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Legal Notices

© 2023 Cherwell Software, LLC. All Rights Reserved.

Cherwell, the Cherwell logo, and mApp are trademarks owned by Cherwell Software, LLC and are registered
and/or used in the United States and other countries. ITIL® is a registered trademark of AXELOS Limited. All
other product or company names referenced herein are used for identification purposes only and are or may
be trademarks or registered trademarks of their respective owners.

Some or all parts of the mApp product are covered by one or more claims of U.S. Patent No. 9, 612, 825.

The information contained in this documentation is proprietary and confidential. Your use of this information
and Cherwell Software products is subject to the terms and conditions of the applicable End-User License
Agreement and/or Nondisclosure Agreement and the proprietary and restricted rights notices included therein.

You may print, copy, and use the information contained in this documentation for the internal needs of your
user base only. Unless otherwise agreed to by Cherwell and you in writing, you may not otherwise distribute
this documentation or the information contained here outside of your organization without obtaining Cherwell’s
prior written consent for each such distribution.

The Cherwell Software product suite includes:

» Cherwell Service Management
* Cherwell Asset Management

Contact Cherwell Software

CSM 2022.3 Features


http://www.cherwell.com/contact

Contents

Contents

08 (I Y 1 = 31
Adaptive Layouts. . . ... ..ot e a e 32
About Adaptive Layouts. . ... ... i e e a e 33
Use Adaptive Layouts. . ... ..ottt ittt ettt ettt e 35
Adaptive FOrms SCenarios. . . ... ..ottt it i i e e 39
Adaptive Dashboards Scenarios. .. ....... ... ittt ettt ettt i e 41
Managing Adaptive Layouts. . . ... ... i ittt ittt ittt ittt it a et 44
Adaptive Layout Design Features. . . ... ...ttt it et it i s 45
Design Features for Adaptive FOrms. . .. ... ... i i i i et ettt et et aa e aaaannnns 46
Design Features for Adaptive Dashboards. . ........ ... i it ettt eae e naae e annens 48
Managing Controls and Widgets in Adaptive Layouts. . ......... ..ottt ittt eine e 50
Adaptive Layout Properties. . ... ...t i i e 51
Defining Adaptive Layout Properties Using Device-Independent Pixels. .. ............. ... .. i, 53
Create an Adaptive Layout. . . ... ... . i et e 55
Edit an Adaptive Layout. . . ... ... i i e e i 56
Delete an Adaