Misc)
This is a miscellaneous text field that allows you to add additional information about the code value.

Misc. Edit (Codes.Miscl)
This is a miscellaneous edit field that allows you to add additional information about the code value.

Code Type Specific Fields

Daylight Saving Time Applies (Codes.DST_Applies)
This only applies to Time_Zone_Id. If checked, indicates that the time zone identified is subject to
daylight savings time (DST).

Time Zone Offset (Codes.Time_Zone_Offset)
This only applies to Time_Zone_Id. Indicates the time difference between this time zone and the
Greenwich Mean Time (GMT).

Include as Contact Role on Sales Opportunities (Codes.SLS_Role_Include)

This only applies to the Contact_Type_ld. Indicates whether the value will be available from the
Contacts/Roles for Sales Opportunity on the Sales Opportunity panel. The default value for this field
is checked.

Projected Percentage (Codes.Stg_Proj_Percent)
This only applies to the Sales_Stage_|d. Identifies the percentage that should be used to calculate
the projected revenue based on the specific sales stage value.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Add
Only available if the user is adding a new code value. Saves the new code value and clears the
pop-up box in order for the user to add another new code value.
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Cancel
Closes the pop-up box without saving the current changes.
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Value Security Pop-Up Box

You can control which code values users can select in a drop down field. Since different functional
groups use certain objects (incidents, problems, tasks, etc.) in different ways, you may have values
in certain drop down fields that do not apply to all users. For example, the Professional Services
department may be using an Incident Type (Problem Type) to identify an incident for a new product
implementation at a customer site. The Development and QA departments will not use this value. By
using the code value security, you can ensure that specific values are only displayed for selection for
the department that uses them. By default, code values are available for all users.

Code value access can be set by User Class, User Group, or Department. You can provide the
following access for a specific code value:

e  Entry and Query access
e  Only Query access
e No access

Typically you should try to use a single user category for a specific code value. If you use more than
one category you must be careful not to overlap the access rights you define.

In addition, you can control access to accounts based on specific values of the account Sales Status,
and you can control access to incidents and problems based on specific values of the Problem Type.

Code value security changes will not be effective for current users until they log out of the system
and log back in.

Pop-Up Box Layout

Yalue Security

Mate: Al secunity changes are saved immediately.

(®) User Group Walue: | |
() User Class

() Department

Group/Class/Dept . Entry | Query Can See Object

wiebFirst A Y T
‘wiebFirst? i Y T

Can See Object
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Pop-Up Box Elements

User Group
If this radio button is selected, the active user groups defined in the system will be displayed in the
list box. Security can then be set for each user group.

User Class
If this radio button is selected, the active user classes defined in the system will be displayed in the
list box. Security can then be set for each user class.

Department
If this radio button is selected, the active departments defined in the system will be displayed in the
list box. Security can then be set for each department.

Value
Identifies the code value for which the security access is being modified.

List Box
Displays the specific security that has been defined.

List Box Button Controls

Entry
Used to indicate whether the users can select the specific value in dropdown lists for entry
purposes. The button toggles the value entered in the list box. ‘Y’ is yes and ‘N’ is no.

Query

Used to indicate whether the users can select the specific value in dropdown lists for query
purposes such as the ad-hoc searches. The button toggles the value entered in the list
box. ‘Y’ is yes and ‘N’ is no.

Can See Object

Used to indicate whether the users can access the related object. This is only available for
the Sales_Status_Id and the Problem_Type_Id code types. The button toggles the value
entered in the list box. ‘Y’ is yes and ‘N’ is no. For example, if a specific Problem Type is
the code value, and there is an ‘N’ in this column, the users would not be able to see
incidents or problems with this Problem Type.

Pop-up Button Controls

Exit
Closes the pop-up box.
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Code Value Transitions Pop-Up Box

Transition rules can be defined to prohibit users from changing a field from one code value to
another code value. For example, this may be useful if you have a very specific workflow and an
object must always move from one particular Status to another. It is important to note that the
transitions defined for a particular code value will always be used.

By default, all transitions are allowed. Changes made to the transition rules are updated in the
database immediately. A user who is logged into the system will be immediately impacted by the
change. Transition rules only apply to users; the system will ignore any transition rules when
performing its own internal processing.

You can allow and disallow transitions by double-clicking on the entry in the Target list box to toggle

the transition Flag. In the following example, the incident status of "Active" can be changed to any
other incident status value.

Pop-Up Box Layout
Code Value Transiions

Mate: Any transition changes made through this popup will Be immediately camnitted.

Code Type: IIncidenl_Status_Id

 Transition Bules
Source Target

Code |* Flagl Code -
Active Ay Cloged
Clozed e Iitial
Iritial T Megative Yerification
Megative Yerification . ki Fespond To Custarner
Reszpond Tao Customer v Temporary Fix Requiec
Temporary Fix Required e T W aiting For Information
W aiting for Information T W aiting For R ezolution |«
“waiting for Fesolution ;I e I

Pop-Up Box Elements

Code Type
The field for which transitions are being defined.

Source
The Source list box contains all of the code values defined for the selected code type.

Target

The Target list box shows the set of possible target code values and a flag indicating whether or not
a transition is allowed between the selected entry in the Source list box and the values in the Target
list box. The Target list box will synchronize itself with the currently selected value in the Source list
box.
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Pop-up Button Controls

Done
Closes the pop-up box.
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Country List

The Country List displays the predefined list of country names that you have defined.

Access

To access this panel select Administration and Country List from the menu bar.

Panel Layout

£ | Country List

Country List

Murnber of E ntries:

0

Country Mame

Ihactive

Add

Jpdate

Panel Elements

List Box
Displays a list of the country names defined in the system.

List Box Button Controls

Add

Displays the Add/Update Country Name pop-up box to allow the user to add a new country

name to the list.

Update

Displays the Add/Update Country Name pop-up box to allow the user to update an existing
country name in the list. This button is grayed out if there are no entries in the list box.
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Add/Update Country Name Pop-Up Box

This pop-up box is used to add or update country hames.

Pop-Up Box Layout

Country Marme: I

[ Inactive

ak. I Cancel

Pop-Up Box Elements

Country Name (Country.Country_Name)
The name of the country that is being defined.

Inactive (Country.Inactive_Flag)
If checked, indicates that this country name is no longer active. Inactive country names will not
appear in the Country drop down field for selection.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes the pop-up box without saving the current changes.
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Account Types Panel

This panel is used to define account types which can be selected on the Account Information panel

in the Type field.

The ‘Internal Department’ Account Type is a system defined value. It is used for the account record
that is automatically created when a department is added.

Access

To access this panel select Administration and Account Related and Account Types from the menu

bar.

Panel Layout

F& Account Types

Mumber of Entries:

4

Account Types
Account Type Account Type ID | Revenue Account
Intemal Department 1
Farther 1001
Feseller 1002
Standard 1003
<

Return Account

Categarny

mI;om

|

h
M
M
i
0

Add

Panel Elements

List Box

Displays a list of the account types that have been defined for the organization.

Number of Entries

Displays the number of account types that have been defined for the organization.
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List Box Button Controls

Add
Displays the Define Account Type pop-up box to allow the user to add a new acount type.

Update

Displays the Define Account Type pop-up box for the account type selected in the list. This
button is disabled if there are no account types in the list.
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Define Account Type Pop-Up Box

This pop-up box is used to add a new or update an existing account type.

Pop-Up Box Layout

Define Account Type

Account Type: | |

Revenue Account Code; | |

Return Account Code: | |
[ Inactive

Category
(%) End User; ) Reseller:

Maintenance Lookup an Incident Handling
) Do not perfarm a maintenance lookup
(%) Display waming if declined or expired

@) Dizplay warning if declined, expired, or
hio maintenance exrists

[ ]S l [ Cancel

Pop-Up Box Elements

Account Type (Customer_Type.Customer_Type)
The descriptive name for this account type.

Revenue Account Code (Customer_Type.Revenue_Account)
This field is provided for storing the revenue account id for interfacing to other systems.

Return Account Code (Customer_Type.Return_Account)
This field is provided for storing the return account code for interfacing to other systems.

Inactive (Customer_Type.Inactive_Flag)
Indicates that this account type is inactive. Inactive account types are not available for selection on
the Account Information panel.

Category (Customer_Type.Category)
Valid selections are ‘End User’ and ‘Reseller’. If Reseller is selected, accounts with this type will
appear in the Reseller Account drop down field.

Maintenance Lookup on Incident Handling  (Customer_Type.Maint_Lookup)
Select the type of maintenance lookup you want performed from the Incident panel for this account

type.

Do not perform a maintenance lookup
No checking of maintenance will be done from the Incident panel.
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Display warning if declined or expired

A warning message showing the expiration date and number of calls taken since the
maintenance contract expired will be displayed; if maintenance was declined, the warning
message will say that maintenance was declined.

Display warning if declined, expired or no maintenance exists

The same processing will occur as for the previous selection, but a warning message will also
be displayed if the account has no maintenance contract for the selected product.

Pop-up Button Controls

OK
Saves the current changes and closes the pop-up box.

Cancel
Closes pop-up box without saving the current changes.
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Maintenance Contract Types Panel

Maintenance contract types are used to define the attributes for a specific type of contract. Each type
includes a maintenance class and other attributes that control the contract behavior. The contract

types can apply to services provided, or product upgrades, or both.

Maintenance contract types must be defined before a contract can be entered.

The Maintenance Contract Types panel lists all the contract types that you have defined. From this
panel you can add new types or update existing types. The information related to how incidents
should be applied to a contract cannot be modified once an incident has been associated with a

contract with the specific maintenance contract type.

Refer to the Maintenance Contracts section in the CustomerFirst or SalesFirst Reference manual for

additional contract related information.

Access

To access this panel select Administration and Account Related and Maintenance Contract Types

from the menu bar.

Panel Layout

%2 Maintenance Contract Types Z E|E|

Maintenance Contract Types

Maintenace Types: Mumber of Entries: 4
Type Mame Clazs Support | Upagrade  Expire Action Inactive
Annual Prepaid Calls Paidlncz ¥ Invoice when expired
Annual Prepaid Hours Faid Time Y Invoice when expired Add
Standard Annual Contract Mo Limit Y iy
Pay By Hours FPay Time Y
¢ |

Contract Descrption: 2| | This type of maintenance provides a specific number of suppart calls
far the products/contacts covered on the contract. The customer will
nat be charged for a call to report a zoftware defect. Uparades are
not included.

|hizident Type Overides:

Ihc Type Charge Action
Product Defect Mo Charge
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Panel Elements

Maintenance Types List Box
Displays a list of the contract types that have been defined.

Number of Entries
The number of maintenance contract types that have been defined.

Related Information
Based on which item in the list is selected, related information is displayed below the list.

Contract Description (Maint_Type.Comments)
A description of the contract type that is highlighted in the list box.

Incident Type Overrides list box
Displays a list of incident types whose charge behavior has been overridden. The list is
synchronized with the highlighted contract type in the Maintenance Types list box.

List Box Button Controls

Add
Displays the Maintenance Contract Type pop-up box where the user can add a new

contract type. Upon saving the new contract type, the type is inserted into the Maintenance
Type list box.

Update

Displays the Maintenance Contract Type pop-up box where the user can update the
highlighted contract type in the list. This button is disabled if there are no entries in the
Maintenance Type list box.
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Maintenance Contract Type Pop-Up Box

This pop-up box is used to add or update a maintenance contract type.

Pop-Up Box Layout

Maintenance Contract Type

Type Marne: | | [ lnactivate maintenance type
Description: 2 ‘
Categary taint. clazs =
Support () Pay by Units I:l
[]Upgrade ) Prepaid I:l
(= Unlimited
Expiration Palicy: 5|
Inc Type Charge Action ~ Charge achon overide
Add on Training
Doc |ssue - () No Override
Mew Implement f
Froduct Defect “ & lsie
] ] [ Cancel ]
Pop-Up Box Elements
Type Name (Maint_Type.Maint_Type_Name)
The name of the maintenance contract type.
Inactivate maintenance type (Maint_Type.Inactive)

If this check box is selected, the contract type is inactive. Inactive contract types will not be displayed
in the Maint. Type drop down field on the Maintenance Contract panel.

Description (Maint_Type.Comments)
Free form user defined description of this maintenance contract type.

Category group box
Identifies the categories that apply to the contract type.

Support (Maint_Type.Support_Flag)
This is a service contract which can be associated with incidents. If this is not checked, any
contracts with this type cannot be associated with incidents.
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Upgrade (Maint_Type.Upgrade_Flag)
This contract includes product upgrades. An account with a contract of this type will be eligible
to receive new product upgrades.

Maint. Class (Maint_Type.Maint_Class_ld)
Defines the process used for charging a contract. These selections are disabled if only the Upgrade
option in the Category group box is selected.

Pay by
The account must arrange for payment each time an incident is opened.

Prepaid

The account must purchase a specific number of incidents or hours. When charges are
processed for an incident, the charges will be decremented from the number of units. When the
available units equals zero, the contract is set to an expired state.

Unlimited
The account may open an unlimited number of incidents for the period identified by the Renewal

Start Date and Expiration Date.

Units (Maint_Type.Units_Id)
Defines the type of units that an account has purchased. These selections are disabled if ‘Unlimited’
is selected for the Maint. Class.

Hours

The type of units purchased is hours. When charge processing occurs for an incident, the
charge amount is computed from the chargeable time fields specified in the incident time history
events and the associated task time history events.

Incidents
The type of units purchased is incidents. When an incident is chargeable, one unit is charged
for the incident regardless of the amount of chargeable time spent on the incident.

Charge Increment (Maint_Type.Min_Charge_Incr)
The total charges for an incident will be rounded by this amount when an incident is closed. This field
only applies to ‘Prepaid Hours’ maintenance types.

Minimum Charge (Maint_Type.Minimum_Charge)

The minimum amount that is charged for an incident when it is closed. This amount is compared
against the total charges incurred for the incident. If the total charges incurred are less than the
minimum charge amount, the account will be charged the minimum amount. Minimum Charge must
be a multiple of Charge Increment. This field only applies to ‘Prepaid Hours’ maintenance types.

Action When Expired (Maint_Type.Expired_Action_Id)
Defines the type of action to take when a contract has expired. This field only applies to Prepaid
contract types.

Invoice when expired

The units will be displayed in the Invoice column on the Charges tab of the Contract panel and
the Contract Charges for Incident panel, and the Invoice for Contract column on the
Maintenance Charge Search Results and the Incident Maintenance Information panel.

Display message
A message will be displayed for the user.
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Invoice and Display message

The units will be displayed in the Invoice column on the Charges tab of the Contract panel and
the Contract Charges for Incident panel, and the Invoice for Contract column on the
Maintenance Charge Search Results and the Incident Maintenance Information panel. In
addition, a message will be displayed for the user.

Use Payment Type
The user can select a specific payment type.

Payment Type (Maint_Type.Payment_Type_lId)
For Pay by contract types, identifies the default payment method for new incidents.

Expiration Policy (Maint_Type.Expire_Policy)

User defined comments about the expiration policy for this maintenance contract type. These
comments will be displayed when an incident is opened for an expired contract and the 'Display
Expiration Policy' in the Action When Expired field is selected.

Incident Type list box
Displays a list of all incident types and the override action specified for the incident type.

By default, each incident type takes on the charge behavior of the maintenance class that was
selected. There may be cases where you do not wish to charge an account for certain incident types.
For example, incident types for a prepaid maintenance class by default are charged against
purchased block of units. For product defects, you may not want to charge the account; so you would
override the default behavior to be ‘No Charge”.

You can override an incident type's behavior by highlighting the incident type and selecting an
override action from the Charge action override group box. This list box is grayed out if only the
Upgrade option in the Category group box is selected.

Charge action override group box

Contains the different override actions for an incident type. Selecting an option changes the incident
type charge behavior of the incident type highlighted in the incident type list box. The list box
'‘Override’ column is updated to reflect the change. This group box and the options are disabled only
if the Upgrade option in the Category group box is selected.

No Charge

Causes the charges for this incident type not to be charged against a contract with a 'Prepaid’
maintenance class or invoiced for a 'Pay by' maintenance class. This option is disabled for an
‘Unlimited’ maintenance class.

No Override
Causes the incident type to revert to its default charge behavior for the maintenance class. The
override entry in the Inc_Type_Override table is deleted.

Invoice
Causes the billing for this incident type to be processed via invoice. This is only available if for
an ‘Unlimited’ maintenance class.

Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.
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Cancel
Closes the pop-up box without saving any changes.
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Sales Lead Source Information Panel

Lead sources can be defined to identify how you became aware of an account and how the account
became aware of your organization. The Sales Lead Source Information panel allows the user to
view the hierarchy of lead sources that have been defined.

Access

This panel is accessed through SalesFirst by clicking the Open icon and selecting Lead Sources.

Panel Layout

- 5ales Lead Source Information M=

Sales Lead Source Infoermation

[ Show Onlp &ctive Lead 5 ources
- Al Leads

| 1=
=%
(=%

Update

Descrption: O

Pop-Up Box Elements

Show Only Active Lead Sources
If this checkbox is checked, only active lead sources are displayed in the list.

Lead Source tree
This tree structure contains a hierarchical list of all the lead sources.

Related Information
Based on which item is selected, related information is displayed.

Description
The description of the lead source selected in the tree structure.
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Button Controls

Add

Displays the Add/Update Lead Source pop-up box to allow the user to add a new lead source to
the hierarchy

Update

Displays the Add/Update Lead Source pop-up box to allow the user to update the selected lead
source.
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Add/Update Lead Source Pop-Up Box

This pop-up box allows the user to add a new lead source or update an existing one. The new lead
source will be added to the level below the selected level in the hierarchy.

Pop-Up Box Layout

Lead Source: I
™ Inactive
Descrption: O]
QK I Carncel
Pop-Up Box Elements
Lead Source (Specific_Source.Specific_Source)

The name of the lead source.

Inactive (Specific_Source.Inactive_Flag)
If this checkbox is checked, indicates that the lead source is inactive.

Description (Specific_Source.Description)
A description of the lead source.

Pop-up Button Controls

OK
Adds the selected lead source and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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File Download Manager

The File Download Manager functionality allows you to provide access to specific files for your
accounts via WebFirst and for your internal users via CustomerFirst and SalesFirst. The files can be
viewed and/or extracted by the user.

For WebFirst users, from the File Download Manager, you can control the files that can be accessed
based upon the Account, Product, the account or user’s User Class, the account’s User Group, and
the contract Maintenance Type. The Restrict products in WebFirst to option defined on the User
Group Preferences panel will be used in conjunction with the access defined in the File Download
Manager to determine which files can be accessed.

For internal users, from the File Download Manager, you can control the files that can be accessed
based upon the Person.

System Processing

e Each time a file is downloaded, an entry is made in the database that identifies what file was
downloaded, when it was downloaded, and who downloaded it.

e Ifafile is associated with a specific Product Refresh, when a user downloads the file from
WebFirst, the Product Refresh will be automatically added to the account’s shipped products.

RTI Software (11/30/06) 13-1



System Administration Other Administration Functions

File Download Manager Panel

From the File Download Manager panel you can do the following:

e Define file folders and put them in the appropriate hierarchy
e Define the security associated with each folder
e Add the appropriate files to each folder

System Processing

e When afolder is deleted, all sub-folders are deleted, and any files contained in those folders.

Access

To access this panel click on the Arrow next to the Open icon and select File Download Manager.

Panel Layout

| File Download Manager

= 5 Foot
[£5) Mew Product Release Higl Folder Descriptior:
[£5) Reference Manuals =]
*
Murnber of Files: 3
ﬂ File Mame Fath Mame | File Size [Bytez] Date
AF Manager Reference Manual doc 47E1E 71/
AR Manager Reference Manual doc 47616 7A1/ 5
GL Manager Reference Manual doc 47616 FA1/
< | >
Falder Edit Ophions
[ #dd Folder |
[ Update Folder ]
[ Delete Folder ] 2 E/
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Panel Elements

Folder Tree
Displays a hierarchical list of the file folders that have been predefined. A folder can be moved within
the hierarchy using the up and down arrows.

Folder Description
Displays the description of the folder that is selected in the folder tree.

Tree Button Controls

Up Arrow
Moves the selected folder up in the list.

Up Arrow
Moves the selected folder down in the list.

Add Folder

Displays the Add/Update Folder pop-up box to allow the user to add a new folder to the
tree. When the user clicks this button, a new folder is added to the tree structure in the
level below the folder that is currently selected.

Update Folder
Displays the Add/Update Folder pop-up box to allow the user to update the folder selected
in the tree.

Delete Folder

Removes the folder selected in the tree structure, sub-folders under the selected folder,
and all files in the folders. This button is disabled if the ‘Root’ folder is the only folder
displayed in the tree.

Files List Box
Displays a list of the files that have been added for the folder selected in the folder tree.

Number of Files
The total number of files displayed in the list box for the selected folder.

List Box Button Controls

Files
Displays the Add/Update File(s) pop-up box to allow the user to add files to the folder
selected in the tree.

Properties

Displays the Properties pop-up box to allow the user to identify the product refresh that
should be added as a shipped product for the account when this file is downloaded through
WebFirst.
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Add/Update Folder Pop-Up Box

This pop-up box allows the user to add new folders and update existing folders that were selected in
the folder tree when the Add Folder or Update Folder button is clicked.

The security settings from the parent folder are displayed in red at the sub folder level. The security
settings for the parent folder cannot be changed at the sub folder level.

System Processing
e  Security access defined for a folder will automatically be passed down to all subfolders.

e Ifthe user's access is restricted in any way to the folder, then that folder is not displayed when
the user logs into the system.

e  For WebFirst users, the Restrict products in WebFirst to option defined on the User Group
Preferences panel will be used in conjunction with the access defined on this pop-up to
determine which files can be accessed.

Pop-Up Box Layout

Add/Update Folder

Available Far:
Folder Marmne: |Heference Mariuialz | [#]\webFirst
Description; =)
Folder Security:

Account |F'mduu:t Uzer Clazs | User Group | Persaonnel | Maintenance Type
Lvailable For &l

All Accounts
& MHame

Only Available For

Only zecunty objects in red can be modified at thiz level.
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Pop-Up Box Elements

Folder Name (RTI_Folder.Name)
The name of the file folder.

Available For
Indicates from which application(s) this folder will be available. If a checkbox is not checked at the
parent folder level, the checkbox will not be enabled at the sub folder level.

Description (RTI_Folder.Description)
The description of the folder.

Folder Security
This group box contains information related to the user’s access to this particular folder. A sub folder
will contain the security settings for its parent folder.

Account Tab (RTI_File_Access.Access_Type)

Contains a list of all active accounts in the database and a list of those accounts that have
access to the folder if it is not all accounts. By default all accounts have access to the files in
this folder. This can only be used for WebFirst user access.

Available For All checkbox

If checked, all active accounts in the database have access to the files in the folder. If
unchecked, the All Accounts list is enabled to allow the user to select specific accounts for
whom the files will be available.

Product Tab (RTI_File_Access.Access_Type)
Contains a list those products for which the folder applies and a list of those products for which
the folder does not apply. This can only be used for WebFirst user access.

User Class Tab (RTI_File_Access.Access_Type)
Contains a list of user classes that have access to the folder and a list of those user classes that
do not have access to the folder.

User Group Tab (RTI_File_Access.Access_Type)
Contains a list of user groups that have access to the folder and a list of those user groups that
do not have access to the folder. This can only be used for WebFirst user access.

Personnel Tab (RTI_File_Access.Access_Type)

Contains a list of all active personnel in the database and a list of those personnel that have
access to the folder if it is not all personnel. By default all personnel have access to the files in
this folder. This can only be used for CustomerFirst and SalesFirst user access.

Available For All checkbox

If checked, all active personnel in the database have access to the files in the folder. If
unchecked, the All Personnel list is enabled to allow the user to select specific personnel
for whom the files will be available.

Maintenance Type Tab (RTI_File_Access.Access_Type)
Contains a list those contract types for which the folder applies and a list of those contract types
for which the folder does not apply. This can only be used for WebFirst user access.
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Pop-up Button Controls

OK
Saves the information and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Add/Update File(s) Pop-Up Box
This pop-up box allows the user to add one or more files to the folder selected in the folder tree.
If the file is not stored in the database, then the file path must be valid for the machine where the

Application Server is running.

Pop-Up Box Layout

Add/Update File(s)

Attachments

AP Manager Reference Manual doc
AR Manager Reference Manual doc Add
GL Manager Reference Manual. doc

Open

Extract

Delete

Description: o

Daone

Pop-Up Box Elements

Attachments box
Displays a list of the files for the folder selected in the folder tree.

Related Information
Based on which item in the list is selected, related information is displayed.

Description
The description of the file selected in the Attachments box. To add a description for a file,
highlight an attachment and enter the description of the attachment.

Pop-up Button Controls

Done
Closes the pop-up box.
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Properties Pop-Up Box

This pop-up allows the user to identify the product refresh that should be added as a shipped product

for the account when this file is downloaded through WebFirst.

Pop-Up Box Layout

Shipped Product to be added when file iz downloaded
Refresh: L
Status: “
Pop-Up Box Elements
Refresh (Refresh_File.Refresh_Id)

Displays a list of the active product refreshes in the database. The selected Refresh will be added as
a shipped product for the account when the specific file is downloaded from WebFirst.

Status (Refresh_File.Status_Id)
Displays the available shipped product statuses. The selected Status will be used for the shipped
product that is added for the account when the specific file is downloaded from WebFirst.

Pop-up Button Controls

OK
Saves the information and closes the pop-up box.

Cancel
Closes the pop-up box without saving any changes.
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Product Family Maintenance Panel

This panel is used to maintain product versions, implementations, and refreshes for all products in a
specific product family at one time. This is useful if the product version, implementation, and refresh
information is the same for all products in a product family. Any action performed here applies to all
products in the product family.

Products and associated product versions, implementations, and refreshes cannot be deleted.
Note: You must have the appropriate item selected in the Refresh Information list box when you
perform a function from this panel. It is important to remember that actions performed here will

impact multiple products.

Refer to the Products & Equipment section of the CustomerFirst Reference manual for additional
product related information.

Access
You can access the Product Family Maintenance panel by clicking on the arrow next to the Open

icon on the tool bar and selecting Product Family Maintenance. You can also select File and Open
and Product Family Maintenance from the menu bar.

Menu Bar Choices

Product Family

Ship to Account
Upgrade All Covered Accounts

Ship to Account
Displays the Ship To Account pop-up box to record shipment to a specific account of the selected
Refresh for all products in the family. This menu option is disabled if the selected product is inactive.

Upgrade All Covered Accounts

Displays the Upgrade All Covered Accounts pop-up box to record shipment of the selected Refresh
for all products in the Product Family to accounts having valid upgrade maintenance contracts for
those products. This menu option is disabled if the selected product is inactive.
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Panel Layout

£ Product Family Maintenance: Financial Mgr

Product Family Maintenance: Financial Mgr
Fiefresh Information
Mumber of entries: 18

Wersion | Impl Type  Level Al Synched ~
4.0 SOLSRY A e [ AddVersion | [Update Version]
40 Oracle B 0z
4.0 SOLSRY A o [ Addimpl. | [ Update lmpl |
4.0 Oracle A m ke
36 SOULSRY G 04 ¥ [ Add Refresh ] [Update Hefre&h]
X SOLSRY A 04 M v

Froducts

Mumber of entries: ]

Product Synched  Active Active Frod  Description Add to Family
AP Manager iy N N
AR Manager ¥ N N Del. fram Farnily
Payrall Manager ¥ N N
GL Manager 5 ke Y |Ipdate Product
F& Manager Y kg N

Panel Elements

Refresh Information list box

Displays the versions, implementations and refreshes that have been added for one or more
products in the product family. There is a separate line entry for each
Version/Implementation/Refresh combination. If the refresh is defined for all products, the All
Synched field is displayed as 'Y".

If there are no defined versions in the product family, a single line appears in this list box with a
version name displayed as <none>. When a new version is added, this version is updated with the
new version information if it has not been shipped to an account or associated with an incident.
Otherwise, when adding a version a new line is created where the implementation name and refresh
name are blank. The same behavior holds true when adding a new implementation. When adding a
new refresh for an implementation, if the refresh which does not have a hame has not been shipped
to an account or does not appear on any incidents, it is updated with the new refresh information.
Otherwise a new line is created for the new refresh.

Number of entries (Refresh Information list box)
The number of product refreshes listed for the product family.

Products list box
Displays all of the products in the product family.

Number of entries (Products list box)
The number of products associated with the product family.
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Button Controls

Add Version

Displays the Product Version pop-up box to add a new version for all products in the product
family that do not already have the new version. If a Support End Date is entered on the pop-up
box it will also be used to update existing versions with the same Version Name for products in
the product family.

Update Version

Displays the Product Version pop-up box to update the selected Version in the Refresh
Information list box. If the Version Name is modified, all versions in the product family that have
the original Version Name will be modified.

Add Impl.

Displays the Product Implementation pop-up box to add an implementation for the selected
Version in the Refresh Information list box. Data entered on the pop-up box will also be used to
update existing implementations for the version selected that have the same Implementation
Name.

Update Impl.

Displays the Product Implementation pop-up box to update the selected Implementation in the
Refresh Information list box. If the Implementation Name is modified, the implementations for
the version selected that have the same name as the original name will also be updated.

Add Refresh

Displays the Refresh Levels pop-up box to add a refresh for the selected
Version/Implementation in the Refresh Information list box. The data entered on the pop-up box
will also be used to update existing refreshes having the same refresh type and level for the
version/implementation selected.

Update Refresh
Displays the Refresh Levels pop-up box to update the selected Refresh in the Refresh
Information list box.

Add to Family
Displays the Add Product to Product Family pop-up box to allow products to be added to this
product family.

Del. from Family
Removes the highlighted product from the product family. The product still exists. But it is no
longer associated with the product family.

Update Product
Displays the Product Information panel for the highlighted product.

Synch. Products

This button will add the selected Refresh to all products in the product family that do not already
have the refresh. After this processing is complete, the All Synched field for each product shows
'Y' for the selected refresh. This button is disabled when the All Synched field for the selected
Refresh is 'Y".
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Add Product to Product Family Pop-Up Box

This pop-up box is used to select a product to be added to the product family.

Pop-Up Box Layout

Add Product to Product Family

Product Mame: || w |

[ (1].4 l [ Cancel ]

Pop-Up Box Elements

Product Name (Product.Name)
The name of the product to be added to the product family.

Button Controls

OK
Adds the product to the product family and closes the pop-up box.

Cancel
Closes the pop-up box without saving the current changes.
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Audit Trail and Locked Contacts

The audit trail functionality allows your organization to track all changes made to selected tables in
the database. An audit trail is only created when an existing record is updated. The system does not
create an audit trail for new records.

Any changes that are made can be found by using the Audit Trail Search. For additional information
about this search, refer to the Usage Monitoring and Administrative Queries section of this manual.

In addition, you can lock a specific column in the Cust_Personnel table to be used in conjunction with
the Locked field on the Account Contact panel. This allows you to disable a specific field for a
specific contact on the Account Contact panel.
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Maintain Table and Column Information Panel

From this panel you can identify which tables you want to be audited. If a table is selected, an audit

record will be created for each update to an existing record in the table. In addition, you can lock a
specific column in the Cust_Personnel table to be used in conjunction with the Locked field on the

Account Contact panel.

System Processing

If a table is being audited, when an existing record in the table is updated, an audit record will be

created in the RTI_Audit table.

Access

To access this panel select Administration and Database Related and Maintain Table/Column Info

from the menu bar.

Panel Layout

ﬂ‘ Maintain Table and Column Information

Tables:

Murmber of Entries: 217

Tahble Audit

ACTIVE_USER
ADDRESS
ALIAS_NOTE_ID
ASSOCIATED_CUST
ATTACH_DETAIL
ATTACHMENT
AUTO_EMaIL_FORM
CALEMDAR
CAMPAIGN
CAMPAIGN_PHASE
CARRIER
CARRIER_SERVICE
CHaR_WaL_SvNOMYHM
CHARACTER_TYPE

Columns:

Caolurnn Extermal Mame
ACTION_TAK...
APPSEY_IP_A
APPSREY_PORT
CHECK_MUM...
CHECE_STRI...
EMFORCE_LD...

Liztbox Column Heading

Locked A
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Panel Elements

Tables list box
Displays a list of the tables in the database. A ‘Y' in the Audit column indicates that the table is
currently being audited.

Number of Entries
The number of tables displayed in the list box.

List Box Button Controls
Update button
Displays the Update Table Information pop-up box to allow the user to turn the audit trail

for the selected table on or off.

Columns list box
Displays a list of the columns in the table selected in the Tables list box.

List Box Button Controls
Update button

Displays the Update Table Information pop-up box to allow the user to lock a specific
column in the Cust_Personnel table.
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Update Table Information Pop-Up Box

This pop-up box is used to allow the user to turn the audit trail for the table on or off.

Pop-Up Box Layout

Update Table Information

Table Id: a8
Marne: CUSTOMER

Euternal Mame: | |

[ Recard Audit Trail

QK ] [ Cancel

Pop-Up Box Elements

Table Id
The unique identifier of the table.

Name
The name of the table as it appears in the database.

External Name
The alternate name for the table for use with Pivot Tables.

Record Audit Trail
If this checkbox is checked, when an update is made to an existing record in the table, the system
will create an audit record in the RTI_Audit table.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.

Cancel
Closes the pop-up box without saving any changes.
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Update Column Information Pop-Up Box

This pop-up box allows the user to lock a specific column in the Cust_Personnel table. This is used
in conjunction with the Locked field on the Account Contact panel. This allows you to disable a
specific field for a specific contact on the Account Contact panel. For example, specific contact
information may be imported on a regular basis from the accounting system and should not be
updated from CustomerFirst.

Pop-Up Box Layout

Update Column Information

Table 1d: 3

T able Marme: CUST_PERSOMMEL
Calurm [d: 422

Colurnn M arme: LAsST_MakE

External Mame: | |

Ligtbowx Column Heading:| |
[ Locked

I Ok ] [ Cancel ]

Pop-Up Box Elements

Table Id
The unique identifier of the table to which the column belongs.

Table Name
The name of the table to which the column belongs.

Column Id
The unique identifier of the column.

Column Name
The name of the column as it appears in the database.

External Name
A user defined name for the column. Refer to the Screen & List Box Customization section of this
manual for additional information

Listbox Column Heading
A user defined name for the column to be used in list boxes. Refer to the Screen & List Box
Customization section of this manual for additional information.

Locked

If this checkbox is checked, and a contact is marked as Locked, the field that corresponds to this
column in the Cust_Personnel table is disabled in the user interface for that contact. Only available
for columns in the Cust_Personnel table.
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Pop-up Button Controls

OK
Closes the pop-up box and saves the changes.

Cancel
Closes the pop-up box without saving any changes.
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Define Table Keys Panel

Typically database keys should only be created for replication and synchronization purposes.
However, you may also need to modify database keys following a data import. For example you may
want the incidents that are actually entered in CustomerFirst to begin with a different number in order
to differentiate the two.

This panel is used to define ranges of database keys for different replication servers or for
synchronization users. It is also used to modify a specific database key.

Access
To access this panel select Administration and Database Related and Define Database Keys from

the menu bar.

Panel Layout

ﬁ Define Table Keys |Z| |E| g|

K.ey Flange Criteria

(%) Current D atabase
() Database Server;

| | E Add

[ Luukup] [ E xport ] [ Delete ]

Defined Key Fanges

Deszcription Mext Fey Value Maximumm Key Walue | -Update
Mext Incident Id 1045 100023 — -
Mext Temporary_Fis |d 1002 1001002

Mest Cust_Persannel 1d RE7 1000545

Mext Perzonnel 1d 33 1000023

Mext Department [d 157 1000754

Mext Codes Id 1667 2637

Mest Praduct_[mpl [d [ 1006037 s

Panel Elements

Current Database
Indicates that the Defined Key Ranges list box will be populated with the keys for the current
database.

Database Server
Indicates that the Defined Key Ranges list box will be populated with the keys for the selected server
in this field.

Add button
Displays the Generate Keys for New Replication Server pop-up box to allow the user to identify
a new server and the maximum records for all tables.
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Synchronization User

Indicates that the Defined Key Ranges list box will be populated with the keys for the selected
synchronization user.

Add button
Displays the Generate Keys for New Synchronization Client pop-up box to allow the user to
identify a new synchronization user and the maximum records for all tables.

Defined Key Ranges list box

This list box displays the keys for the option selected in the Key Range Criteria group box and the
corresponding value if applicable.

Update button

Displays the Update Key pop-up box for the selected key to allow the user to change the next
key value and maximum key value.

Pop-up Button Controls

Generate

Displays the Generate Maximum Values For All Keys pop-up box to allow the user to identify
the maximum key value for all keys for the Current Database.

Lookup

Refreshes the values in the Defined Key Ranges list box for the selected value from the Key
Range Criteria group box.

Export

Creates a file that contains the SQL statements used to generate the Defined Key Ranges for
the selected value from the Key Range Criteria group box. Clicking this button displays the
Save As pop-up box to allow the user to define the location of the file.

Delete
Allows the user to delete the selected Database Server or Synchronization User.
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Generate Maximum Values For All Keys Pop-Up Box

This box is used to set the maximum key value for each key value in the Current Database.

Pop-Up Box Layout

Generate Maximum Yalues For All Keys

M aximum Records For All T ables:

I

0K

] [ Cancel ]

Pop-Up Box Elements

Maximum Records For All Tables

Indicates the maximum record value for each key value. This number is added to the Next Key Value
for each key value to determine the Maximum Key Value.

Pop-up Button Controls

OK

Closes the pop-up box and saves any changes.

Cancel

Closes the pop-up box without saving any changes.
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Generate Keys for New Replication Server Pop-Up Box

This box is used to identify a new server and the maximum records for all tables.

Pop-Up Box Layout

Generate Keys for New Replication Server,

Server Mame: | |

M aximum Records For Al Tables: I:l

1]8 ] [ Cancel ]

Pop-Up Box Elements

Server Name
The name of the server for which the maximum records for all tables will be defined.

Maximum Records For All Tables
Indicates the maximum record value for each key value. This number is added to the Next Key Value
for each key value to determine the Maximum Key Value.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.

Cancel
Closes the pop-up box without saving any changes.
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Generate Keys for New Synchronization Client Pop-Up Box

This box is used to identify a new synchronization user and the maximum records for all tables.

Pop-Up Box Layout

Uzer Mame: I j

b amirurn Records For All T ables: I

Pop-Up Box Elements

User Name
The name of the synchronization user for which the maximum records for all tables will be defined.

Maximum Records For All Tables
Indicates the maximum record value for each key value. This number is added to the Next Key Value
for each key value to determine the Maximum Key Value.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.

Cancel
Closes the pop-up box without saving any changes.
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Update Key Pop-Up Box

This box is used to change the Next Key Value or Max. Key Value for a specific key value for the
selected option from the Key Range Criteria group box.

Pop-Up Box Layout

Server Mame: | |

Swnch, User: | |

Mext Kew: |NEHt |ncident [d |

Mext Kep Value: |1EI45 |

bl aw. Keyw Yalue: | 100023 |

[ OF. ] [ Cancel

Pop-Up Box Elements

Server Name
The name of the server to which the database keys belong. If Current Database is selected in the
Key Range Criteria group box, this field is blank.

Synch. User
The name of the synchronization user to which the database keys belong. If Current Database is
selected in the Key Range Criteria group box, this field is blank.

Next Key
The key value which will be updated.

Next Key Value
The value entered will become the next key value.

Max. Key Value
The value entered will become the maximum key value.

Pop-up Button Controls

OK
Closes the pop-up box and saves any changes.

Cancel
Closes the pop-up box without saving any changes.

13-24 RTI Software (11/30/06)



System Administration Other Administration Functions

Archiving

CustomerFirst provides the ability to remove selected items from the database and store them “off
line”. Archived data cannot be accessed directly by CustomerFirst. However, it can be restored to a
CustomerFirst database for the same version and release that was in operation at the time that the
archive was made. An archive set must be restored in its entirety. Data should be restored to a
database with the appropriate related data item for this archive. For example, the products that are
referenced by a set of archived problems must be defined either in the database or be part of the
archive set that is being restored.

Make sure that you have a backup of the database prior to archiving any data.

The following objects can be archived:
e Incidents from Incident Search (5.0 G01)
e  Problems from Problem Search (Future Release)
e Tasks from Task Search (Future Release)
e  Sales Opportunities from Sales Opportunity Search (Future Release)
e  Accounts from Account Search (Future Release)
e  Maintenance Contracts from Maintenance Contract Search (Future Release)

e  Product Information from System Administration (Future Release)

Access

e  From the particular search panel, select the search name and Archive Query Results from the
menu bar.

e  For products, select Administration and Database Related and Archive Product Version from
the menu bar.
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Archive Query Results Panel

From this panel you can select specific options, identify the archive field, and begin the archive
process. Make sure that you have a backup of the database prior to archiving any data.

Panel Layout

Archive Ouery Results |Z||E|E|

. . Archive Options

[\ BT Show records to be archived
Murnber of records;. 7 [ &rchive records
Action T aker: |:| [J&uchive, update and delete records

[] &srchive the problem if all its incident(s) have been archived

Save archive file az

| H Browse

Comments: =

Panel Elements

Object to be Archived
Identifies the type of object that will be archived.

Number of records
Identifies the number of records that will be archived.

Action Taker
The user who is performing the archive.

Archive Options

Show records to be archived
If this is checked, when you click the Process button you will be able to view the tables and
records that will be exported. The View Records to be Archived pop-up is displayed.
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Archive records

If this is checked, when you click the Process button records will be exported to the specified
.arch file. After this process is completed the Update and delete archived records option is
enabled. You can then run the update and delete process separately.

Update and delete archived records

If this is checked, when you click the Process button it will update records in other tables as
needed based upon what is being exported, and delete the archived records from the database.
An example of an update is when an incident is archived and the problem remains, the
Incident_Count field in the problem table will be updated.

Archive, update and delete records

If this is checked, when you click the Process button records will be exported to the specified
.arch file, records in other tables will be updated as needed, and the archived records will be
deleted. All archive processes are completed.

Archive the problem if all its incident(s) have been archived

If all of the incidents for one or more problems are being archived, you can indicate whether you
want the problem records to be archived. If the problems are not archived, they will be flagged as
problem only records in the database.

Save archive file as:
Identify the archive file name. The archive file will default to .arch as the extension.

Comments
Information about the actual archive process will be displayed in this field.

Pop-up Button Controls

Process
Performs one or more actions based on the Archive Options selected.
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View Records To Be Archived Pop-Up Box

This pop-up allows the user to view the records that will be archived in each table.

Pop-Up Box Layout

View Records To Be Archived

Ligt of table(z] to be archived: Murnber of Entrigs: 18
Table Mame G
IMCIDEMT
INC_HISTORY —
INC_CHAR_DC
IMCIDEMT_CHAR
WORK_ITEMS
TASE o
Ligt of record(z] to be archived for zelected table: Murnber of Entries: 7
LAST_UPDATE IMCIDEMT_ID FPROBLEM_ID CUSTOMER_ID COMTACT_ID OwMER_ID
01-JUL-05 1185 1155 DEPT$$130 A7 33
01-JUL-05 1156 1156 20003 521 33
05-JUL-05 1157 1157 DEPT$$130 557 33
05-JUL-05 1158 1158 DEPT$$130 A7 33
07-JUL-05 1159 1159 20003 596 33
07-JUL-05 1160 1160 20016 574 33
08-JUL-05 1161 1161 20000 516 2
am >

Pop-Up Box Elements

List of table(s) to be archived
Displays a list of the tables where a record will be archived.

Number of Entries
The number of tables displayed in the list box.

List of records(s) to be archived for selected table
Displays a list of the records that will be archived for the selected table.

Number of Entries
The number of records displayed in the list box.

Pop-up Button Controls

OK
Closes the pop-up box.
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Restore Archived Data Panel

This panel identifies the archived files. From here you can restore the data in a specific file.

In order to restore archived data, the database must be at the same level (i.e. 5.0 G01) as when the
archive was completed.

Access

To access this panel select Administration and Restore Archived Data from the menu bar.

Panel Layout

ﬂ‘ Restore Archived Data

Select an entry to import: Mumber af Entries: 1

Archive ld | Object Type | Archive Date Databaze Verzion  File Mame
1016 Incident 7411/2005 0G0 G:/DREB/Test. arch

3 |

|t

Comments: =)

Panel Elements

Archived Files List

Displays a list of the archived files that includes when each file was archived, the version/release of
the database when it was archived, and the name of the file, number of records, etc.

Number of Entries
The number of files displayed in the list box.

List Box Button Controls

Abort
Stops the import process once it has been started.

Resume
Restarts the import process if it was stopped previously for the selected file.
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View File
Displays the View Records in Archive File pop-up box for the selected file.

Import
Begins the import process to restore the archived data for the selected file.
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View Records in Archive File

This pop-up allows the user to view the records that have been archived in each table for the
selected file.

Pop-Up Box Layout

View Records In Archive File

MHame of the archive file:

|G:HDHE!Test.arch | [ Browse l
Ligt of table(z] in archive file: Archive 1d: 1016 Entries: 18
Table Mame Mumber Of Records ~
IMCIDEMT 7 =
IMC_HISTORY k) :
IMC_CHAR_DC i
IMCIDEMT_CHAR &
WORK_ITEMS 2 v
Ligt of record(z] archived for zelected table: Entries: T
LAST_UIPDATE IMCIDEMT_ID PROBLEM_ID  CUSTOMER_ID  COMTACT_ID OWHk
070142005 10:26:32 1155 1155 DEPT$$130 hA7 33
070172005 10:34:20 1156 1156 20003 521 3
07/05/2005 14:44.52 1157 1157 DEPT$$130 557 a3
070542005 14:54:22 1158 1158 DEPT$$130 RAe7 33
07072005 11:45:48 1189 1189 20003 R9E 33
07072005 11:55:38 1160 1160 20016 A74 3
070842005 0%:42:22 1161 1181 20000 A6 2
am| >

Pop-Up Box Elements

Name of the archive file
The name of the selected archive file.

List of table(s) in archive file
Displays a list of the tables where a record will be archived.

Entries
The number of tables displayed in the list box.

View Records button
When first clicked, displays the tables that have archived records for the selected file. When
clicked a second time, displays the archived records for the selected table.

List of records(s) archived for selected table
Displays a list of the records that will be archived for the selected table.

Entries
The number of records displayed in the list box.
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Pop-up Button Controls

OK
Closes the pop-up box.
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User and License Information Panel

This panel displays the users that are currently logged into the system, how many licenses are being
used, and which processes are being used.

From this panel you can disconnect a user from the system if you have ADMIN access to the panel.
This allows an administrator to disconnect a user from CustomerFirst or SalesFirst. A warning
message will be displayed for the user being disconnected.

In addition, if all available licenses are being used, you can use the ADMUSER.exe to access the
User and License Information panel.

Access

To access this panel select Administration and User and License Info from the menu bar.
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Users Tab

This tab displays a single entry for every user currently logged into the system. Users who have not
properly exited from the system (e.g. system crash) may also have their respective entries displayed
on this tab.

Panel Layout

*3 User and License Information

User and License Information

Users |Lil:E-'I"|SE-'S Proceszes

Mumber of Entries: 2 [ Dizconnect User ]
M arne Active Machine  Department Uzer Clazs
Mewsome, Max Y 48 Sales Sales Person
Beamish, Deb % 46 Customer Support  Administrator

Panel Elements

List Box
Displays a list of the users currently logged into the system.

Number of Entries
The number users currently logged into the system.

List Box Button Controls

Disconnect User

This button is only displayed if the current user has ADMIN security for this panel. When
the user clicks this button, a message is displayed asking if they wish to disconnect the
user selected in the list box. If the Yes button is clicked, the user is disconnected. If the No
button is clicked, the user is not disconnected.

15-2 RTI Software (11/30/06)



System Administration Usage Monitoring & Administrative Queries

When this button is clicked, the user highlighted in the list box will be disconnected from
CustomerFirst and/or SalesFirst. The related licenses are made available immediately. A
warning message will be displayed for the user being disconnected.
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Licenses Tab

This tab provides information about how many licenses you have and the licenses currently being
used by the users logged into the system. Since a user may be using multiple licensed products

concurrently, an individual may have more than one entry on this tab.

Panel Layout

3 User and License Information

User and License Information

lsers | Licenses |F'mc:esses

B[[=1[ES

Licenzes Currently being Used:

Beallable:
Licenze Quantity | Oty Used  Expiration D ate
CugtomerFirst 2R 1
SalesFirst 25 1
Inventory Managerment 1
‘whebFirst 25 3

Mumber of E ntries:

Licenze I arne Active Machine
CustomerFirst  Beamish, Deb Y 46
SalesFirst Wewsome, Maxw Y 48

Uze TechSearch  User Clags

Adminiztrator
Sales Person

Uzer Group

Panel Elements

Available list box

Displays a list of the licenses that you currently have and how many are being used by licensed

product. If you have a temporary license key for a product, the Expiration Date of that license key is

displayed. If you have a license key for WebFirst, the Qty. Used column indicates how many

accounts have a Web Password defined.

Licenses Currently being Used
Displays a list of the licenses currently being used.

Number of Entries
The number of licenses currently being used.
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System Administration

Processes Tab

This tab displays all the active application processes currently being used. These processes include,

but are not limited to, the licensed applications shown on the licenses tab.

Panel Layout

A User, and License Information

User and License Information

[ Users || Licsnses| Frocesses |

Frocess | Mame Active Machine User Class Uzer Group Department

ADM Beamizh, Deb Y 46 Adrminiztrator Cuztarmer Support
CFS Beamizh, Deb Y 46 Adrministrator Cuztomer Support

5LS Mewsome, Max Y 48 Sales Perzon Sales

Mumber of Entries: 3

Panel Elements

List Box
Displays the application processes currently being used.

Number of Entries
The number of application processes currently being used.
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Administrative Queries

The system provides a number of online queries to be used for administrative purposes.

The query results can be customized by each user within the list box. Refer to the List Box section of
the CustomerFirst or SalesFirst Reference manual for additional information.

In addition, one or more forms can be created to customize the printed output. Refer to the Forms

section of the CustomerFirst or SalesFirst Reference manual for additional information.

Menu Bar Choices

Queries

Ad-hoc Search > Audit Trail Search
File Download Search
WebpFirst Login Search

Layout Changes
List of all Forms

Ad-hoc Search/Audit Trail Search
Displays the Audit Trail Search panel. This search allows the user to find a list of all changes to each
table that is marked for audit purposes.

Ad-hoc Search/File Download Search
Displays the File Download Search panel. This search allows the user to find a list of all files that
were downloaded.

Ad-hoc Search/WebFirst Login Search
Displays the WebFirst Login Search panel. This search allows the user to find a list of all accounts
and contacts that logged into WebFirst.

Layout Changes
Displays the Layout Changes panel. This search provides the user with a list of all panel
customizations for each panel by User Group.

List of all Forms
Displays the List of all Forms panel. This search provides the user with a list of all the forms that
have been defined for each panel in the system.
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Ad-hoc Searches

The ad-hoc searches allow a user to search for a specific type of object based on criteria selected by
the user. Each search panel has one or more criteria tabs and a results tab. For many of the
searches specific actions can be taken related to the items returned in the search results. A user can
also view the SQL used to run the specific query.

Selecting Criteria

The selection criteria for a search are defined on one or more criteria tabs within each ad-hoc search
panel. You can use one or more of the available fields. You can select one or more values in the
standard drop down fields. Typically this means the drop down fields that have an arrow rather than
a custom control.

When the search is performed, the system will use ‘And' logic between the fields that you selected,
and ‘Or’ logic between the values selected within the same field.

Some of the searches contain date range fields.

— If you want to see items for a specific day, you would enter that date as the first and
second date of the date range. For example, to see all incidents opened on June 1, 2005
enter 6/1/2005 as the first and second date in the date range.

— If you want to see items from one day through another day, you would enter each date in
the first and second date of the date range respectively. For example, to see all incidents
opened from June 1, 2005 through June 30, 2005 enter 6/1/2005 as the first date in the
date range and 6/30/2005 in the second date.

— If you want to see items beginning with a specific day, you would enter that date as the first
date of the date range and leave the second date blank. For example, to see all incidents
opened from June 1, 2005 enter 6/1/2005 as the first date in the date range.

— If you want to see items up through with a specific day, you would enter that date as the
second date of the date range and leave the first date blank. For example, to see all
incidents opened through May 31, 2005 enter 5/31/2005 as the second date in the date
range.

Saving the Criteria
The selection criteria for a specific query can be saved so that it can be used again. The query must
be named and can be saved as a ‘Private' or ‘Public' query. The selection criteria can be changed for

an existing query and the existing query can be saved.

Save New Query
Displays the Save Query pop-up box to save the current query as a new saved query.

Save Query
Saves the criteria changes to the existing saved query.
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Search Results

The search results can be customized within the list box. Refer to the List Box section of the
CustomerFirst or SalesFirst Reference manual for additional information.

You can open an item in the search results by double clicking on the item in the list box.

In addition, one or more forms can be created to customize the printed output. Refer to the Forms
section of the CustomerFirst or SalesFirst Reference manual for additional information.

The results can be copied to another file using the Copy menu option. Refer to the List Boxes section
of the CustomerFirst or SalesFirst Reference manual for additional information.

The specific search results cannot be saved within the system.

SQL Used to Run the Query

A Display SQL for Query menu option is available from each ad-hoc search. This allows you to copy
the SQL used to generate the results of the specific query, make changes, and use it in the new RTI
SQL Search or through the standard database SQL query tools.

15-8 RTI Software (11/30/06)



System Administration Usage Monitoring & Administrative Queries

Save Query Pop-Up Box

This pop-up box allows the user to save the criteria selected on a search panel so that it can be used
again at a later time. Note that when you save a query you are only saving the selection criteria and
not the query results.

Pop-Up Box Layout

Securty
MHame: | | () Public

Owner: |Beamish, Deb |ﬂ () Private

Description: 2

Misc.
Misc.
Misc.
Misc.
Misc.

Mizc. Drop

1:|
2:|
3:|
4:|
5:|
1:|
2:|

Mize. Drop.

[ OF. l [ Cancel ]

Pop-Up Box Elements

Name (RTI_Query.Query_Name)
The name of the saved query. This field is required.

Owner (RTI_Query.Owner_ld)
The name of the person that owns the query. If the query is ‘Private’ only the user that owns the
guery or a person with Admin access to the search can see/use the query.

Security (RTI_Query.Private_Query)

If Public is selected, any user can access the saved query. If Private is selected, this query will only
be available to the user who created the query or users with Administrative access to the particular
search panel.

Description (RTI_Query.Description)

The description of the query. Can be used to describe the selection criteria to make it easier for other
users.

Misc. 1-5 (RTI_Query.Miscl-5)

User defined miscellaneous text fields to provide additional information about the query.
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Misc. Drop.1-2 (RTI_Query.Misc_Dropdownl_Id
User defined miscellaneous drop down fields to provide additional information related to the license.
Valid values are defined on the Maintain Codes/Code Types panel for Query Misc_1-2_1d.

Pop-up Button Controls

OK
Saves the criteria selected on the search panel using the Name entered.

Cancel
Closes the Save Query pop-up box without saving any information.
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Available Queries Pop-Up Box

This pop-up box allows the user to use an existing saved query. If a query is marked ‘Private’, only
the user who saved the query and users with Administrative access to the specific search panel can
use the query. If a query is marked ‘Public’, all users that have access to the search panel can use
the query.

Pop-Up Box Layout

F> Available Queries

Mumber of Entries: 1

Hueny Mame Type Owner Mame | Description
Acctr That Downloaded Werzion 5.0 Code WFDLSRCH  Beamizh, Deb

Description: o

Pop-Up Box Elements

Available Queries list box (RTI_Query.Query_Name)
Displays a list of the queries that have been saved and that are available for use by the current user.
This list only contains the saved queries related to the specific search panel.

Number of Entries
The total number of saved queries that are displayed in the list box.

Related Information
Based on which item in the list is selected, related information is displayed.

Description (RTIL_Query.Description)
The description of the query.
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List Box Button Controls

Update
Displays the Save Query pop-up box to allow the user to update information about the
saved query.

Delete
Deletes the saved query selected from the list box.

Pop-up Button Controls

OK
Displays the search panel with the saved criteria from the query.

Cancel
Closes the Available Queries pop-up box and does not open the saved query.
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Audit Trail Search

This query allows you to search for changes that have been made to specific columns in tables in the
RTI database using the selection criteria available on the criteria tab. For example, you may want to
know who updated the Account Name for a specific account.
You must indicate which tables should be audited in order for audit records to be created when
updates are made. The Audit Trail Search performs the search against these audit records. Refer to
the Other Administrative Functions section of this manual for additional information about indicating
which tables should be audited.

Access

To access this panel select Queries and Ad-hoc Search and Audit Trail Search from the menu bar.

Menu Bar Choices

Audit Trail Search

Open Query
Save New Query
Save Query

Open Query
Displays the Available Queries pop-up box for the user to select an existing saved query.

Save New Query
Displays the Save Query pop-up box to save the current query as a new saved query.

Save Query

Saves the criteria changes to the existing saved query.
Common Panel Elements

Button Controls

Search
Performs an audit trail search using the selected criteria.
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Criteria Tab

This tab contains all of the search criteria for the Audit Trail Search.

Panel Layout

P> Audit Trail Search
Audit Trail Search

Criteria l Results ]

Action Taker: | |ﬂ

Ewent Date: | | | |

Ewent Time:

|
Object Type: |
Object It~ |
|

|

Table Mame:

Colurnt name:

B

Panel Elements
Action Taker
The user that took the action to change the data.
Event Date

Event Time

Object Type

The type of object to which a change was made (i.e. Contact, Account, Incident, Problem, License,

Maintenance Contract).

Object Id
The unique identifier of the Object Type.

Table Name
The name of the table to which the change was made.

(RTI_Column.Table_Id)

(RTI_Table_History.Action_Taker_Id)
(RTI_Table_History.Event_Date)
The date range that the change was completed by the Action Taker.

(RTI_Table_History.Event_Time)
The time range that the change was completed by the Action Taker.
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Column name (RTI_Column.Column_Name)
The name of the column to which the change was made. If a Table Name is selected, this field is
filtered accordingly.
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Results Tab

This tab displays a list of the table and column changes that met the selection criteria.

Panel Layout

P> fudit Trail Search

Audit Trail Search

Criteria Results ]

Mumber of Entries: 0

Object Type  Objectld Action Taker Date| Time Table ColumnMame  Mew'Walue | Previous Value

Panel Elements

List Box
Displays a list of the audit records that meet the selection criteria. Each user can customize the list
box to display the data differently if appropriate.

Number of Entries
The number of audit records in the list.
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File Download Search Panel
This query allows you to identify who has downloaded files that were provided to users through the
File Download Manager. This includes accounts using WebFirst as well as people using
CustomerFirst and SalesFirst.

Access
To access this panel select Queries and Ad-hoc Search and File Download Search from the menu

bar.

Menu Bar Choices

File Download Search

Open Query

Save New Query
Save Query

Display SQL for Query

Open Query
Displays the Available Queries pop-up box for the user to select an existing saved query.

Save New Query
Displays the Save Query pop-up box to save the current query as a new saved query.

Save Query
Saves the criteria changes to the existing saved query.

Display SQL for Query
Displays the SQL Statement for Query panel to allow the user to view the SQL used to run the
specific query.

Button Controls

Search
Performs a search for the users who have downloaded files that were provided through the File
Download Manager using the selected criteria.
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Criteria Tab

This tab contains the search criteria related to the files that have been downloaded from users in
CustomerFirst and SalesFirst as well as accounts who have logged into WebFirst.

Panel Layout

P File Download Search |:||§|E|
Criteria ] Flesults]
Account; | |E Fles lgnore
Account 10 | | =
Contact: | |E
Parent Acct.: | |E
Rezeller Acct.: | |E
Acct, Type: | vl
Department; | vl
Person: | |ﬂ
Source: | vl
Download D ate:
T B [
Download Time:
| | | | Files in Histary: ,l
Panel Elements
Account (WFS_DL_History.Customer_Id)

The name of the account that downloaded the file.

Account ID (WFS_DL_History.Customer_Id)
The unique identifier of the account that downloaded the file.

Contact (WFS_DL_History.Contact_Id)
The name of the contact that downloaded the file.
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Parent Acct. (Customer_Csm.Parent_Cust_Id)
The parent account for one or more accounts. If selected, downloads for accounts associated with
the Parent Account are returned in the results.

Reseller Acct. (Customer_Csm.Reseller_Cust_Id)
The reseller account for one or more accounts. If selected, downloads for accounts associated with
the Reseller Account are returned in the results.

Acct. Type (Customer_CSM.Customer_Type_Id)
The type of account.

Department (WFS_DL_History.Department_1d)
The department to which the user belongs that downloaded the file(s).

Person (WFS_DL_History.Person_Id)
The person that downloaded the file(s).

Source (WFS_DL_History.DL_Source_Id)
The application used to download the file. Valid values are WebFirst or CustomerFirst or SalesFirst.

Download Date (WFS_DL_History.Download_Date)
The date range for which the download took place.

Download Time (WFS_DL_History.Download_Time)
The time range for which the download took place.

Ignore (checkbox)
If checked, any selection made in the Tree Structure will be ignored for search purposes.

Tree Structure
Displays a list of all the files that are available for download purposes. If the Ignore checkbox is
checked, any selection made in the tree structure will be ignored for search purposes.

Files In History
Allows you to search based on a file that was previously downloaded but can no longer be
downloaded.
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Results Tab

This tab displays a list of the accounts, contacts, and/or users that have downloaded files based on
the criteria selected.

Panel Layout

F> File Download Search

Criteria Results l

Entries: O
Account Mame Contact Mame File M ame Download Date . Download Time | File Desc.

Open Account

Open Cantact

[~
|

Panel Elements

List Box
Displays a list of the accounts and/or internal users that have downloaded files and the files

downloaded based on the criteria selected. Each user can customize the list box to display the data
differently if appropriate.

Entries
The number of files displayed in the list box.
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List Box Button Controls

Open Account
Opens the Account Information panel for the account related to the item selected in the list
box.

Open Contact
Opens the Account Contact panel for the contact related to the item selected in the list box.
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WebFirst Login Search Panel

This query allows you to identify who has logged into WebFirst, when they logged in, and for how
long they were logged in.

Access
To access this panel select Queries and Ad-hoc Search and WebFirst Login Search from the menu

bar.

Menu Bar Choices

WebFirst Login Search

Open Query

Save New Query
Sayve Query

Display SQL for Query

Open Query
Displays the Available Queries pop-up box for the user to select an existing saved query.

Save New Query
Displays the Save Query pop-up box to save the current query as a new saved query.

Save Query
Saves the criteria changes to the existing saved query.

Display SQL for Query
Displays the SQL Statement for Query panel to allow the user to view the SQL used to run the
specific query.

Button Controls

Search
Performs a search for the people who logged into WebFirst using the selected criteria.
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Criteria Tab

This tab contains the search criteria related to the accounts who have logged into WebFirst.

Panel Layout

F» WehFirst Login Search

WebFirst Login Search
Criteria ] F|3$ult$]
Login
Date: | | | | Account: | |E
Time: | ” | Account |D: | |
C :
Login type ontack: | |E
Parent Acct.: | |E
() Bcount
Y Corizet Feseller Acct.: | |E
() Adrin Acct. Type: | 'l
(=) lghore
Panel Elements
Date (WFS_Login_History.Login_Date)

The date range when the person logged into WebFirst.

Time (WFS_Login_History.Login_Time)
The time range when the person logged into WebFirst.

Login Type (WFS_Login_History.User_Type_Flag)
The type of login used to access WebFirst. Valid selections are ‘Account’, ‘Contact’, and ‘Admin’. If
‘Ignore’ is selected, the search will not use the Login Type as a criterion.

Account (WFS_Login_History.Customer_lId)
The name of the account logged into WebFirst.

Account ID (WFS_Login_History.Customer_ld)
The unique identifier of the account logged into WebFirst.
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Contact (WFS_Login_History.Contact_Id)
The name of the contact logged into WebFirst.

Parent Acct. (Customer_Csm.Parent_Cust_Id)
The parent account for one or more accounts. If selected, WFS access for accounts associated with
the Parent Account are returned in the results.

Reseller Acct. (Customer_Csm.Reseller_Cust_Id)
The reseller account for one or more accounts. If selected, WFS access for accounts associated with
the Reseller Account are returned in the results.

Acct. Type (Customer_CSM.Customer_Type_Id)
The type of account.
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Results Tab

This tab displays a list of the accounts and contacts that logged into WebFirst based on the criteria
selected.

Panel Layout

F» WebFirst Login Search

WebFirst Login Search

Criteria  Results

Mumber of Entries: 0

Sccount . Contact | Login Type  LoginDate Login Time | Logout Date Logout Time . Minutes

[~
|

Panel Elements

List Box
Displays a list of the accounts and contacts that logged into WebFirst based on the selection criteria.
Each user can customize the list box to display the data differently if appropriate.

Number of Entries
The number of items displayed in the list box.
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Layout Changes Panel

This query allows you to view a list of all the screen customizations that have been made for each
user group.

Access

To access this panel select Queries and Layout Changes from the menu bar.

Menu Bar Choices

Layout Changes

Search  F9
Delete Customization

Search F9
Performs the search using the selected criteria.
Delete Customization

Deletes the customization(s) selected in the list. This menu option is disabled if there are no screen
customizations in the list.

Panel Layout

*m| Layout Changes |Z| |E| {z|

Layout Changes

Uzer Group: | <ally w

Mumber of Entriez: 0

zer Group | Panel/Popup | Field Mame Capltion  Default Value | ‘Windows Style | RTI £
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Panel Elements

User Group

The user group for which you want to search for screen customizations. A value of ‘<All>' is available
if you wish to search for all screen customizations for all user groups.

List Box
Displays a list of the screen customizations that have been completed for the selected User Group.

Number of Entries
Displays the number of customizations in the list.

Columns

Caption
Displays the new field label if the label was modified.

Windows Style
Identifies if the field is visible or hidden, and disabled or enabled.

RTI Style
Identifies if the field is required, added from another tab, or a hidden column in a list box.

List Box Button Controls
Delete
Deletes the customization(s) selected in the list. This button is disabled if there are no
screen customizations in the list.

Panel Button Controls

Search
Performs a layout changes search for the selected User Group.
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List of all Forms Panel

This query allows you to view a list of all forms, both Print and E-mail, in the database. You can
perform this search for all public forms, all private forms, or for both.

Access

To access this panel select Queries and List of all Forms from the menu bar.

Panel Layout

‘| List of all Forms |-_||E|E|
List of all Forms
Select Forms to show: | hd
Mumber of Entries; 0
Form D | Form Type  Form Target Form Mame | Default | Private Format Separately | [ [elete
< *

Panel Elements

Select Forms to show
Indicates whether you want to see the ‘Public’ forms, the ‘Private’ forms, or all forms.

List Box
Displays a list of the forms based on the selection in the Select Forms to show field.

Number of Entries
Displays the number of forms in the list.
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Columns

Form Target
The panel or pop-up box for which the form was created.

Default
Indicates that this form is an RTI defined form.

List Box Button Controls
Delete
Deletes the form(s) selected in the list. This button is disabled if there are no forms in the
list.

Panel Button Controls

Search
Performs a search for the forms identified in the Select Forms to show field.
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Import Utility

The Import Utility provides standard import programs that allow you to import key data from flat files.
Depending on the specific import one or more of the following will be available:

e  Perform a New import (This is typically the system default)
Import records will be processed as new records.

e  Perform a New/Re-import
Import records may be processed as new records or as updates to existing records.

e  Perform a Re-import
Import records will be processed as updates to existing records.

The import utility will prompt you to complete the following steps:

Choose the import to run
Select your import file

Select import options

Identify your import file layout
Preview the import data

Select additional import options
Run the import

Order of Imports
If you are using more than one type of import it may be important in which order they are run. For
example if you are importing product information and licenses, the Product Import should be run
before the License Import.
Refer to the Overview Section of this manual for a discussion of the sequence for defining tables. For
example, before you can import problems, the codes used by the problem must be defined as well
as products.

Login

When you execute the CustomerFirst Import utility (RTIIMP.exe), a logon pop-up box is displayed.

Import File
You can import a text file or an XML file. If a Microsoft Excel file is being used, it should be saved as
a .CSYV file for importing purposes.

Importing Date and Time Fields

When importing a date, the system will use the date format that the user has selected on the Select
Import File panel of the Import Wizard.
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Since time is stored and displayed based on a 24 hour clock in the system, the import converts the
time from the import file so that the import file does not have to be in a 24 hour clock format. For
example, a time field can appear in the import file at 2:28 PM but when it is imported and displayed
in the system, it appears as 14:28.

When performing an import and a date and/or time is required, in most cases the current date is
used and a time of 12:00:00 is assumed.

Importing Code Value Fields

When importing data for a field where the valid values are defined in Maintain Codes/Code Types,
you can use the predefined Long Value or the predefined Short Value for a specific field value.

Input File Format

Each record in the import file should be terminated with a new line character. Even if a field is blank,
you still need to use a delimiter (i.e. comma) to specify the field. Fields can be enclosed in double
guotes, but this is not normally required. If a field contains a comma, or a new line character, or a
double quote, the field must be enclosed in double quotes. If a field contains a double quote, it must
be represented as two consecutive double quotes. When a record is inserted into the database, the
consecutive two double quotes will be changed to a single double quote, but all new line characters
or commas will still be in the field.

In order to blank out the data for an existing field, you must enter two double quotes for the field
value. It would appear as ,”, in the import file. You cannot make required fields blank.

Files Created During the Import Process
The following describes the files that are created during the import process.

Import Data before Editing (.itr)

When the user uses the column header mapping (discussed later in this section) in the Import
Wizard, a new file is created. This file is called <import file name>.itr file. This file is stored in the
directory where the import file is located. This file contains only the data in the import file without
the column headers. All data is enclosed in quotation marks.

Import Data after Editing (.rpl)

If the user edits the import file while using the Import Wizard (such as adding a new column), a

new file is created. This file is called <import file name>.rpl file. This file is stored in the directory
where the import file is located. This file can be used any time in the future if the user wishes to
make additional changes to the file and use that as the import file.

Rejected Records (.rej)

If there is any type of error in the import, it will be recorded in the RTIIMP.log file. This log file is
currently placed in the directory where the data file is located.

14 -2 RTI Software (11/30/06)



System Administration Data Imports

If there is an error in a specific record that is being imported, such as the data for a drop down
field cannot be identified, the record is rejected. Rejected records are displayed in the main
window of the RTIIMP.exe. and are captured in the <import file name>.rej file. This file is stored
in the directory where the import file is located. You can open this file as a text document, make
the changes to the rejected records, and import the data again using this file.

Template File (.tpc)

A .tpc file is created that identifies the selections made on the Choose Layout panel. The file
name is the same name as the import file <<import file name>>.tpc. It is stored in the directory
that contains the RTIIMP.exe executable that you are running. A .tpc file can be used in other

imports. The file can be selected in the Select Template File field on the Select Import File
panel.

Log File

The import utility creates a log file called rtiimp.log. It can be found in the directory that contains
the RTIIMP.exe executable that you are running. The log file contains warnings and errors
associated with the import.
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Menu Bar Choices

File View Help
Start Import Wizard Import Fields About
Exit

File/Start Import Wizard
Displays the Import Wizard to allow the user to begin the import process.

File/Exit
Closes the Import Utility.

View/Import Fields
Displays the View Import Fields pop-up box to allow the user to select a specific import and view the
list of the fields available to import.

Help/About
Displays the About CustomerFirst Import pop-up box to allow the user to view which release of
CustomerFirst is being run.
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View Import Fields Pop-Up Box

This pop-up box allows the user to view a list of the fields that are available as part of the specified
import.

Pop-Up Box Layout

Yiew Import fields

Import Type: I j
Tatal Figlds:

Field Mame |

Frint I Cancel

Pop-Up Box Elements

Import Type
The name of the import file for which the import fields will be displayed.

Total Fields
The total number of fields available in the import displayed in the list box.

List Box
Displays a list of all the import fields for the import selected in the Import Type field.

Pop-up Button Controls
Print
Displays the Printer Specifications pop-up box to allow the user to select where the list of fields

should be printed.

Cancel
Closes the View Import Fields pop-up box.
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Standard Import Programs

The following standard import programs are available. It is identified for each import whether data
can be re-imported for existing records.

Account (can be re-imported)

Account and Contact (can be re-imported)
Characteristic Value (cannot be re-imported)
Contact (can be re-imported)

Contact Activity (cannot be re-imported)
Contact Type (cannot be re-imported)
Equipment (can be re-imported)

Incident & Problem (cannot be re-imported)
Incident History (cannot be re-imported)
License (can be re-imported)

Maintenance Contract (cannot be re-imported)
Personnel (can be re-imported)

Problem Only (cannot be re-imported)
Problem History (cannot be re-imported)
Product (can be re-imported)

Sales Opportunity (cannot be re-imported)
Sales Opportunity History (cannot be re-imported)
Shipment (can be re-imported)
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Account Import

The Account Import allows you to load specific data from a file for new or existing accounts. This
import can be run in two different ways:

e New Import (This is the default)
Import records will be processed as new records.

e New/Re-import (‘Perform re-import’ option)
Import records may be processed as new records or as updates to existing records.

Tables Used in this Import

Customer
Customer_CSM
Customer_Type
Address
Department
Personnel
Codes
Cont_Source

Options

e An Update Address information if match is found option is available on the Other Import Options
screen in the Import Wizard. If this option is selected, the account address lines will be updated
if the Name, and Mailing Country, Mailing State/Prov, and/or Mailing City as indicated in the
import options match to an existing account, and new information is provided in the import file.

This option is ignored for the specific record if a Customer Id or Source Customer Id is provided
in the import file. The address information will be updated if new information is provided in the
import file.

e A Check for existing accounts in option is available on the Other Import Options screen in the
Import Wizard. This allows you to indicate if the same Country, same State/Prov, and/or same
City should be used with the Compressed Name when the system is looking for an existing
account during the import process. The Same State/Prov and Same City are checked by
default. If none of these are checked, only the Compressed Name will be used.

This option is ignored for the specific record if a Customer Id or Source Customer Id is provided
in the import file.

Looking for an Existing Account With the Same Name

The Compressed Name for the account is used when searching for similar account names. The
values defined in the Remove_BegChar_lId field and the Remove_EndChar_lId field in Maintain
Codes and Code Types are removed from the beginning or end of the Account Name when creating
the Compressed Name.
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The following characters are automatically removed from the name: Apostrophe, Period, Semicolon,
Exclamation, and Asterisk. The space for the apostrophe and period characters are also removed.
Commas are replaced with a space. The values defined for Remove_BegChar_lId field in Maintain
Codes/Code Types are then removed from the Account Name if followed by a space. Values defined
for Remove_EndChar_Id field are removed from the Account Name if preceded by a space. All
additional punctuation, special characters, and spaces are then removed and the case of the
Compressed Name is ignored.

For example, if there is an existing account named Hanover Systems, Inc. and a new account is
added named Hanover Systems Incorporated or Hanover Systems Company, the names would be
compared as Hanover Systems and a match would be found.

This does not occur for the specific record if a Customer Id or Source Customer Id is provided in the
import file.

Import Processing

Using the New Import Facility

e |f the Customer_ld is in the import file, and an account with this Customer_Ild does not
already exist, a new record is added. If the Customer_lId is in the import file, and an
account with this Customer_Id already exists, the import record is rejected.

e If the Customer_lId is not in the import file, but the Source_Cust_Id is filled in, and an
account with this Source_Cust_Id does not already exist, a new record is added. If the
Customer_ld is not in the import file, but the Source_Cust_Id is filled in, and an account
with this Source_Cust_Id already exists, the import record is rejected.

e If neither the Customer_lId nor Source_Cust_Id is provided, the import program searches
for an existing account with the same Name, and Mailing Country, Mailing State/Prov,
and/or Mailing City as indicated in the import options. If no match is found, a new record is
added. If an existing account is found, the import record is rejected.

Using the New/Re-Import Facility

e |f the Customer_ld is in the import file and an account with this number already exists, that
account will be used.

e If the Customer_lId is in the import file and an account with this number does not already
exist, the import program searches for an existing account with the same Name, and
Mailing Country, Mailing State/Prov, and/or Mailing City as indicated in the import options.
If no record is found, a new account record is added. If a match is found, a new account
record is added and a warning message is provided in the log file.

e If the Customer_Id is not in the import file, but the Source_Cust_Id is filled in, if a single
account with this Source_Cust_Id already exists, that account will be used. If multiple
matches are found in the database, the record is rejected.

e If the Customer_Id is not in the import file, but the Source_Cust_Id is filled in, if an account
with this Source_Cust_Id does not already exist, the import program searches for an
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existing customer with the same Name, and Mailing Country, Mailing State/Prov, and/or
Mailing City as indicated in the import options. If no record is found, a new account record
is added. If a match is found, a new account record is added and a warning message is
provided in the log file.

e If neither the Customer_ld nor Source_Cust_Id is provided, but the account Name is
provided, if a single account with the same Name, and Mailing Country, Mailing State/Prov,
and/or Mailing City as indicated in the import options already exists, that account will be
used. If multiple matches are found in the database, the record is rejected.

e If neither the Customer_ld nor Source_Cust_Id is provided, but the account Name is
provided, if an account with this name does not exist, a new account record is added.

e If neither the Customer_ld, nor Source_Cust_ld or account Name is provided, the record is
rejected.

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Billing_Address.Country_Name
If filled, must contain a valid name from the Country table.

Billing_Address.Misc_Dropdown1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.

Billing_Address.State
If filled and it contains a valid two character US state abbreviation, the Billing_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Billing_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.

Customer.Active_Flag
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Customer.Customer_Id
If this is left blank, a Customer Id will be assigned by the system when importing a new customer
record. See the Import Processing section above for additional information.

Customer.Customer_Name
This is a required field when importing a new customer. See the Import Processing section above for
additional information.

Customer.Lead_Source
If filled in, each level of the lead source hierarchy must be separated by a pipeline (|) character. It is
not necessary to include ‘All Leads’ in the hierarchy.

Customer.Sales_Person

If filled in, must uniquely identify a sales person who is defined in the Personnel table with a User
Class of ‘Salesperson'. The last name can be used by itself if it is unique. If first name is specified, it
must be represented as Last_Name, First Name.
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Customer.Sales_Region
If filled in, must contain the name of an active department in the Department table. The department
identified must have a department type with an Internal Value of ‘Sales'.

Customer_Csm.Act_Status
If filled in, must contain a valid value for Act_Status_Id from the Codes table.

Customer_Csm.Credit_Status
If filled in, must contain a valid value for Credit_Status_Id from the Codes table.

Customer_Csm.Cust_Priority
If filled in, must contain a valid value for Priority_Id from the Codes table.

Customer_Csm.Customer_Type
If filled in, must contain an active Customer Type from the Customer_Type table.

Customer_Csm.HdI_Status
If filled in, must contain a valid value for Hdl_Status_Id from the Codes table.

Customer_Csm.Message End_Date
This field is required if the Special_Message field is being used.

Customer_Csm.Miscl Cust_Name
If filled in, must contain the name of a valid customer and uniquely identify the customer.

Customer_Csm.Misc_Dropdown1-16
If filled in, must contain a valid value for Customer_Misc1-16_Id from the Codes table.

Customer_Csm.Parent_Cust_Id
If filled in, must contain a valid existing Customer Id.

Customer_Csm.Parent_Cust
If filled in, must contain the name of a valid customer and uniquely identify the customer.

Customer_Csm.Reseller_Cust_Id
If filled in, must contain a valid existing Customer Id. The customer identified must have a Customer
Type of ‘Reseller.

Customer_Csm.Reseller_Cust
If filled in, must contain the name of a valid customer. The customer identified must have a Customer
Type of ‘Reseller'.

Customer_Csm.Sales_Status
If filled in, must contain a valid value for Sales_Status_Id from the Codes table.

Customer_Csm.Sic_Code
If filled in, must contain a valid value for Industry_Code_Id from the Codes table.

Customer_Csm.Source_Cust_lId
This is may be a required field when importing customer information. See the Import Processing
section above for additional information.
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Customer_Csm.Support_Center
If filled in, it must contain the name of an active department that has been defined in the Department
table. The department must have a Department Type with an Internal Value of ‘CS' or ‘Sales'.

Customer_Csm.Web_User_Class
If filled, must contain a valid value for User_Cls_Name_Id from the Codes table that has an Internal
Value of ‘WFS'.

Customer_Csm.Web_User_Group
If filled in, it must contain a valid value for User_Group_Id from the Codes table. The User Group
must have an Internal Value of ‘WFS’.

Mailing_Address.Country_Name
If filled, must contain a valid name from the Country table.

Mailing_Address.Misc_Dropdown1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.

Mailing_Address.State
If filled and it contains a valid two character US state abbreviation, the Mailing_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Mailing_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.

Shipping_Address.Country_Name
If filled, must contain a valid name from the Country table.

Shipping_Address.Misc_Dropdownl1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.

Shipping_Address.State
If filled and it contains a valid two character US state abbreviation, the Shipping_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Shipping_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.
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Account & Contact Import

This import allows you to enter account and contact data at one time. This import can be run in two
different ways:

e New Import (This is the default)
All records will be processed as new records.

e New/Re-import (‘Perform re-import’ option)
Import records may be processed as new records or as updates to existing records.

Tables Used in this Import

Customer
Customer_CSM
Customer_Type
Address
Department
Personnel
Codes
Cont_Source

Options

An Update Address information if match is found option is available on the Other Import Options
screen in the Import Wizard. If this option is selected:

— The account address lines will be updated if the account Name, and Mailing Country,
Mailing State/Prov, and/or Mailing City as indicated in the import options match to an
existing account, and new information is provided in the import file.

This option is ignored for the specific record if a Customer_Id or Source_Cust_Id is
provided in the import file. The address information will be updated if new information is
provided in the import file.

— The contact address information will be updated if an existing contact record is found, and
new address information is provided in the import file.

This option is ignored for the specific record if a Contact_lId is provided in the import file.
The address information will be updated if new information is provided in the import file.

A Check for existing accounts in option is available on the Other Import Options screen in the
Import Wizard. This allows you to indicate if the same Country, same State/Prov, and/or same
City should be used with the Compressed Name when the system is looking for an existing
account during the import process. The Same State/Prov and Same City are checked by
default. If none of these are checked, only the Compressed Name will be used.

This option is ignored for the specific record if a Customer Id or Source Customer Id is provided
in the import file.
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Looking for an Existing Account With the Same Name

The Compressed Name for the account is used when searching for similar account names. The
values defined in the Remove_BegChar_Id field and the Remove_EndChar_lId field in Maintain
Codes and Code Types are removed from the beginning or end of the Account Name when creating
the Compressed Name.

The following characters are automatically removed from the name: Apostrophe, Period, Semicolon,
Exclamation, and Asterisk. The space for the apostrophe and period characters are also removed.
Commas are replaced with a space. The values defined for Remove_BegChar_lId field in Maintain
Codes/Code Types are then removed from the Account Name if followed by a space. Values defined
for Remove_EndChar_Id field are removed from the Account Name if preceded by a space. All
additional punctuation, special characters, and spaces are then removed and the case of the
Compressed Name is ignored.

For example, if there is an existing account named Hanover Systems, Inc. and a new account is
added named Hanover Systems Incorporated or Hanover Systems Company, the names would be
compared as Hanover Systems and a match would be found.

This does not occur for the specific record if a Customer Id or Source Customer Id is provided in the
import file.

Import Processing
Using the New Import Facility

e If the Customer_lId is in the import file, and an account with this Customer_ld does not
already exist, a new record is added. If the Customer_Id is in the import file, and an
account with this Customer_Id already exists, the account record is rejected.

e If the Customer_lId is not in the import file, but the Source_Cust_Id is filled in, and an
account with this Source_Cust_Id does not already exist, a new record is added. If the
Customer_ld is not in the import file, but the Source_Cust_Id is filled in, and an account
with this Source_Cust_Id already exists, the account record is rejected.

e If neither the Customer_lId nor Source_Cust_Id is provided, the import program searches
for an existing account with the same Name, and Mailing Country, Mailing State/Prov,
and/or Mailing City as indicated in the import options. If no match is found, a new record is
added. If an existing account is found, the account record is rejected.

e  The account for the contact must be uniquely identified. If more than one existing account
is found in the database, the contact record is rejected.

e If a contact with the same First Name and Last Name is found for the account specified,
the contact record is rejected.

Using New/Re-Import Facility

e |fthe Customer_ld is in the import file and an account with this number already exists, that
account will be used.
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e If the Customer_lId is in the import file and an account with this number does not already
exist, the import program searches for an existing account with the same Name, and
Mailing Country, Mailing State/Prov, and/or Mailing City as indicated in the import options.
If no record is found, a new account record is added. If a match is found, a new account
record is added and a warning message is provided in the log file.

e |fthe Contact_ld is in the import file and a contact with this number already exists, that
contact and account will be used.

e |fthe Contact_ld is in the import file and a contact with this number does not already exist,
the record will be rejected.

e If the Customer_Id is not in the import file, but the Source_Cust_Id is filled in, if a single
account with this Source_Cust_lId already exists, that account will be used. If multiple
matches are found in the database, the record is rejected.

e If the Customer_lId is not in the import file, but the Source_Cust_Id is filled in, if an account
with this Source_Cust_Id does not already exist, the import program searches for an
existing account with the same Name, and Mailing Country, Mailing State/Prov, and/or
Mailing City as indicated in the import options. If no record is found, a new account record
is added. If a match is found, a new account record is added and a warning message is
provided in the log file.

e If neither the Customer_ld nor Source_Cust_|d is provided, but the account Name is
provided, if a single account with the same Name, and Mailing Country, Mailing State/Prov,
and/or Mailing City as indicated in the import options already exists, that account will be
used. If multiple matches are found in the database, the record is rejected.

e If neither the Customer_Id nor Source_Cust_Id is provided, but the account Name is
provided, if an account with this name does not exist, a new account record is added.

e If neither the Contact_Id, nor Customer_Id, nor Source_Cust_ld nor account Name is
provided, the record is rejected.

e |fthe Contact_ld is not provided, the account can be identified, and a contact with the
same First Name and Last Name already exists for the account, that contact will be used.

e If the Contact_lId is not provided, the account can be identified as a new account in the
import or an existing account, and there is no contact with the same First Name and Last
Name for the account, a new contact record will be added.

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Billing_Address.Country_Name
If filled, must contain a valid name from the Country table.

Billing_Address.Misc_Dropdown1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.
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Billing_Address.State
If filled and it contains a valid two character US state abbreviation, the Billing_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Billing_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.

Cust_Personnel.Active_Flag
If filled in, valid values are 'Y', 'y', ‘N', or ‘'n".

Cust_Personnel.Cust_Person_Id
If filled in for a personnel reimport, this field is used to identify an existing contact.

Cust_Personnel.Default_Contact

If filled in, it indicates whether or not the person is the default contact for the customer. Valid values
are 'Y', 'y', ‘N', or ‘n'. If a contact is indicated as the default contact, the contact cannot be marked as
inactive.

Cust_Personnel.First_ Name
This is a required field for a new contact record. See the Import Processing section above for
additional information.

Cust_Personnel.Last_Name
This is a required field for a new contact record. See the Import Processing section above for
additional information.

Cust_Personnel.Lead_Source
If filled in, each level of the lead source hierarchy must be separated by a pipeline (|) character. It is
not necessary to include ‘All Leads’ in the hierarchy.

Cust_Personnel.Misc_Dropdown1-16
If filled in, must contain a valid value for Cust_Cont_Misc1-16_Id from the Codes table.

Cust_Personnel.Suffix
If filled, must contain a valid value for Suffix_Id from the Codes table.

Cust_Personnel.Name_Title
If filled, must contain a valid value for Name_Title_Id from the Codes table.

Cust_Personnel.Web_User_Class
If filled, must contain a valid value for User_Cls_Name_Id from the Codes table that has an Internal
Value of ‘WFS'.

Customer.Active_Flag
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Customer.Customer_Id
If this is left blank, a Customer Id will be assigned by the system when importing a new customer
record. See the Import Processing section above for additional information.
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Customer.Customer_Name
This is a required field when importing a new customer. See the Import Processing section above for
additional information.

Customer.Lead_Source
If filled in, each level of the lead source hierarchy must be separated by a pipeline (|) character. It is
not necessary to include ‘All Leads’ in the hierarchy.

Customer.Sales_Person

If filled in, must uniquely identify a sales person who is defined in the Personnel table with a User
Class of ‘Salesperson'. The last name can be used by itself if it is unique. If first name is specified, it
must be represented as Last_Name, First_ Name.

Customer.Sales_Region
If filled in, must contain the name of an active department in the Department table. The department
identified must have a Department Type with an Internal Value of ‘Sales'.

Customer_Csm.Act_Status
If filled in, must contain a valid value for Act_Status_Id from the Codes table.

Customer_Csm.Credit_Status
If filled in, must contain a valid value for Credit_Status_Id from the Codes table.

Customer_Csm.Cust_Priority
If filled in, must contain a valid value for Priority _Id from the Codes table.

Customer_Csm.Customer_Type
If filled in, must contain an active Customer Type from the Customer_Type table.

Customer_Csm.Hdl_Status
If filled in, must contain a valid value for Hdl_Status_Id from the Codes table.

Customer_Csm.Message End_Date
This field is required if the Special_Message field is being used.

Customer_Csm.Miscl Cust_Name
If filled in, must contain the name of a valid customer and uniquely identify the customer.

Customer_Csm.Misc_Dropdown1-16
If filled in, must contain a valid value for Customer_Misc1-16_Id from the Codes table.

Customer_Csm.Parent_Cust_Id
If filled in, must contain a valid existing Customer Id.

Customer_Csm.Parent_Cust
If filled in, must contain the name of a valid customer and uniquely identify the customer.

Customer_Csm.Reseller_Cust_Id
If filled in, must contain a valid existing Customer Id. The customer identified must have a Customer
Type of ‘Reseller'.
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Customer_Csm.Reseller_Cust
If filled in, must contain the name of a valid customer. The customer identified must have a Customer
Type of ‘Reseller.

Customer_Csm.Sales_Status
If filled in, must contain a valid value for Sales_Status_Id from the Codes table.

Customer_Csm.Sic_Code
If filled in, must contain a valid value for Industry_Code_Id from the Codes table.

Customer_Csm.Source_Cust_lId
This is may be a required field when importing customer information. See the Import Processing
section above for additional information.

Customer_Csm.Support_Center
If filled in, it must contain the name of an active department that has been defined in the Department
table. The department must have a Department Type with an Internal Value of ‘CS' or ‘Sales'.

Customer_Csm.Web_User_Class
If filled, must contain a valid value for User_Cls_Name_Id from the Codes table that has an Internal
Value of ‘WFS'.

Customer_Csm.Web_User_Group
If filled in, it must contain a valid value for User_Group_Id from the Codes table. The User Group
must have an Internal Value of ‘WFS’.

Full_Contact_Name

If entered, contains the full contact name including both the first name and last name. The text found
before the first space is encountered is identified as the First Name. The text found after the first
space is the contact’s Last Name.

Group_Name
If filled in, must contain a valid group name for an existing group.

Mailing_Address.Country_Name
If filled, must contain a valid name from the Country table.

Mailing_Address.Misc_Dropdown1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.

Mailing_Address.State
If filled and it contains a valid two character US state abbreviation, the Mailing_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Mailing_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.

Shipping_Address.Country_Name
If filled, must contain a valid name from the Country table.

Shipping_Address.Misc_Dropdownl1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.
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Shipping_Address.State

If filled and it contains a valid two character US state abbreviation, the Shipping_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Shipping_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.
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Characteristic Value Import

This import allows you to enter characteristic values that are associated with predefined
characteristic types. This import is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Char_Type
Char_Value
Product
Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Char_Type Name
Must contain a valid Characteristic_Type from the Char_Type table.

Product_Family
If filled in, must contain a valid value for the Product_Family Id from the Codes table. If both this field
and Product_Name are filled in, the record will be rejected.

Product_Name
If filled in, must contain a valid product name from the Product table. If both this field and
Product_Family are filled in, the record will be rejected.
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Contact Import

The Contact Import allows you to load specific data from a file for new or existing contacts. This
import can be run in two different ways:

New Import (This is the default)
All records will be processed as new records.

New/Re-import (Perform re-import option)
Import records may be processed as new records or as updates to existing records.

Tables Used in this Import

Options

Customer
Customer_CSM
Cust_Personnel
Address
Group_Definition
Codes
Cont_Source

e An “Update Address information if match is found” option is available on the Other Import
Options screen in the Import Wizard. If this option is selected, the contact address information
will be updated if an existing contact record is found, and new address information is provided in
the import file.

This option is ignored for the specific record if a Contact Id is provided in the import file. The
address information will be updated if new information is provided in the import file.

Import Processing

Using New Import Facility

The account for the contact must be uniquely identified using the Customer _Id,
Source_Customer_Id, or the Customer_Name. If a single account cannot be identified in
the database, the record will be rejected.

If a contact with the same First Name and Last Name is found for the account specified,
the record will be rejected.
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Using New/Re-Import Facility

e |fthe Contact_ld is provided in the import file and a contact with this number already exists,
that contact will be used.

e |fthe Contact_ld is provided in the import file and a contact with this number does not
already exist, the record will be rejected.

e  If neither the Contact_Id, nor Customer_Id, nor Source_Cust_Id is provided in the import
file, but the Customer_Name is provided, if a single account with the same Name, same
Mailing City as the Contact Mailing City, and same Mailing State as the Contact Mailing
State already exists, that account will be used. If multiple matches are found in the
database, the record is rejected.

e Ifthe Contact_Id is not provided, the account can be identified, and a contact with the
same First Name and Last Name already exists for the account, that contact will be used.

e Ifthe Contact_Id is not provided, the account can be identified, and there is no contact with
the same First Name and Last Name for the accounr, a new contact record will be added.

e If neither the Contact_Id, nor Customer_Id, nor Source_Cust_Ild nor Customer_Name is
provided, the record is rejected.

e If an existing account cannot be identified the record is rejected.

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Billing_Address.Country_Name
If filled, must contain a valid name from the Country table.

Billing_Address.Misc_Dropdown1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.

Billing_Address.State
If filled and it contains a valid two character US state abbreviation, the Billing_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Billing_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.

Cust_Personnel.Active_Flag
If filled in, valid values are 'Y', 'y', ‘N', or ‘'n".

Cust_Personnel.Cust_Person_lId
If filled in for a personnel reimport, this field is used to identify an existing contact.
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Cust_Personnel.Default_Contact
If filled in, it indicates whether or not the person is the default contact for the customer. Valid values

are 'Y','y', ‘N', or ‘n'. If a contact is indicated as the default contact, the contact cannot be marked as
inactive.

Cust_Personnel.First_ Name
This is a required field for a new contact record. See the Import Processing section above for
additional information.

Cust_Personnel.Last_Name
This is a required field for a new contact record. See the Import Processing section above for
additional information.

Cust_Personnel.Lead_Source
If filled in, each level of the lead source hierarchy must be separated by a pipeline (|) character. It is
not necessary to include ‘All Leads’ in the hierarchy.

Cust_Personnel.Misc_Dropdownl1-16
If filled in, must contain a valid value for Cust_Cont_Misc1-16_Id from the Codes table.

Cust_Personnel.Suffix
If filled, must contain a valid value for Suffix_Id from the Codes table.

Cust_Personnel.Web_User_Class
If filled, must contain a valid value for User_Cls_Name_Id from the Codes table that has an Internal
Value of ‘WFS'.

Cust_Personnel.Name_Title
If filled, must contain a valid value for Name_Title_Id from the Codes table.

Customer.Customer_Id
If filled in, it must be a valid existing Customer_ld in the database. Source_Cust_Id and Name are
ignored if this field is filled in. If it is not filled in, the Source_Cust_Id or Name must be filled in.

Customer.Customer_Name
If Customer_Id or Source_Cust_Id is filled in, this field is ignored. If used, it must uniquely identify
only one customer in the database.

Customer_Csm.Source_Cust_lId
If Customer_Id is filled in, this field is ignored. Otherwise, if it is filled in, it must be able to uniquely
identify an existing customer in the database.

Full_Contact_Name

If entered, contains the full contact name including both the first name and last name. The text the is
found before the first space is encountered is identified as the First Name. The text found after the
first space is the contact’'s Last Name.

Mailing_Address.Country_Name
If filled, must contain a valid name from the Country table.

Mailing_Address.Misc_Dropdownl-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.
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Mailing_Address.State
If filled and it contains a valid two character US state abbreviation, the Mailing_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Mailing_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.

Shipping_Address.Country_Name
If filled, must contain a valid name from the Country table.

Shipping_Address.Misc_Dropdownl1-2
If filled in, it must contain a valid value for Address_Misc1-2_Id from the Codes table.

Shipping_Address.State
If filled and it contains a valid two character US state abbreviation, the Shipping_Address.Time_Zone
field will be populated with the appropriate value from the Codes table.

Shipping_Address.Time_Zone
If filled, must contain a valid value for Time_Zone_Id from the Codes table.
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Contact Activity Import

This import allows you to enter contact activity information. No tickler information will be imported as
part of this import. This import is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Cust_Personnel
Customer
Customer_Csm
Contact_History
Personnel
Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Act_Contact_Name
If filled in, must contain a value contact name in the format Last Name, First Name. This must
uniquely identify an existing contact.

Activity_Outcome
If filled in, must contain a valid value for Outcome_Id from the Codes table.

Activity_Purpose
If filled in, must contain a valid value for Purpose_Id from the Codes table.

Activity_Type
Must contain a valid value for Sls_Activity Id from the Codes table. This field is required.

Cust_Person_Id
If filled in, must contain a valid Cust_Person_Id from the Cust_Personnel table.

Customer_lId
If filled in, must contain a valid Customer_Id from the Customer table. If the Cust_Person_|Id field is
filled in, this field is ignored.

Customer_Name
If filled in, must contain a valid Name from the Customer table. If the Cust_Person_Id or
Customer_Id fields are filled in, this field is ignored.

Event_Date
If this field is not filled in, the current date will be used.
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Event_Time
If this field is not filled in, the current time will be used.

Excl_Campaigns
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n".

Excl_Email
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Excl_Phases
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Excl_Phone
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Excl_Pmail
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n".

First Name
The combination of the First. Name and Last_Name fields must be unique. If Cust_Person_ld is filled
in, this field is ignored.

Last Name
The combination of the First. Name and Last_Name fields must be unique. If Cust_Person_ld is filled
in, this field is ignored.

Left Message
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Misc_Dropdown1-2
If filled in, must contain a valid value from the Codes table for ContActv_Misc1-2_1d.

Misc_Flag1l-2
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Person_Name
If filled in, must contain a value contact name in the format Last Name, First Name. This must
uniquely identify an existing contact. If Cust_Person_|Id is filled in, this field is ignored.

Source_Customer_Id
If filled in, must contain a valid Source_Customer_Id from the Customer_Csm table.

Tick_Priority
If filled in, must contain a valid value for Tick_Priority _Id from the Codes table.
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Contact Type Import

This import allows you to add contact types associated with a specific contact person for an account.
This import is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Customer
Customer_CSM
Cust_Personnel
Product_Interest
Product

Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Contact_lId
If filled in, must contain an existing Contact Id. If this field is filled in, the following fields are ignored:
First Name, Last_ Name, Customer_ld, Customer_Name, and Source_Cust_Id.

Contact_Name
The name of the contact in the format Last Name, First Name.

Contact_Type
If filled in, must be a valid value for Contact_Type_Id from the Codes table. Both Prod_Int_ Name and
Contact_Type cannot be blank.

Customer_lId
If filled in, it must be a valid existing Customer Id. This field is ignored if Contact_Id is filled in.

Customer_Name
If filled in, it must be a valid existing Customer. This must uniquely identify the customer. This field is
ignored if Contact_ld is filled in.

First_Name
The contact's first name. The contact must exist in the database. If Contact_Id is filled in, this field is
ignored.

Last Name
The contact's last name. The contact must exist in the database. If Contact_lId is filled in, this field is
ignored.

Prod_Int_Name
If filled in, must be a valid product name in the Product table. Both Prod_Int_Name and
Contact_Type cannot be blank.
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Source_Cust_Id
If Customer_lId is filled in, this field is ignored. Otherwise, it will be used to find the customer with the
same Source_Cust_Id. This field is ignored if Contact_Id is filled in.
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Equipment Import
This import allows you to enter equipment information. This import can be run in two different ways:

e New Import (This is the default)
Import records will be processed as new records.

e New/Re-import (Perform re-import option)
Import records will be processed as new records or as updates to existing records.

Tables Used in this Import

Customer
Cust_Personnel
Equipment
Vendor

Product

Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Contact_lId
If filled in, must be a valid Contact_Id that already exists in the database. This must be blank if the
equipment being imported has a status of ‘Inventory'.

Contact_Name

If Contact_lId is filled in, this field will be ignored. If this is filled in, must contain a valid full name from
the Cust_Personnel table for the customer identified. The format of this field is Last_ Name,

First_ Name. This must be blank if the equipment being imported has a status of ‘Inventory'.

Customer_Id
If filled in, must be a valid Customer Id that already exists in the database. This must be blank if the
equipment being imported has a status of ‘Inventory'.

Customer_Name

If Customer_Id is filled in, this field will be ignored. If this is filled in, it must contain a valid customer
name which uniquely identifies a customer in the database. This must be blank if the equipment
being imported has a status of ‘Inventory'.

Equip_Status
For new records this field must be filled in and contain a valid value for Equip_Status_Id in the Codes
table. The following values shipped with the system are the only valid ones that can be used with the
import program.

‘Installed’ This status indicates the equipment item is installed at the customer
site. If this status is used, Customer_Name or Customer_Id must be filled in
and valid. Model_Name must exist and be valid as well.
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‘Inventory’ This indicates an item in inventory for customer use. If this status is
used, Equipment_Owner, Customer_Id, Customer_Name, Contact_Id, and
Contact_Name must be blank.

Equipment_Owner
If filled in, must contain a valid value for Equipment_Owner_Id in the Codes table. This must be
blank if the equipment being imported has a status of ‘Inventory'.

Equipment_Type
For new records this field must be filled in and contain a valid value for Equipment_Type_Id in the
Codes table.

Inventory_Tag_No
If filled in, must be a unique alpha-numeric value.

Manufacturer
If filled in, must be a valid vendor name in the Vendor table.

Misc_Dropdown1-8
If filled in, must be a valid value for Equipment_Misc1-8_Id from the Codes table.

Model _Name
For new records this field is required. Must contain a valid model name in the Product table.

Repair_Vendor
If filled in, must be a valid vendor name in the Vendor table.

Selling_Vendor
If filled in, must be a valid vendor name in the Vendor table.
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Incident & Problem Import

This import allows you to create an incident and problem record at the same time for a customer
issue or an internal request. This import is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Incident
Problem
Customer
Cust_Personnel
Equipment
Personnel
Product

Codes

Import Processing

Because the Incident & Problem import performs the same processing for incidents as the Incident
panel, certain system defaults may affect the behavior of the import.

e  When closing an incident, you have the option of requiring a characteristic value for the
incident before closing. If this option is ON, the import will reject any records which have a
close date and no matching characteristic values in the Long Description. This option is on
the Inc/Prob tab of the User Group Preference panel.

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Assignee_First_Name
If filled in, it must contain a valid First Name from the Personnel table. If Problem.Assignee_Name is
filled in, this field is ignored.

Assignee_Last_Name
If filled in, it must contain a valid Last Name from the Personnel table. If Problem.Assignee_Name is
filled in, this field is ignored.

Incident.Close_Description
This field is required if Incident.Date_Closed is filled in.

Incident.Closed Immed
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n".
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Incident.Close_Reason
If filled in, must contain a valid value for Close_Reason_lId from the Codes table. This is required if
the incident status has an internal value of ‘CLOS’ or ‘UCLOS'.

Incident.Contact_Id
If filled in, must contain a valid Contact_Id. This field is required if the option in User Group
Preferences is not set to require a contact. If this field is filled in, Contact_Name is ignored.

Incident.Contact_Name

If filled in, it must contain a valid contact name from the Cust_Personnel table in "Last Name, First
Name" format. If this field is not filled in, the default contact for this customer is used. If there is no
default contact, this field is required if the option in User Group Preferences is not set to require a
contact. If Contact_lId is filled in, this field is ignored.

Incident.Cust_Needs_Est
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Incident.Customer_Id

If filled in, must contain a valid Customer_Id in the database. If this field is filled in, Customer_Name
is ignored. Either Customer_Id or Customer_Name is required if Contact_Id or Contact_Name is not
specified.

Incident.Customer_Name

If filled in, must contain a valid Customer_Name from the database. If Customer_lId is filled in, this
field is ignored. Either Customer_Id or Customer_Name is required if Contact_Id or Contact_Name is
not specified.

Incident.Date_Closed

If Date_Closed is filled in and the Date_Opened is not filled in or is later than the Date_Closed, then
the Date_Opened will be changed to be the same as the Date_Closed. This field must be filled in if
the Incident_Status is a ‘Closed' status.

Incident.Date_Opened
If this field is not filled in, today's date will be used.

Incident.Department_Name

If filled in, it must contain a valid Department_ld or Department_Name from the Department table. If
an Owner is specified, this field is ignored. If both Department and Owner are not specified the
department of the person logged into RTIIMP.exe will be used. This field identifies the department
that owns the incident if Owner is not filled in and identifies the department that owns the problem if
Incident.Owner_Name and Problem.Assignee_Name are not filled in.

Incident.Inc_Origin_Name
If filled in, it must be a valid value for Inc_Origin_Id from the Codes table.

Incident.Incident_Id

If filled in, it must contain a unique numeric value that will be used as the incident and problem Id. If
the Id already exists in the database, the import record will be rejected. If not filled in, the system will
assign the next unique Incident_lId.

When running this import using this field, no one should be creating incidents. After each
Incident/Problem is imported, the system updates the next incident Id counter on the database with
the highest incident Id. If a user creates an incident while the import is creating incidents, it is
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possible for an import record to be rejected because an incident was created through Incident
Handling which uses the Id.

Incident.Incident_Status

If filled in, must contain a valid value of an Incident_Status_Id from the Codes table. If this is not filled
in, the default status (‘Initial’ if the person logged on is an Operator, otherwise, ‘Active") will be used.
If the status provided is a closed status, Close_Description must be filled in. If the status selected is
not an active status, the incident will be created with an active status, and then updated to the status
specified in the import.

If Incident.Date_Closed is filled in, the Incident_Status must be a "closed" status.

Incident.Long_Desc

If the long description is greater than 32000 characters, the first 32000 characters will be stored in
the Long Description of the Incident. An incident history record will be created with an attachment
which will contain the entire long description. The same Long Description will be in the both the
Incident and Problem record but only the Incident will contain a history record with an attachment for
descriptions longer than 32000 characters.

Incident.Misc_Customer_Name
If filled in, must contain the name of a valid customer and uniquely identify the customer.

Incident.Misc_Dropdown1-20
If filled in, must be a valid value for Incident_Misc1-20_Id from the Codes table.

Incident.Notify_Owner
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Owner_First_Name
If filled in, it must contain a valid First Name from the Personnel table. If the Incident.Owner_Name
field is filled in, this field is ignored.

Owner_Last_Name
If filled in, it must contain a valid Last Name from the Personnel table. If the Incident.Owner_Name
field is filled in, this field is ignored.

Incident.Owner_Name

If filled in, it must contain a valid Person_Id or the owner's name in "Last Name, First Name" format
from the Personnel table. This field identifies the incident Owner and the problem Assignee if
Problem.Assignee_Name is not filled in.

Incident.Primary_Program
If filled in, this is the primary program associated with the incident and it must contain a valid
program defined in the Program table.

Incident.Priority
If filled in, must contain a valid value of a Priority_Id from the Codes table.

Incident.Product_Refresh
This field is required and must contain a valid refresh from the Product_Refresh table. If only a
product name is specified, the latest refresh for that product is used.

Incident.Project
If filled in, it must be a valid value for Project_Id from the Codes table.
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Incident.Public_Incident
If filled in, valid values are 'Y', 'y', ‘N', or ‘'n".

Incident.Severity
If filled in, must contain a valid value of a Severity Id from the Codes table. This is required if the
Problem_Type is ‘Software Defect' or ‘Documentation Error'.

Incident.Source
If filled in, it must be a valid value for Source_Id from the Codes table.

Incident.Source_Incident_Id
If performing a reimport, this field, if filled in, must contain a valid Source Incident Id. If this field is
filled in for a reimport, the Incident.Incident_Id field is ignored.

Incident.Time_Closed
If not filled in and the Incident_Status is ‘Closed’, the current time will be used.

Incident.Time_Opened
If not filled in, the current time will be used.

Problem.Assighee_Name
If filled in, it must contain a valid person defined in the Personnel table. Its format is "Last_Name,
First_ Name". If not filled in, the Owner_Name field will be used.

Problem.Bulletin_Board
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Problem.Close_Reason
If filled in, must contain a valid value for Close_Reason_Id from the Codes table.

Problem.Date_Closed

If Date_Closed is filled in and the Date_Opened is not filled in or is later than the Date_Closed, then
the Date_Opened will be changed to be the same as the Date_Closed. This field must be filled in if
the Problem_Status is a ‘Closed' status.

Problem.Date_Opened
If this field is not filled in, today's date will be used.

Problem.Department

If filled in, it must contain a valid Department_ld or Department_Name from the Department table. If
an Assignee is specified, this field is ignored. If both Department and Assignee are not specified the
department of the person logged into RTIIMP.exe will be used. This field identifies the department
that owns the problem if Assignee_Name is not filled in and identifies the department that owns the
problem if Incident.Owner_Name and Problem.Assignee_Name are not filled in.

Problem.Internal_Priority
If filled in, must contain a valid value of a Priority_Id from the Codes table.

Problem.Introduced_In
If filled in, must contain a valid value for Introduced_In_Id from the Codes table.
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Problem.Long_Desc

If the long description is greater than 32000 characters, the first 32000 characters will be stored in
the Long Description of the Problem. A problem history record will be created with an attachment
which will contain the entire long description. The same Long Description will be in the both the
Incident and Problem record but only the Incident will contain a history record with an attachment for
descriptions longer than 32000 characters.

Problem.Misc_Dropdown1-8
If filled in, must be a valid value for Incident_Misc1-8 Id from the Codes table.

Problem.Notify Assighee
If this field is 'Y", the Notify Assignee flag will be set to ON for this problem.

Problem.Perm_Fix_Required
If filled in, valid values are ‘Y', ‘y', ‘N', or ‘n". If ‘Y’ or 'y’ is entered, a permanent fix record will be
created for the problem.

Problem.Primary_Program
If filled in, this is the primary program associated with the problem and it must contain a valid
program defined in the Program table.

Problem.Problem_Id
If filled in, must contain a unique identifier of an existing problem.

Problem.Problem_Status

If filled in, must contain a valid value of a Problem_Status_Id from the Codes table. If this is not filled
in, the default status ‘Active’ will be used. If the status provided is a closed status, Close_Description
must be filled in.

If Problem.Date_Closed is filled in the Problem_Status must be a "closed" status.

Problem.Problem_Type
If filled in, it must contain a valid value for Problem_Type_Id from the Codes table. If this is not filled
in, the default problem type will be used from the Set-Up Defaults panel.

Problem.Product_Name
If filled in, must contain a valid product name from the Product table.

Problem.Product_Refresh
If this field is filled in, must contain a valid refresh from the Product_Refresh table. If only a product
name is specified, the latest refresh for that product is used.

Problem.Project
If filled in, it must be a valid value for Project_Id from the Codes table.

Problem.Resolution_Desc

If the resolution description is greater than 32000 characters, the first 32000 characters will be stored
in the Resolution Description of the Problem. A problem history record will be created with an
attachment which will contain the entire resolution description. The same Resolution Description will
be in the both the Incident and Problem record but only the Incident will contain a history record with
an attachment for descriptions longer than 32000 characters.
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Problem.Severity
If filled in, must contain a valid value of a Severity Id from the Codes table. If left blank, the value will
default from the Severity field for the incident.

Problem.Submitter
If filled in, must contain a valid user name from the Personnel table. Must be in the format Last
Name, First Name. If this field is not filled in, will contain value in the Owner_Name.

Problem.Submitter_Dept
If filled in, must contain the name of an active department from the Department table. If the
Problem.Submitter field is filled in, this field is ignored.

Problem.Temp_Fix_Required
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Problem.Time_Closed
If not filled in and the Problem_Status is ‘Closed’, the current time will be used.

Problem.Time_Opened
If not filled in, the current time will be used.
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Incident History Import

This import allows you to enter history information for incidents. Attachments can be imported
through this import. This import is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Incident
Inc_History
Customer
Customer_Csm
Department
Personnel
Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Action_Taker_Last _Name

If filled in, must contain a valid last name of a user from a department in the database. If the
Action_Taker_First_Name field is filled in, this field is required. If this field is blank, the name of the
person logged into the import utility will be used.

Action_Taker_First_ Name

If filled in, must contain a valid first name of a user from a department in the database. If the
Action_Taker_Last_Name field is filled in, this field is required. If this field is blank, the name of the
person logged into the import utility will be used.

Action_Taker

If filled in, must contain the first and last name of a user from a department in the database. This
must be in the format LastName, FirstName. If this field is blank, the name of the person logged into
the import utility will be used.

Phone_Contact_Last Name
If filled in, must contain a valid last name of a contact at the customer site for which the incident is
associated.

Phone_Contact_First Name
If filled in, must contain a valid first name of a contact at the customer site for which the incident is
associated.

Phone_Contact
If filled in, must contain the first and last name of the contact person at the customer site for which
the incident is associated. This must be in the format LastName, FirstName.
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Owner_Last_Name

If filled in, must contain a valid last name of a user from a department in the database. If the
Owner_First_Name field is filled in, this field is required. If this field is blank, the current incident
Owner is used.

Owner_First_Name

If filled in, must contain a valid last name of a user from a department in the database. If the
Owner_Last Name field is filled in, this field is required. If this field is blank, the current incident
Owner is used.

Owner_Name

If filled in, must contain the first and last name of the person that owned the incident at the time of
the event. This must be in the format LastName, FirstName. If this field is blank, the current incident
Owner is used.

Source_Incident_Id
This field is required. Must uniquely identify an existing incident.

Customer_lId

If filled in,. must uniquely identify an existing customer in the database. If
Phone_Contact_Last Name, Phone_Contact_First Name, or Phone_Contact is filled in, this field is
used to identify an account if the existing incident Customer_Id does not apply.

Billing_Code
If filled in, it must contain a valid value for Billing_Code_Id from the Codes table.

Department_Name
If filled in, it must contain the name of an active department in the database. This is the department
to which the incident Owner belongs.

Event_Date
If this field is blank, the current date is used.

Event_Time
If this field is blank, the current time is used.

Event_Type
This field is required. Must contain a valid value for Inc_Activity Id from the Codes table.

Incident_Status
If filled in, it must contain a valid value for Incident_Status_Id from the Codes table. If this field is
blank, the current incident Status is used.

IHist_Misc_Dropl-2
If filled in, it must contain a valid value for Inc_Hist_Misc1-2_1Id from the Codes table.

Person_BillDpt
If filled in, it must contain the name of an active department in the database to which the
Person_Billing belongs.

Person_Billing
If filled in, must contain the first and last name of the person that associated with the time entered for
the incident.
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License Import

This import allows you to enter license information for customers. This import can be run in two
different ways:

New Import (This is the default)
Import records will be processed as new records.

New/Re-import (Perform re-import option)
Import records may be processed as new records or as updates to existing records.

Tables Used in this Import

Options

License
License_ltem
Customer
Cust_Personnel
Customer_CPU
Product

Codes

e Before the import data is processed, the user is prompted with the question: "If the
Refresh_Name is not specified, do you want the latest refresh to be shipped to the customer?"
If the user answers yes, the program will automatically ship the latest refresh in the
Product_Refresh table to the account for each record in the import data where Refresh_Name
is left blank. Otherwise, no refresh will be shipped to the account.

e  When doing a re-import, there is an Increment Number of Users when importing license option
available on the Other Import Options screen in the Import Wizard. If this field checked, if import
file includes the License.License_Number or License.Source_License_Id, and
License_Item.Product_Name, License_ltem.Cust_Name, and License_ltem.Number_Of Users
fields, the number of users will be increased by the number identified in the import file.

Import Processing

Using the New Import Facility

If the License_Id is in the import file, and a license with this License_Id does not already
exist, a new record is added. If the License_Id is in the import file, and an account with this
License_Id already exists, the import record is rejected.

If the License_ld is not in the import file, but the Source_License_Id is filled in, and a
license with this Source_License_Id does not already exist, a new record is added. If the
License_lId is not in the import file, but the Source_License_lId is filled in, and a license with
this Source_License_ld already exists, the import record is rejected.
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e If neither the License_Id nor Source_License_Id is provided, a new record is added.

Using the New/Re-Import Facility

e |[fthe License_ld is in the import file and a license with this number already exists, that
license will be used.

e |fthe License_ld is in the import file and a license with this number does not already exist,
a new record is added.

e Ifthe License_lId is not in the import file, but the Source_License_Id is filled in, if a single
license with this Source_License_Id already exists, that license will be used. If multiple
matches are found in the database, the record is rejected.

e Ifthe License_ld is not in the import file, but the Source_License_Id is filled in, if a license
with this Source_License_ld does not already exist, a new record is added.

e If neither the License_Id nor Source_License_ld is provided, the following is used to find an
existing license:

—  Customer Id or Customer Name
— License Type

- CPUI

—  Product Name

— Implementation Name

If a match is found, that license will be used. If multiple matches are found in the database,
the record is rejected.

If no match is found, then the following is used:

—  Customer Id or Customer Name
— License Type
— License Category

If a match is found, that license will be used. If multiple matches are found in the database,
the record is rejected.

If no match is found, a new license is added:

e If neither the License_Id, nor Source_License_Id, nor Customer_ld or Customer Name is
provided, the record is rejected.

e The following is used to find an existing license item record for the specific license:

- CPUId
—  Product Name
— Implementation Name
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If a match is found, that license item will be used. If multiple matches are found in the
database, the record is rejected.

If no match is found, a new license item is added:

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

CPU_Manufacturer
If filled in, must contain a valid manufacturer from the Vendor table.

CPU_Model
If filled in, must contain a valid model name in the Product table.

CustProduct.Serial_Number
The serial number for a product that will be added to the customer's list of Shipped Products.

License.Distrib_Media
If filled in, must contain a valid value for Distrib_Media_ld from the Codes table.

License.Escrow_Type
If filled in, must contain a valid value for Escrow_Type_Id from the Codes table.

License.License_Exp_Date
Leaving this field blank indicates a perpetual License.

License.License_Number

If filled in and no license with this number exists, a new license will be created. If a license with this
number exists in the license table, the program compares the import data with the existing license
data.

If a license already exists for this customer where all of the license attributes are the same as this
import record, then an item will be added to that license rather than creating a new license. A
license_item record will be added to associate this account with the license if one does not already
exist. If a CPU_Serial_Number is specified, a license item record will also be added to associate this
CPU with the license, if one does not already exist. A new license_item record will be added for this
account, product, implementation, and CPU combination if it does not exist.

License.License_Type
If specified this must be a valid value for License_Type_Id from the Codes table. If not specified, the
License_Type_Id with an internal value of ‘STD' will be used.

License.Lic_Category
If specified this must be a valid value for Lic_Category_Id from the Codes table.

License.License_Misc_Dropdown1-8
If specified this must be a valid value for License_Misc1-8 Id from the Codes table.

License.Primary_Contact
If filled in, must contain a valid Contact Name from the database for the Customer_Id or
Cust_Name. If the Primary_Contact_Id is filled in, this field is ignored.
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License.Primary_Contact_Id

If filled in, must contain a valid Contact_Id from the database for the Customer_Id or Cust_Name.If
this field is filled in, the Primary_Contact field is ignored. If both the License_Item.Customer_ld and
License_Item.Customer_Name are not filled in, this must be filled in to uniquely identify the account.

License.Source_License_Id
If filled in, must contain a valid source license Id.

License_ltem.CPU_Id
If filled in, must contain a valid CPU_Id defined for the Customer_Id or Cust_Name indicated.

License_Item.CPU_Number

If filled in, must contain a valid CPU_Number defined for the Customer_Id or Cust_Name indicated. If
a CPU with this number does not exist for the customer, one will be created using the
CPU_Manufacturer, CPU_Model, CPU_Group_Code specified. If a record already exists for the
customer and CPU_Number, a warning is printed to the log file.

License_ltem.Cust_Name
If Customer_Id is filled in, this field is ignored. If used, it must uniquely identify only one account in
the database.

License_ltem.Customer_Id
If filled in, must be a valid existing Customer_Id in the database. If this field is left blank, Cust_Name
must be filled in.

License_ltem.Impl_Name

This must contain a valid implementation name for the product if implementations have been defined
for the Product in the Product_Impl table. For products where no implementation name has been
specified, it is valid to leave this field blank.

License_ltem.Number_Of_Users

If filled in, contains an integer. When performing a reimport and the Increment Number of Users
when importing license field is checked, the number of the users is increased by the number in this
field.

License_ltem.Misc_Dropdownl-6
If filled in, must contain a valid value for Lic_Item_Misc1-6_Idfrom the Codes table.

License_ltem.Product_Name
Must contain a valid product name defined in the Product table.

License_ltem.Type Of User
If filled in, must contain a valid value for Type_Of User_Id from the Codes table.

Refresh_Name

If filled in, must contain a valid "Refresh_Type" and "Refresh_Level" from the Product_Refresh table
(for example, GO1). If Product_ Name and Version_Name are filled in, this field can be used to
indicate that a specific refresh of a product was sent to the account.

If Refresh_Name is left blank and the user has chosen to ship the latest refresh to the account, the
latest refresh will be determined from the Product_Name, Impl_Name, and Version_Name. A
Cust_Has_Product record will be created for the customer specified for this refresh if one does not
already exist. The Number_Of_Copies is assumed to be one.
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Version_Name
If filled in, must contain a valid version name for this product from the Product_Version table. If
Refresh_Name is filled in, this field must be filled in.
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Maintenance Contract Import

The Maintenance Contract import allows the user to perform one or more of the following actions:

e Add a new contract.
e  Add new renewals to existing contracts.
e  Add products and accounts to existing contracts.

This import is run in the following way:

e  New Import
Import records will be processed as new records.

Tables Used in this Import

Maint_Contract
Maint_Type
Item_On_Maint
License_ltem
Maint_Renewal
Codes

Import Processing
e Ifthe Contract_Id and Source_Contr_Id are left blank, a new contract will be added.

e |fthe Contract_Id or Source_Contr_ld is entered, and no match is found in the database, a new
contract will be added.

e |fthe Contract_Id or Source_Contr_ld is entered, and a match is found in the database, the new
information provided will be added for that specific contract.

e A new renewal can be added for an existing contract by providing the Contract_Id or
Source_Contr_Id that already identifies the contract in the database, and the renewal
information. Existing renewal information in the database cannot be updated.

e  Multiple products, equipment, or accounts can be entered for the same contract by using a
separate row for each item in the import file. The same Contract_Id or Source_Contr_Id should
be entered for each row with the specific product, equipment, or account information.

e As described above, your use of the Contract_Id or Source_Contr_Id will identify if the record is
a new contract or an existing contract. Product_Name will identify if it is a new or existing
product on the contract, and Serial_Number will identify if it is a new or existing piece of
equipment on the contract.
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Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

EQ_Price
If filled in, and if Serial_Number is specified and Inventory Management option is available, it must
be a valid float.

Equipment.Equipment_Type
If filled in, it must be a valid value for Equipment_Type_Id from the Codes table.

Equipment.Serial_Number
If filled in, it must be a valid serial number which can define the Equipment_Id uniquely. If Inventory
Management option is not available, it is ignored.

License_ltem.Copies_To_Ship
If Product_Name is not filled in, this field is ignored, else if it is filled in, it must be a valid float.

License_Item.CPU_Id
If filled in, must contain a valid CPU_Id for the Customer from the Cust_CPU table.

License_Item.CPU_Number
If filled in, must contain a valid CPU_Number for the Customer from the Cust_CPU table.

License_Item.Cust_Name
If Customer_Id is filled, it is ignored, else it must be filled in and it must uniquely identify only one
customer in the database.

License_ltem.Customer_lId
If it is filled in, it must be a valid Customer Id in the database. If this field is filled in, Cust_Name is
ignored.

License_ltem.Impl_Name
If Product_Name is not filled in, this field is ignored, else if it is filled in, it must be a valid
implementation name for the product from the Product_Impl table.

License_ltem.Misc_Dropdown1-6
If filled in, must contain a valid value for License_Item_Misc1-6_Id from the Codes table.

License_Item.Product_Name
If filled, it must be a valid product name from the Product table.

License_ltem.Type_Of_User
If filled in, must contain a valid value for Type_Of User_Id from the Codes table.

Maint_Contract.All_Products
If filled in, valid values are 'Y', 'y', ‘N', or ‘'n".

Maint_Contract.Contract_|Id
If it is filled in and it is a valid existing contract id in the database, the existing records will be
updated, otherwise new records will be created.
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Maint_Contract.Default_Contract
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Maint_Contract.Low_Units_Warn
If class of the maintenance type is not pre-paid, it is ignored, else if it is filled, it must be a valid float.

Maint_Contract.Maint_Declined
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Maint_Contract.Maint_Term
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Maint_Contract.Maint_Type
It must be filled in and must be a valid Maintenance Type defined in the Maint_Type table.

Maint_Contract.Misc_Dropdown1-2
If filled in, must contain a valid value for Maint_Misc1-2_Id from the Codes table.

Maint_Contract.Primary_Contact
If filled in, must contain a valid contact name from the Cust_Personnel table in the format Last Name,
First Name. If both this field and the Primary_Contact_lId field are filled in, this field is ignored.

Maint_Contract.Primary_Contact_lId
If filled in, must contain a valid Cust_Person_Id from the Cust_Personnel table for a contact
associated with the Customer. If this field is filled in, the Primary_Contact field is ignored.

Maint_Contract.Shared_Contract
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Maint_Contract.Source_Contr_Id

If it is filled in, it must be unique. If Contract_lId is filled in this field is ignored. If Contract_Id is not
filled in and Source_Contr_Id already exists in the database, existing records will be updated, else
new records will be created. If Contract_Id and Source_Contr_Id are not filled in, new records will be
created.

Maint_Contract.Units_Type
If filled in, must contain a valid value for Common_Code_Id from the Codes table.

Maint_Renewal.Action_Taker
If filled in, must contain a valid user from the Personnel table in the format, Last Name, First Name.

Maint_Renewal.Misc_Dropdown1-2
If filled in, must contain a valid value for MC_Renewal Misc1-2_Id from the Codes table.

Maint_Renewal.Renew_End_Date
Must be later than Renew_Start_Date.

Maint_Renewal.Renew_Start Date
This is required if creating a new contract.

Maint_Renewal.Renew_Status
If filled in, must contain a valid value for MC_Renew_Stat_Id from the Codes table.
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Maint_Renewal.Units_Avail
If class of the maintenance type is not pre-paid, it is ignored, else if it is filled, it must be a valid float.

Maint_Renewal.Units_Id
If filled in, must contain a valid value for Common_Code_Id from the Codes table.

Maint_Renewal.Units_Purchased
If class of the maintenance type is not pre-paid, it is ignored, else if it is filled, it must be a valid float.
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Personnel Import

This import allows you to enter information about your personnel. This import can be run in two
different ways:

e New Import (This is the default)
Import records will be processed as new records.

e  Re-import (Perform re-import option)
Import records will be processed as updates to existing records.

Tables Used in this Import

Personnel
Department
Cust_Personnel
User_Profile
Codes

Import Processing

Using the New-Import Facility

e If First Name and Last Name are already in the database, a warning message will be
provided, but the record will still be imported.

e If Person_ld is provided and it already exists in the database, the record will be rejected.

Using the Re-Import Facility

e The Person_ld is required when re-importing data for an existing person in the database. If
the Person_ld is not found, the record will be rejected.

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Dept_Name
This field is required when doing a new import of personnel. It must contain a valid name of a
department.

E_Mail_Address
If you are using an SMTP mail system, this must be filled in for each user if you are going to send e-
mail via CustomerFirst.

Employee_Status
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n".
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First_ Name
This field is required when doing a new import of personnel.

Group_Pref
If filled in, must contain a valid value for User_Group_Id from the Codes table.

Last Name
This field is required when doing a new import of personnel.

Password
This field is required only if the user you are importing has a User_Id and they will be logging into
CustomerFirst.

Person_Id
For a new import, if this field is filled in, it must be unique. This field is required when performing a re-
import.

User_Id
This field is required only if the user you are importing will be logging into CustomerFirst. This field
must be unique.

User_Profile_User_Class_Name
This field is required when importing a new user. Must contain a valid value for User_Cls_Name_Id
from the Codes table.
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Problem Only Import

This import allows you to import problem records without creating an associated incident. This import
is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Problem
Personnel
Department
Product
Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Assignee_First_Name
If filled in, it must contain a valid First Name from the Personnel table. If Assignee_Name is filled in,
this field is ignored.

Assignee_Last_Name
If filled in, it must contain a valid Last Name from the Personnel table. If Assignee_Name is filled in,
this field is ignored.

Assignhee_Name
This field is required if the Department field is blank. Must be the name of a valid existing user in the
database in the format Last_ Name, First Name.

Bulletin_Board
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n’.

Close_Reason
This field is required if the Problem_Status is ‘Closed’ (Internal Value ‘CLOS’ or ‘UCLOS’). Must be a
valid value for Close_Reason_Id.

Date Closed
This field is required if the Problem_Status is ‘Closed'. Date_Closed cannot be later than
Date_Opened. Ifitis, it will be set to the Date_Opened automatically.

Department
This field is required if the Assignee_Name field is blank. Must be the name of an active Department
in the database.

Internal_Priority
If filled in, must be a valid value for Priority _Id from the Codes table.
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Introduced_In
If filled in, must be a valid value for Introduced_In_Id from the Codes table.

Long_Desc

If the long description is greater than 32000 characters, the first 32000 characters will be stored in
the Long Description of the Problem. A problem history record will be created with an attachment
which will contain the entire long description.

Misc_Dropdown1-8
If filled in, must be a valid value for Problem_Misc1-8 Id from the Codes table.

Notify Assighee
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Perm_Fix_Required
If filled in, valid values are ‘Y', ‘y', ‘N', or ‘n". If 'Y’ or 'y’ is entered, a permanent fix record will be
created for the problem.

Primary_Program
If filled in, must be a valid primary program name for the Product_Name selected.

Problem Id
If Source_Problem_lId is filled in, this field is ignored.

Problem_Status

If filled in, must be a valid value for Problem_Status_Id from the Codes table. If this field is blank, the
problem status defaults to ‘Active’. If the status selected is not an active status, the problem will be
created with an active status, and then updated to the status specified in the import.

Problem_Type
This field is required. Must be a valid value for Problem_Type_Id from the Codes table.

Product_Name
If filled in, must be an existing, active product name from the database. This field must be filled in if
Product_Refresh is blank.

Product_Refresh
If filled in, must contain a valid refresh name for the Product_Name identified. This field must be filled
in if Product_Name is blank.

Project
If filled in, must be a valid value for Project_Id from the Codes table.

Resolution_Desc

If the resolution description is greater than 32000 characters, the first 32000 characters will be stored
in the Resolution Description of the Problem. A problem history record will be created with an
attachment which will contain the entire resolution description.

Severity
If filled in, must be a valid value for Severity Id from the Codes table. If the Problem_Type has an
Internal Value of ‘'SFTWR’ or ‘DCERR’, and this field is blank, the lowest severity will be used.
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Source_Problem_Id
If filled in, must contain an exiting Source Problem Id. If this field is filled in, Problem_lId is ignored.

Submitter
If filled in, must contain the name of a valid existing user in the database in the format Last Name,
First_ Name.

Submitter_Dept
If filled in, must contain a valid department name from the Department table. This field is ignored if
the Submitter field is filled in.

Temp_Fix_Required
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Time_Closed
This field is required if the Problem_Status is ‘Closed'. If this field is not filled in and the
Problem_Status is ‘Closed’, the current time is used.

Time_Opened
If not filled in, the current time will be used.
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Problem History Import

This import allows you to enter history information for problems. Attachments can be imported
through this import. This import is run in the following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Problem
Problem_History
Department
Personnel
Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Action_Taker_Last _Name

If filled in, must contain a valid last name of a user from a department in the database. If the
Action_Taker_First_Name field is filled in, this field is required. If this field is blank, the name of the
person logged into the import utility will be used.

Action_Taker_First_ Name

If filled in, must contain a valid first name of a user from a department in the database. If the
Action_Taker_Last Name field is filled in, this field is required. If this field is blank, the name of the
person logged into the import utility will be used.

Action_Taker

If filled in, must contain the first and last name of a user from a department in the database. This
must be in the format LastName, FirstName. If this field is blank, the name of the person logged into
the import utility will be used.

Assignee_Last_Name

If filled in, must contain a valid last name of a user from a department in the database. If the
Assignee_First_Name field is filled in, this field is required. If this field is blank, the current problem
Assignee is used.

Assignee_First_Name

If filled in, must contain a valid last name of a user from a department in the database. If the
Assignee_Last_Name field is filled in, this field is required. If this field is blank, the current problem
Assignee is used.

Assignhee_Name

If filled in, must contain the first and last name of the person that was assigned the problem at the
time of the event. This must be in the format LastName, FirstName. If this field is blank, the current
problem Assignee is used.
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Source_Problem_Id
If filled in, must uniquely identify an existing problem. If filled in, the Problem_lId field is ignored.

Billing_Code
If filled in, it must contain a valid value for Billing_Code_Id from the Codes table.

Department_Name
If filled in, it must contain the name of an active department in the database. This is the department
to which the problem Assignee belongs.

Event Date
If this field is blank, the current date is used.

Event_Time
If this field is blank, the current time is used.

Event_Type
This field is required. Must contain a valid value for Prb_Activity Id from the Codes table.

Problem_Id
The unique identifier to which the problem history is associated. If the Source_Problem_Id is filled in,
this field is ignored.

Problem_Status
If filled in, it must contain a valid value for Problem_Status_|d from the Codes table. If this field is
blank, the current problem Status is used.

Person_BillDpt
If filled in, it must contain the name of an active department in the database to which the
Person_Billing belongs.

Person_Billing
If filled in, must contain the first and last name of the person that associated with the time entered for
the problem.
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Product Import

The Product Import can create Product, Product Version, Product Implementation, and Product
Refresh records within the database. This import can be run in two different ways:

e New Import (This is the default)
Import records will be processed as new records.

e  Re-import (Perform re-import option)
Import records will be processed as updates to existing records.

Tables Used in this Import

e  Product

e  Product Version
e  Product_Impl

e  Product Refresh
e Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Active_Flag
If filled in, valid values are 'Y', 'y', ‘N', or ‘n".

Build_Date
This field must be filled in if Refresh_Name is filled in. In addition, refresh dates for different
refreshes for the same product, version, and implementation must be unique.

Impl_Name

If this Impl_Name does not exist, one will be created. For products where no implementation name
has been specified, it is valid to leave this field blank. In Oracle, Quadbase, and DB2/2 the
implementation name is case sensitive.

Language
If filled in, must contain a valid value for National_Lang_Id from the Codes table.

Monitor
If filled in, must be a valid value for TP_Monitor_Id from the Codes table.

Name
This field is required. If this Name does not exist, a product record will be created.

Operating_System
If filled in, must be a valid value for Oper_Sys_Id from the Codes table.

Product_Family
If filled in, must be a valid value for Product_Family_Id from the Codes table.
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Refresh_Name

The Refresh_Name is a combination of the Refresh_Type and the Refresh_Level. If filled in and this
refresh type and refresh level does not exist a product refresh record will be created. If any refreshes
have already been defined for this version and implementation then this field must be filled in.
Otherwise, this field may be left blank. In Oracle, Quadbase, and DB2/2, the refresh name is case
sensitive.

Version_Name

If filled in and the version name does not exist, one will be created. If no versions have already been
defined for this product it may be left blank. If any versions have already been specified for this
product then this field must be filled in. In Oracle, Quadbase, and DB2/2 the version name is case
sensitive.

RTI Software (11/30/06) 14 - 55



System Administration Data Imports

Sales Opportunity Import

This import allows you to enter information related to sales opportunities. This import is run in the
following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Sales_Opportunity
Customer
Customer_Csm
Competition
Department
Personnel
Specific_Source
Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Budget_Approved
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Close_Date
This field is required if the Sales_Stage has an internal value of ‘LOST".

Contact_FirstName
If filled in, must contain a valid contact first name for the Customer identified. If a contact record for
the same First Name and Last Name does not exist, one will be added.

Contact_LastName
If filled in, must contact a valid contact last name for the Customer identified. If a contact record for
the same First Name and Last Name does not exist, one will be added.

Customer_Id

If a Customer_lId is filled in and a customer with that Id already exists, the Source_Cust_Id and
Customer_Name will be ignored. If a customer does not exist, Customer_Name is also required, and
a new customer record and associated records will be created.

Customer_Name

If Customer_Id or Source_Cust_lId for an existing customer is filled in, this field is ignored. If
Customer_Id is filled in for a customer that does not exist, then Customer_Name must be filled in. If
neither Customer_Id nor Source_Cust_Id are filled in, then Customer_Name must be filled in. It must
uniquely identify an existing customer or a new customer record and associated records will be
created.
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Date_Opened
If this field is blank, the current date is used.

Department_Name
If filled in, it must be a valid value in Department table. This field is ignored if the Salesperson_Id or
Sales_Person fields are filled in.

Lead_Source
If filled in, each level of the lead source hierarchy must be separated by a pipeline (|) character. It is
not necessary to include ‘All Leads’ in the hierarchy.

Lost Reason
If filled in, it must be a valid value for Lost_Reason_Id from the Codes table. This field is required if
the Sales_Stage has an internal value of ‘LOST".

Misc_Dropdown1-8
If filled in, must contain a valid value for SIsOp_Misc1-8_Id from the Codes table.

Notify_Salesperson
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Oth_Prod_Purch
If filled in, it must be a valid value for Oth_Product_Name in Competition table (Oth_Product_Name).

Product_Name
If filled in, must be a valid product name in the Product table. A sales product record will be inserted
into the Sales_Product table. Only one product can be imported for each sales opportunity.

Sales_Person
If filled in, must contain a valid name from the Personnel table in the format Last Name, First Name.
If both this field and the Sales_Person field are filled in, Sales_Person is ignored.

Sales_Stage
If filled in, it must contain a valid value for Sales_Stage_Id in the Codes table. If it is blank, the sales
stage with the lowest Sequence_Number will be used as the default value.

Salesperson_Id

If filled in, must contain a valid Person_Id from the Personnel table. Either this field or the
Sales_Person field must be filled in. If both this field and the Sales_Person field are filled in,
Sales_Person is ignored.

Sls_Priority
If filled in, must contain a valid value for Sls_Priority_Id from the Codes table.

Source Cust_Id
If Customer_lId is filled in, this field is ignored. Otherwise, if this field is filled in, it must uniquely
identify an existing customer.

Source_Sales_Id

If filled in, it cannot already exist in the database. This field should be used if you want to import
history records related to a specific sales opportunity. It should be a field from the Source system
that is uniquely associated with the appropriate history records.
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Tickler_Date

The tickler date and effective date of the work items record corresponding to this import sales
opportunity record will be set to this value. If filled in for an opportunity with a Sales_Stage of ‘LOST",
this field is ignored.
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Sales Opportunity History Import

This import allows you to enter history information for sales opportunities. This import is run in the
following way:

e New Import
Import records will be processed as new records.

Tables Used in this Import

Sales_History
Sales_Opportunity
Customer
Customer_Csm
Competition
Department
Personnel

Codes

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Activity_Type
Must be filled in and be a valid value for Sls_Activity Id from the Codes table.

Comments
If filled in and its size is bigger than 32000 characters, an attachment will be inserted for this sales
history record.

Left_Message
If filled in, valid values are ‘Y', 'y', ‘N', or ‘n'.

Lost_Reason
If filled in, it must be a valid value for Lost_Reason_Id from the Codes table.

Oth_Prod_Purch
If filled in, it must be a valid value for Oth_Product_Name from the Competition table.

Person_Name

Name of the individual who completed this activity. If it is filled in, it must be a valid name in the
Personnel table. If filled in, must uniquely identify a person who is defined in the Personnel table. It
must be in the format Last_ Name, First_ Name.

Phone_Contact

If filled in, it must be in the format Last_Name, First_Name. Also, it must be a valid contact name for
the Customer defined in the Customer Personnel table. If Phone_Contact_Id is filled in, this field is
ignored.
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Phone_Contact_Id
If filled in, it must contain a valid Cust_Person_Id from the Cust_Personnel table. If this field is filled
in, Phone_Contact is ignored.

Sales_Stage
If filled in, it must be a valid value for Sales_Stage_Id from the Codes table. If not filled in, the sales
stage with the lowest sequence sequence number will be used as the default value.

Salesperson
If filled in, it must uniquely identify a sales person who is defined in the Personnel table. It must be in
the format Last_ Name, First_ Name.

Sls_Priority
If filled in, must contain a valid value from the Codes table.

Source_Customer_Id

If Source_Sales_lId is filled in, this field is ignored. Otherwise, it must identify an existing customer
having the same Source_Customer_Id in the database. The Source_Customer_Id is initially imported
through the Customer import. Since a specific Source_Sales_Id has not been specified, the history
record will be associated with the sales opportunity record for this customer that has the most recent
date opened.

Source_Sales_Id
If filled in, must identify a sales opportunity uniquely. The Source_Sales_Id is initially imported
through the Sales Opportunity import. If it is blank, Source_Customer_Id must be filled in.

Tick_Asgn_Dept
If filled in, must contain a valid value in the Department table. This field is ignored if the
Tick_Assignee field is filled in.

Tick_Assighee
If it is filled in, it must be a valid name in the Personnel table. If filled in, must uniquely identify a
person who is defined in the Personnel table. It must be in the format Last Name, First_Name.

Tick_Priority
If it is filled, it must be a valid value for Tick_Priority_Id from the Codes table.

Tickler_Action
If it is filled, it must be a valid value for Tickler_Action_Id from the Codes table.

Tickler_Contact
If filled in, it must contain a contact name for the Customer in the format Last Name, First Name.
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Shipment Import

This import allows you to enter shipped product information for a customer. This import is run in the
following way:

e New/Re-import
Import records may be processed as new records or as updates to existing records.

Tables Used in this Import

Cust_Has_Product
Customer

Product
Product_Refresh
Codes

Import Processing

e The following are used to find an existing shipped product record. There must be an exact
match.

—  Customer Id or Customer Name
—  Product Refresh

— Date Shipped

—  Serial Number

If an existing record cannot be found, a new record is added.
If a specific refresh can be determined, that refresh will be added. If a specific refresh

cannot be determined, the Product_Name, Version_Name and Impl_Name will be used to
identify the latest refresh. This refresh will then be added.

e If the Product Name is not provided, the record is rejected.
e If neither the Customer_lId, nor Customer_Name is provided, the record is rejected.

e If a single existing customer cannot be identified, the record is rejected.

Import Fields
There are specific requirements for the following fields. This list does not include all of the fields that can
be imported using this import. It only includes those fields that have special requirements.

Acquisition_Basis
If filled in, must contain a valid value for Acquisition_Basis from the Codes table.
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Contact_Name
If filled in, must contain the name of a valid contact associated with the account in the format
LastName, FirstName.

Cust_Prod_Status
If filled in, must contain the value for Cust_Prod_Stat_Id in the Codes table.

Customer_Id
If filled in, must be a valid existing Customer_Id in the database. If this field is blank,
Customer_Name must be filled in. Customer_Name is ignored if this field is filled in.

Customer_Name
If Customer_Id is filled in, this field is ignored. If used, it must uniquely identify only one customer in
the database. This field must be filled in if Customer_Id is blank.

Date_Shipped
If this is blank, the current date is used.

Default_Refresh
Indicates this product refresh is a default for the account. If filled in, the value must be "Y" or "y".

Impl_Name

If filled in, must contain a valid implementation name for the Product_Name in the Product Refresh
table. For product refreshes where no implementation name has been specified, it is valid to leave
this field blank.

Misc_Dropdown1-2
If filled in, must contain a valid value for Cust_Has_Prod1-2_Id from the Codes table.

Product_Name
This field is required. Must contain a valid product name that is defined in the Product table.

Product_Refresh
If filled in, must contain a valid full product refresh. This may include some or all of the following:
Product Name, Version Name, Implementation Name, Refresh Type, and Refresh Level.

If Product_Refresh is blank, the latest refresh will be determined from the Product_Name,
Version_Name, and Impl_Name. A shipped product record will be created for this refresh if one does
not already exist for the customer. The Number_Of Copies is assumed to be one (1).

Version_Name
If filled in, must contain a valid version name for this product in the Product Refresh table.
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Import Wizard

The Import Wizard will take you through the screens required to complete the import process. It will
include the following:

Choose the appropriate import
Select options

Select the import file

Define the data layout for the import
Edit the import data

Preview the import data

Access

From the rtiimp.exe, select File and Start Import Wizard from the menu bar.
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Choose Import Panel

This screen allows you to select the type of import to perform.

Panel Layout

Import Wizard -- Choose Import

The Import utility has the ability ta impart the following types
@ of data. All types can be initially loaded and zome can be
reimported.

Fleaze choose the type of import pou wish to perform;

Account & Contact D ata
Account Data
Charactenstic Walue D ata
Contact Data

Contact Activity D ata
Contact Type Data
Equipment D ata
Incident Hiztory Data
Incident & Problem Data
License Data

tdaint. Contract Data
Perzonnel Data

Problem History Data
Problem Only D ata
Product Data

Sales Hiztory Data
Sales Opparturity 0ata

I3

£

| Mest > |

x)

Cahcel

Panel Elements

List

The available imports are displayed. Highlight the import you want to perform.

Panel Button Controls

Next
Displays the Other Import Options screen.

Cancel
Closes the Import Wizard panel.
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Other Import Options Panel

This panel provides several options for your import. Other options may be available for specific
imports. This is the Import Options panel for the Account import.

Panel Layout

Import Wizard -- Other Import Options

Other Import options are specified here.

i

Import Options
I~ Stop an emar

[ Do as a single ransaction
v Perform re-impoart

| Update address information if match iz found

[v Check for existing account . W Same Country

v Same State/Proy
W Same City

Option Information

Fie-importing is pozsible with some imports. [f this is zelected,
exizting data in the database will be updated with the data from
the impart file.  See the Import docurmentation far more
infarmation about thiz option,

¢ Back | Mext » | Cancel

Panel Elements

Stop on error

If this option is chosen, the import will stop if there is an error. If this option is not chosen, the import
will skip any records with errors and attempt to continue the import. The errors are logged in
rtiimp.log.

Do as a single transaction

If this option is chosen, no information is put into the database until the end of the import file has
been reached and all data has been verified as correct. If you are importing more than a few hundred
records this option is not recommended.

Perform re-import

If this option is selected, current information in the database will be updated from the import file. This
option is only available for some of the imports. If the option does not apply to the import that you
have selected, this check box is disabled.
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Update address information if match is found

This option is only visible for the Account import, Account & Contact import, and Contact import. If
this option is selected, the account and/or contact address lines will be updated if an existing account
or contact is found in the database.

Check for existing accounts in

This option is only visible for the Account import and the Account & Contact import. When the system
is looking for an existing account during the import process, this indicates whether the same Country,
same State/Prov, and/or same City should be used in the comparison.

Increment Number of Users when importing license

This option is only visible for the License import. If this option is selected, and the user is performing
a re-import the includes the License Id, Product, Customer Name, and Number Of Users fields, the
number of users will be increased by the number identified in the import file.

Panel Button Controls

Back
Takes user back to the Choose Import screen.

Next
Displays the Select Import File screen.

Cancel
Closes the Import Wizard panel.
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Select Import File Panel

The Select Import File screen prompts you to choose the file that contains the data to import.

Panel Layout

Import Wizard -- Select Import File

The import file contains the data to import into the databaze.
@ rou can accept the default layout or define your own layout
in the nest step,

The default column delimiter iz Comma, if the import file is
uzing different column delimiter, pleaze specify it.

Fleaze zelect the import file:

| Browse |

File: Farmat:

| Text File |
Calurnn Delimiter [ Comma is default J:

|Eomma Delirnited ﬂ
Drate Format (kb DD A 12 default):

| MM /DD Y |

Select Template File: [Only if you do not want the one at default location)

| Browsze

< Back | Mest » | Cancel

Panel Elements

Please select the import file
The name of the import file. You can type the file name or press the Browse button to select the file.

Browse button
Displays the Open pop-up box to allow you to select the file to import.

File Format
Allows the user to select the type file; either ‘Text File’ or ‘XML File’.

Column Delimiter (Comma is default)
Allows the user to select the type of delimiter used in the import file.

Date Format (MM/DD/YY is default)
The date format that is to be used with the import. If XML File is selected in the File Format field, this

field is disabled.
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Select Template File

Allows the user to identify the specific template file that should be used. This allows you to select a
previously created .tpc file. The full path for the template file must be provided. If the template
provided does not contain the valid template information for the selected import type, then the default
template for the import type will be used.

Browse button
Displays the Open pop-up box to allow you to select an existing template file.

Panel Button Controls

Back
Takes user back to the Other Import Options screen.

Next
Displays the Choose Layout screen.

Cancel
Closes the Import Wizard panel.
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Choose Layout Panel

The Choose Layout panel lists the fields that can be imported for the selected import. In this example
the layout is for the Account Import. Refer to the documentation for each specific type of import for
special processing associated with some of the fields.

Panel Layout

Import Wizard -- Choose Layout El

You can uze the default lapout az described in the Import documentation, or remaove andfor
@ re-order the fields using the lizt and the buttans below. Any changes will be remembered for
all subsequent imports for the zelectad file.

rou can alzo usge column header to map the layout iF pour import file provides them and
remove thoze columng that pou do not wizh bo import,

Skip fields by removing the check, use the buttonz to re-order:

A B CUSTOMER.CUSTOMER_ID
CUSTOMER.CUSTOMER_NAME
CUSTOMER.LEAD_SOURCE
CUSTOMER.CREATE_DATE
CUSTOMER.MODEM_PHOME
CUSTOMER.E_MAIL_ADDRESS
CUSTOMER SALES_PERSON
CUSTOMER 5ALES_REGION Use Header
CUSTOMER ACTIVE_FLAG
CUSTOMER WEE_ADDRESS
CUSTOMER.ORIGIN_NAME Cloar Al
CUSTOMER.SYNCH_wITH_DEPT

MICTAKCD ARMDCCE FkdDALDU AR Show all

Use Default

<

“IENEEEEREEEEE

B -

< Back Mext > | Cancel |

Panel Elements

List

Displays a list of the fields that can be imported for the selected import. If the check box to the left of
the field name is marked, the field will be imported. Click on the box to add or remove the check
mark.

List Button Controls
Arrows

The arrow buttons allow you to choose the order of the imported data fields by moving the
highlighted field up or down in the list. This provides extra flexibility in creating the import file.

Use Default
Checks all fields and puts the fields back into their default order.
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Use Header
Displays the Mapping Import Layout Using Column Header pop-up box. This allows you to map
the column headers in the import file to specific fields.

Use XML File
Allows the user to import data from an XML file.

Clear All
This button deselects all fields by removing the checkbox in front of each field.

Show All

This button displays all available fields. The current fields that are selected are not deselected.
If a specific Template File was selected, this allows the user to select additional fields that were
not included in that template.

Panel Button Controls

Back
Takes user back to the Select Import File screen.

Next
Displays the Import Data Preview screen.

Cancel
Closes the Import Wizard panel.
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Mapping Import Layout Using Column Header Pop-Up Box

You can use the Mapping Import Layout Using the Column Header panel to map the data in the
import file to specific fields. An *.itr file is then created. This file contains the mapped data from the
import file with quotation marks around each field. This is the file that is used for the actual import.
This file is stored in the directory where the original import file is located.

Pop-Up Box Layout

Mapping import layout using column header
To azzociate column header with import field name. select a Column header name from

dropdowen or from List of columng to be imported, then select an Import field name. Remowve
column you do not want to impart from the list.

Column header name:

| = :
Irnport field narne: Associate |
! -

Lizt of columng o be imported: Mumber of entries; T

Column Header Mame | Fios with data | Import Field Mame |

MHarme
Addresz 1
Address 2
Address 3
City

State

Zip

Bemove |

3
3
3
1
3
3
3

Cancel |

Pop-Up Box Elements
Associate Columns/Headers

Column header name
Displays a list of the column headers that appear in the import file.

Import field name
Displays a list of the fields available for this import to allow you to map the column headers to a
field in the import.

Associate button
Associates the column listed in the Column header name field with the Import field name field.

List of columns to be imported list box

Displays a list of all the columns in the import file. This list box also displays the number of rows in
the import file that contain data for each column. If there is a column that contains O (zero) rows, use
the Remove button to delete the column.
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Number of Entries
Displays the number of rows that appear in the list box.

Remove button
Deletes the selected association between the Column header name field and the Import field
name field in the list box.

Panel Button Controls

OK
Closes the panel and saves the field mapping.

Cancel
Closes the panel without saving any of the field mapping.
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Edit Import Data (Wizard) Panel

This panel give the user the option to update the data to be import directly from the Import Wizard.

Panel Layout

Import Wizard -- Edit Import Data

-

Panel Elements
Panel Button Controls

Edit Import Data
Displays the Edit Import Data pop-up box to allow the user to update the data to be imported.

Back
Displays the Choose Layout panel.

Next
Displays the Import Data Preview panel.

Cancel
Closes the panel without saving any of the changes.
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Edit Import Data (Edit) Pop-Up Box
This panel allows the user to view the data in the import file and update the data before it is imported

into the system. This panel also allows you to check the line items before they are imported to find
any errors that might occur.

Pop-Up Box Layout

Edit Import Data

Edit Selected Flow |

Update Column ¥ alues |

[rata To Be Imported: £dd Columin(z] |

CUSTOMER.CUSTOMER_MAME | MAILING_ADDRESS. ADDRESS _LIMET | MAILING_ADDRESS.ST
Customer & 123 5. Main 5L IL
Cuztomer B 456 Morth Avenue bl

1| | o

Edit b ezzage:
Ok

Pop-Up Box Elements

Data To Be Imported List Box
Displays the data that is currently set to be imported.

List Box Button Controls

Edit Selected Row
When this button is clicked, the system will check for any errors that were found with the
data for the selected line item in the Data To Be Imported list box.

Update Column Values
Displays the Edit Input Column Values panel to allow the user to update the data contained

in the import file.
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Add Column(s)
Displays the Add Column To Import pop-up box to allow the user to insert a new column
into the import file.

Related Information
Edit Message
This field displays any error messages that were found with the data when the user
highlights a line item in the Original Data From the Import File list box and clicks the Edit
Selected Row button.

Panel Button Controls

OK
Saves the changes and closes the panel.
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Edit Input Column Values Pop-Up Box

This panel allows the user to update the data that appears in the import file directly within the Import
Wizard.

Pop-Up Box Layout
EditInput Colamn Vakoes

Import field name: | C1J5TOMER.CUS TOMER_NAME |

Unique waluelz) of zelected columm:

|nput File ' alue |
Cugtomer &
Customer B
Customer C

Old Y alue Mew Yalus

Cuztomer & Ta IEustomer A

List of cloumnlz) whose value to be converted:

Field Mame | Input File ' alue | Convert ToYalue |

Remove |

Ok LCancel |

Pop-Up Box Elements

Import Field Name
This drop down list field contains a list of all the column headers that appear in the import file.

Unique Value(s) of Selected Column list box
Displays a list of all the unique values that appear in the import file for the field name selected in the
Import Field Name field.

Old Value
The current value of the item selected in the Unique Value(s) of Selected Column list box.

New Value
Defaults to the value that appears in the Old Value field. The user can enter the new value that they
wish to be imported in this field.

Add to List button
Clicking this button causes the data in the New Value field to be added to the List of Column(s)
Whose Value To Be Converted list box.

List of Column(s) Whose Value To Be Converted
Displays a list of the columns that will be changed in the import file before the data is imported.
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Remove button
Removes the item selected in the List of Column(s) Whose Value To Be Converted list box.

Panel Button Controls

OK

Closes the panel and converts the data that is contained in the List of Column(s) Whose Value
To Be Converted list box. The user will receive a pop-up message asking to confirm that the
changes should be made to the data.

Cancel
Closes the panel without saving any changes.
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Add Column To Import Pop-Up Box
This pop-up box allows the user to insert a new column into the file to be imported. Any columns that
you add to the import file in this manner will apply to all records in the import file.

Pop-Up Box Layout

Add Column To Import

Colurnn Marme:
| |

Coalurnn Y alue:

Lizgt of Added Column Walue(z]:

Colurmnn M anme | Colurmn ' alue |

Bemave |

Cancel |

Pop-Up Box Elements

Column Name
This is the name of the column (field) that you want to insert.

Column Value

This is the value that will be added for each record for the selected Column Name. If you select a
Column Name that is populated from the Code table (drop down field), you will see the values for
selection in this field.

Button Controls

Add
Adds the selected Column Name and Column Value combination into the List of Added Column
Value(s) list box.

Remove
Removes the selected Column Name and Column Value combination from the List of Added
Column Value(s) list box.

OK
Closes the pop-up box and saves any changes made.
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Cancel
Closes the pop-up box without saving any changes.
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Import Data Preview Panel

The Import Data Preview panel allows you to quickly validate that at least a portion of your import file
conforms to the layout identified in the previous step. This step does NOT attempt to validate the
data; it only checks to see if you have supplied the correct number of columns in each record.

Panel Layout

Import Data Preview |

The first 15 records have been listed below a5 they would
@ be imported [azzuming the data were valid]. |f fewer recordz
appear, it iz because the impart file had too few or too mary
fieldz per recard.

Befrezsh |

CLUSTOMER CUSTOMER_WAME | MaILING_ADDRESS ADDRESS LIKET | MAILIMG
Cuztomer &, 123 5. Main Street Suite 500
Cusgtomer B 456 Morth Avenue 3rd Floor
Cusgtomer C 729 Hunter Road Suite 2650
1] | ia|

< Back I Mest > I Cancel |

Panel Elements

List
Displays a list of the first 15 records (or all records if there are less than 15 being imported) in the
import file.

Refresh button

If you see a problem, you can fix your import file and then press this button to re-check, or you
can go back and change the layout itself.

Panel Button Controls

Back
Takes the user to the Choose Layout screen.

Next
Displays the Other Import Options screen.
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Cancel
Closes the Import Wizard panel.
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Import Utility

The CustomerFirst Import Utility panel displays any errors encountered during the import and
identifies the import's progress.

Panel Layout

{_,! CustomerFirst Import Utility
File “iew Help

Irnport file: E:\Cusgtomer [mpart. bt
Impoart status: |mport complete and successful,
Frogress:

Results:

Impaort datafile: E:MCustamer [rpaort, bt
Cut of & record(s] proceszed, B were imported successiully.
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Running Imports from the Command Line

Specific parameters must be provided in order to run the import utility directly from the command
line. Other parameters are optional.

There must be a predefined template file that matches the columns in the data file you are trying to
import and matches the file name of the data file. To create this template file, do a regular import
using Import Wizard first. A template file that has the same name as the data file name will be
created for each import if a template file with that name does not exist. After you do the first import,
you will be able to invoke the import from the command line directly. Keep in mind that the data file
name must be kept the same for the next import (The data file can reside in different folder). For
different import types, use a different data file name to avoid overwriting the template files. If you do
the same type of import with different columns, it is better to use different data file names so that you
will have different template files created for you.

Formatting

C:\rtilrtiimp.exe -dxxx -SXXX -UXXX -pXxX -fxxx -txxx -hide

The parameters can be in any order.

Parameters
e -d(-D): xxx is the Database name to which we are trying to import data. This is required.
e -5 (-S): xxxisthe Server name. This is required.
e -u(-U): xxx is the User name to access the database. This is required.
e -p(-P): xxxis the Password to access the database. This is required.

e -t (-T): xxxis the import type. It must be presented as an integer number. It is the sequence
number of import type on Choose Import page of Import Wizard. e.g., the Customer Data import
will be 1, the contact data will be 2, the Contact Type data will be 3, etc. This is required.

e -f(-F): xxxis the file name of the file we are trying to import. The file name must contain the full
path of the file. If there is any space in the file name, it must be double quoted. This is required.

e -m (-M) : This parameter allows you to identify the date format used in the import file. Valid
values are MM/DD/YY or MM/DD/YYYY or DD/MM/YY or DD/MM/YYYY. For example, you can
specify -mDD/MM/YYYY to indicate a date format you want to use. The value is case
insensitive. If this parameter is not specified, the import will use the default date format which is
MM/DD/YY. This parameter cannot be used with an XML file.

e -e (-E) : This option allows you to identify the specific template file that should be used. The full
path for the template file must be provided. No spaces should be in between the option and the
file name. If the template provided does not contain the valid template information for the
selected import type, then the default template for the import type will be used.
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-r (-R) : This parameter is associated with the “Perform re-import” check box on the Other
Import Options screen in the Import Wizard. This indicates that the import is a re-import and is
required for a re-import.

-h (-H) : This parameter is associated with the “Stop on error” check box on the Other Import
Options screen in the Import Wizard. If this parameter is included, the import will stop for each
error. If this parameter is used, user intervention may be required during the import.

-0 (-O) : This parameter is associated with the “Do as single transaction” check box on the
Other Import Options screen in Import Wizard. If this parameter is included, the import will be
performed as single transaction and the records will not be updated until the end of the import. If
this parameter is used, user intervention may be required during the import.

-hide (-HIDE) : If this parameter is included, the import program will be closed automatically
when it has completed.

-a (-A) : This parameter is associated with the “Update Address Lines if Name, City, and State
match” option that is available on the Other Import Options screen in the Import Wizard. This
option is available for the Customer import, Customer & Contact import, and the Contact import.
If this parameter is included, the customer and/or contact address information will be updated
as defined for the specific import. If the parameter is not provided, the address information will
not be updated.

-l (-L) :x is 'Y’ or ‘any other value’. This parameter is associated with a pop-up that appears for
the License import and asks the following: "If the Refresh_Name is not specified, do you want
the latest refresh to be shipped to the customer?" If a ‘Y’ is provided with the parameter, the
program will automatically ship the latest refresh in the Product_Refresh table to the customer
for each record in the import data where Refresh_Name is left blank. If any other value is
provided with the parameter, no refresh will be shipped to the customer. If the parameter is not
included, the pop-up message will be displayed during the import.

-i (-1) : This parameter is associated with the “Increment Number of Users when importing
license” option that is available on the Other Import Options screen in the Import Wizard. This
option is only available for a License re-import. If this parameter is provided, and the import file
includes the License.License_Number or License.Source_License_Id, and
License_Item.Product_Name, License_ltem.Cust_Name, and License_ltem.Number_Of Users
fields, the number of users will be increased by the number identified in the import file. If the
parameter is not provided, the Number of Users will not be incremented; rather the value will be
replaced with the new one.
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Codes Description

The following is a list of the codes used by the system. These codes are maintained from the
Maintain Codes/Code Types panel within the System Administration executable. If the code is
described as "User defined", the user can define any values for that code. If the code is described as
"Cannot be modified", then only the Short Value and Long Value can be changed; the Internal Value
must remain unchanged.

Acquisition_Basis
User defined.
Primary location: Ship Product to Account pop-up box

Act_Status_Id
User defined.
Primary location: Main tab of the Account Information panel

Address_Miscl-2_Id
User defined.
Primary location: Main tab of the Account Information and Contact panels

Billing_Code_Id

User defined.

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

Primary location: Incident, Problem, and Task Activity and Time Entry pop-up boxes

Camp_Category_Id
User defined.
Primary location: Main tab of the Campaign panel

Camp_Phse_Misc1-2_Id
User defined.
Primary location: Misc. tab of the Campaign Phase panel

Camp_Status_|Id

User defined.

Primary location: Main tab of the Campaign panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Active (ACTV)
Closed (CLOS)
Planned (INIT)
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Camp_Type_Id

User defined.

Primary location: Main tab of the Campaign panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Marketing (MKTG)

Campaign_Miscl-2_1Id
User defined.
Primary location: Misc. tab of the Campaign panel

Close_Reason_Id

User defined.

Primary location: Close Incident and Close Problem pop-up boxes

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Cannot Reproduce (CREP)
Customer Request (CREQ)
Internal Only (IONLY)

Other Vendor (VNDER)

Resolve by Characteristic (PRESL)
Resolution Supplied (RESL)

Competn_Misc1-8 Id
User defined.
Primary location: Misc. tab of the Competition panel

Contact_Type_Id
User defined.
Primary location: Product Interest pop-up box from the Account Contact panel

ContActv_Misc1-2_Id
User defined.
Primary location: Contact Activity pop-up box

CPU_Field_Id
User defined.
Primary location: CPU Characteristics pop-up box

CPU_Misc1-14 Id
User defined.
Primary location: Misc. tab of the CPU Information panel
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Cred_Card_Type_lId
User defined.
Primary location: Incident Payment Information pop-up box from the Incident panel

Credit_Status_lId
User defined.
Primary location: Details tab of the Account Information panel

Cust_Cont_Misc1-16 Id
User defined.
Primary location: Misc. tab of the Account Contact panel

Cust_Has_Prod1-2_1Id
User defined.
Primary location: Ship Product to Account and Update Account's Product pop-up boxes

Cust_MultMisc1-4 Id
User defined.
Primary location: Misc. tab of the Account Information panel

Cust_Prod_Stat_Id

User-defined

Primary location: Ship Product to Account and Update Account's Product pop-up boxes

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Inactive (INACT)

Customer_Misc1-22 Id
User defined.
Primary location: Misc. tab of the Account Information panel

Custprg_Miscl-2_1Id
User defined.
Primary location: Product Customization pop-up box from the Account Information panel

Department_Type_Id

User defined.

Primary location: Company Department panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Account (ACCT)
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Client Services (CS)
Development (DEV)
Sales (SALES)
Other (OTH)

Distrib_Media_ld
User defined.
Primary location: Main tab of the License Information panel

Equ_Field_Id
User defined.
Primary location: Equipment Characteristics pop-up box from the Equipment Information panel

Equip_Oper_Stat_Id
Primary location: Main tab of the Equipment Information panel
The following are the system default values for this code type:

Down (DOWN)
Normal (NORM)
Not Being Used (NOUSE)

Equip_Status_Id

Primary location: Main tab of the Equipment Information panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

In-transit (INTRN)

Installed at user site (INUSE)
Inventory (INV)

Obsolete (OBS)

Purchase (PURCH)

Return from Repair (RETRN)
Being Repaired (RPAIR)

Equipment_Misc1-16_Id
User defined.
Primary location: Misc. tab of the Equipment Information panel

Equipment_Owner_Id
User defined.
Primary location: Main tab of the Equipment Information panel

Equipment_Type_Id
User defined.
Primary location: Main tab of the Equipment Information panel
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Escrow_Type_Id
User defined.
Primary location: Main tab of the License Information panel

File_Type_lId
User defined.
Primary location: Temporary Fix Component pop-up box from the Temporary Fix panel

Group_Miscl1-2_1d
User defined.
Primary location: Misc. tab of the Group Information panel

Hdl_Status_Id
User defined.
Primary location: Main tab of the Account Information panel

Inc_Activity_Id

User defined.

Primary location: Incident Activity and Incident Time Entry pop-up boxes

There is specific processing for certain internal values and code ids associated with this code type.
Refer to the Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Attachment (ATTAC)

Call (CALL)

E-Mail In (EMAIL)

E-Mail Out (CALL)

E-Mail Internal (EMAIL)

Fix Failure Notice (FFAIL)
Meeting (MEETG)

Message (MESSG)

Queue Date for Status (QUEUE)
Received Documentation (RCDOC)
Research (RESCH)

Inc_Hist_Misc1-2_Id
User defined.
Primary location: Incident Activity and Incident Time Entry pop-up boxes

Incident_Misc1-20_Id
User defined.
Primary location: Misc. 1 and Misc. 2 tabs of the Incident panel

Incident_Status_|Id
Cannot be modified except for adding a new status with the internal type of UCLOS, UOPEN, or
UWAIT.
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Primary location: Main tab of the Incident panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Active (ACTV)

Closed (CLOS)

Initial (INIT)

Negative Verification (NVER)
Respond to Customer (RESP)
Temporary Fix Required (TFIX)
Waiting for Information (ADOC)
Waiting for Resolution (ARES)
Waiting for Task (ATASK)
Waiting for Temporary Fix (AFIX)
Waiting for Verification (AVER)

Industry_Code_Id
User defined.
Primary location: Main tab of the Account Information panel

Introduced_In_Id
User defined.
Primary location: Main tab of the Problem panel

Lic_Category_Id
User defined.
Primary location: Main tab of the License Information panel

Lic_Field_lId
User defined.
Primary location: License Characteristics pop-up box from the License Information panel

Lic_Item_Miscl-6_Id
User defined.
Primary location: Add/Update Licensed Product pop-up box from the License Information panel

License_Misc1-8 Id
User defined.
Primary location: Misc. tab of the License Information panel

License_Type_lId

User defined.

Primary location: Main tab of the License Information panel
The following are the system default values for this code type:

Standard (STD)
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Lost Reason_lId

User defined.

Primary location: Sales Activity pop-up box

The following are the system default values for this code type:

No Budget (SNOBD)
Lost to Competition (SLCOM)

Maint_Misc1-4_Id
User defined.
Primary location: Misc. tab of the Maintenance Contract panel

Manual_Id
User defined.
Primary location: Documentation References pop-up box from the Incident panel

MC_Price_Misc1-3 Id
User defined.
Primary location: Update Price pop-up box from the Maintenance Contract panel

MC_Renew_Miscl-2_1Id

User defined.

Primary location: Add/Update Maintenance Contract Renewal pop-up box from the Maintenance
Contract panel

MC_Renew_Stat_Id

User defined.

Primary location: Add/Update Maintenance Contract Renewal pop-up box from the Maintenance
Contract panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Paid (PAID)
Pending (PEND)
Invoiced (INV)

Module_Miscl Id
User defined.
Primary location: Permanent Fix Module pop-up box from the Permanent Fix panel

Module_Type_Id
User defined.
Primary location: Permanent Fix Module pop-up box from the Permanent Fix panel
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Name_Title_Id
User defined.
Primary location: Main tab of the Account Contact panel

National_Lang_Id
User defined.
Primary location: Product Implementation pop-up box from the Product Information panel

NoCharge Type_Id

User defined.

Primary location: Non-Chargeable Time Entry pop-up box from the Individual Time Summary panel
The following are the system default values for this code type:

Holiday (HOLID)
lliness (ILLNE)
Vacation (VACAT)

Oper_Sys_lId
User defined.
Primary location: Product Implementation pop-up box from the Product Information panel

Outcome_Id

User defined.

Primary location: Contact Activity pop-up box

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Left_Message (LM)
Negative Response (NEG)
Positive Response (POS)
Undelivered (UNDEL)

Perm_Fix_Misc1-8_Id
User defined.
Primary location: Misc. tab of the Permanent Fix panel

Perm_Fix_Status_Id

Cannot be modified.

Primary location: Main tab of the Permanent Fix Product Version/Impl. pop-up box from the
Permanent Fix panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Pending (PEND)
Incorp - QA Test (INCPA)

A-8 RTI Software (11/30/06)



System Administration Appendix A

Incorp - Beta (INCPB)
Incorp - General (INCRP)
Not Required (NOTRQ)
Not Fixing (NOTFX)

Pers Misc 1-4 Id
User defined.
Primary location: Misc. tab of the Company Personnel panel

Personnel_Role_Id
User defined.
Primary location: Main tab of the Company Personnel panel and the Participant panel

PFix_In_Misc1-3 Id

User defined.

Primary location: Found on the Permanent Fix Product Version/Impl. pop-up box from the Permanent
Fix panel

Phase Status_Id

Cannot be modified except for adding a new status with the internal type of UCLOS or UOPEN.
Primary location: Main tab of the Campaign Phase panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Active (ACTV)
Closed (CLOS)
Planned (INIT)

Phase_Type_lId

User defined.

Primary location: Main tab of the Campaign Phase panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

E-Mail (EMAIL)

Fax (FAX)

Phone (PHONE)
Postal Mail (PMAIL)
Other (OTHER)

Prb_Activity_Id

User defined.

Primary location: Problem Activity and Problem Time Entry pop-up boxes

There is specific processing for certain internal values and code ids associated with this code type.
Refer to the Define Field Values section of this manual for more information.

The following are the system default values for this code type:
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Attachment (ATTAC)

Call (CALL)

E-Mail In (EMAIL)

E-Mail Internal (EMAIL)

Meeting (MEETG)

Research (RESCH)

Queue Date for Status (QUEUE)

Priority_Id

User defined.

The Long Value and Short Value for the Internal Value ‘MED' can be changed but the Internal Value
cannot.

Primary location: Main tab of Incident, Problem, and Account Information panels

The following are the system default values for this code type:

Hot (HOT)
High (HIGH)
Medium (MED)
Low (LOW)

Prob_Assc_Type_Id

User defined.

Primary location: Associate Problem pop-up box from Problem panel
The following are the system default values for this code type:

Not Required (NOTRQ)
Required (REQRD)

Problem_Misc1-16_Id
User defined.
Primary location: Misc tab of the Problem panel

Problem_Status_Id

Cannot be modified except for adding a new status with the internal type of UCLOS, UOPEN, or
UWAIT.

Primary location: Main tab of the Problem panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Active (ACTV)

Closed (CLOS)

Resolved (RESV)

Waiting for Information (ADOC)
Waiting for Task (ATASK)

Problem_Type_Id
User defined.
Primary location: Main tab of the Incident and Problem panels
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There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.
The following are the system default values for this code type:

Documentation Issue (DCERR)
Enhancement Request (ENHRQ)
Product Defect (SFTWR)
Question (QUEST)

Prod_Ref Misc1-2_Id
User defined.
Primary location: Product Refresh Level pop-up box

Product_Family_Id
User defined.
Primary location: Main tab of the Product Information panel

Product_Lit_Id
User defined.
Primary location: Send Collateral pop-up box and the Main tab of the Campaign Phase panel

Product_Miscl-4_1Id
User defined.
Primary location: Misc. tab of Product Information panel

Program_Type_lId
User defined.
Primary location: Product Program and Product Customization pop-up boxes

Progrm_Category_Id
User defined.
Primary location: Product Program pop-up box

Proj_Category_lId
User defined.
Primary location: Add/Update Projection pop-up box from the Sales Opportunity panel

Project_Id
User defined.
Primary location: Details tab of the Incident panel and the Main tab of the Problem panel

Purpose_Id

User defined.

Primary location: Contact Activity pop-up box

The following are the system default values for this code type:
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Marketing Campaign (MCAMP)

Query_Misc_1-2 Id
User defined.
Primary location: Save Query pop-up box from an ad-hoc search panel

Ref Category_Id

Cannot be modified.

Primary location: Product Refresh Level pop-up box from the Product Information panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Alpha (A)
Beta (B)
General (G)

Remove_BegChar_Id

User Defined.

Values defined for Remove_BegChar_id field will be removed from the Account Name when looking
for an existing account if followed by a comma or a space. Some system defined values are provided
for this code type.

Remove_EndChar_Id

User Defined.

Values defined for Remove_EndChar_id field will be removed from the Account Name when looking
for an existing account if preceded by a comma or a space. Some system defined values are
provided for this code type.

Relation_Type_lId

User defined.

Primary location: Account Relationships pop-up box from the Account Information panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Consultant (CONSL)

Primary Support Person (PRIMR)
Salesperson (SALEP)

Sales Region (SALER)

Support Center (SALEC)

Response_Id

User defined.

Primary location: Responded pop-up box from the Campaign Phase panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:
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Negative Response (NEG)
Positive Response (POS)

Role_Influence_lId

User defined.

Primary location: Contacts/Roles pop-up box from Sales Opportunity panel
The following are the system default values for this code type:

Major (MAJOR)
Moderate (MODER)
Minimal (MIN)
None (NONE)

Role_Miscl_1Id
User defined.
Primary location: Contacts/Roles pop-up box from Sales Opportunity panel

Role_Viewpoint_Id

User defined.

Primary location: Contacts/Roles pop-up box from Sales Opportunity panel
The following are the system default values for this code type:

Negative Response (NEG)
Positive Response (POS)

RTI_Note Type_Id
User defined.
Primary location: Add/Update Account (Contact) Note pop-up box

Sales_Opp_Type_Id
User defined.
Primary location: Main tab of the Sales Opportunity panel

Sales_Stage_Id

User defined.

Primary location: Main tab of the Sales Opportunity panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Canceled (CANCL)
Lost (LOST)
Won (WON)

Sales_Status_|Id
User defined.
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Primary location: Main tab of the Account Information panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information

The following are the system default values for this code type:

Inactive (INACT)
Not Visible in CFS (NOCFS)

Severity_Id

User defined.

Primary location: Main tab of the Incident, Problem, and Task Entry panels
The following are the system default values for this code type:

Critical Impact (CRASH)
Major Impact (MAJOR)
Minor Impact (MINOR)

Ship_Method_Id
User defined.
Primary location: Send Collateral pop-up box

Sls_Activity_Id

User defined.

Primary location: Sales Activity and Contact Activity pop-up box

There is specific processing for certain internal values and code ids associated with this code type.
Refer to the Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Attachment (ATTAC)

Call (CALL)

E-Mail In (_MAIL)

E-Mail Out (CALL)
Message (MESSG)
Schedule Tickler (SCHED)

Sls_Priority_Id
User defined.
Primary location: Main tab of the Sales Opportunity panel

SlsOp_Misc1-16_1d
User defined.
Primary location: Misc. tab of the Sales Opportunity panel

SlsP_Dtl_Misc1-5 Id
User defined.
Primary location: Add/Update Projection pop-up box from the Sales Opportunity panel
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Source_Id
User defined.
Primary location: Close Incident pop-up box

Suffix_Id
User defined.
Primary location: Main tab of the Account Contact panel

Target_Release_Id
User defined.
Primary location: Main tab of the Problem panel

Task_Activity _Id

User defined.

Primary location: Task Activity pop-up box

There is specific processing for certain code ids associated with this code type. Refer to the Define
Field Values section of this manual for more information

The following are the system default values for this code type:

Attachment (ATTAC)
Call (CALL)

E-Mail In (EMAIL)
E-Mail Out (CALL)
E-Mail Internal (EMAIL)
Meeting (MEETG)
Research (RESCH)

Task_Misc1-16 Id
User defined.
Primary location: Misc. 1 and Misc. 2 tabs of the Task Entry panel.

Task_Status_Id

Cannot be modified except for adding a new status with the internal type of UCLOS, UOPEN,
UWAIT, or UINIT.

Primary location: Main tab of the Task Entry panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Active (ACTV)

Closed (CLOS)

Planned (INIT)

Waiting for Information (ADOC)

Task_Type_Id

User defined.

Primary location: Main tab of the Task Entry panel

The following are the system default values for this code type:
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Ship Product (SHIP)

Temp_Fix_Miscl1-8 Id
User defined.
Primary location: Misc tab of the Temporary Fix panel

Temp_Fix_Stat_Id

User defined.

Primary location: Main tab of the Temporary Fix panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Active (ACTV)
Closed (CLOS)

TFix_Comp_Misc1-2_Id
User defined.
Primary location: Temporary Fix Component pop-up box from the Temporary Fix panel

Tick_Priority_Id

User defined.

Primary location: Add Tickler, Update Tickler, Contact Activity, and the Sales Activity pop-up boxes
The following are the system default values for this code type:

Hot (HOT)
High (HIGH)
Medium (MED)
Low (LOW)

Tickler_Action_lId

User defined.

Primary location: Add Tickler, Update Tickler, Contact Activity, and the Sales Activity pop-up boxes
The following are the system default values for this code type:

Call (CALL)

Time_Zone_ld

User defined.

Primary location: Account Information and Account Contact panels
The following are the system default values for this code type:

Eastern (10)

Eastern (No Daylight Savings) (34)
Central (11)

Mountain (US & Canada) (12)
Mountain (No Daylight Savings) (38)
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Pacific (13)
Alaska (14)
Hawaii (15)

TP_Monitor_Id
User defined.
Primary location: Product Implementation pop-up box from the Product Information panel

Type_Of User_lId
User defined.
Primary location: Add/Update Licensed Product pop-up box from the License Information panel

User_Cls_Name_lId

User defined.

Primary location: Company Personnel panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Administrator (ADMIN)
Developer (DEV)
Manager (MGR)
Operator (OPER)

Sales Person (SALES)
Support Analyst (SUPRT)
WebFirst (WFS)

User_Group_lId

User defined.

Primary location: Company Personnel panel

There is specific processing for certain internal values associated with this code type. Refer to the
Define Field Values section of this manual for more information.

The following are the system default values for this code type:

Global (GUG)
WebFirst (WFS)
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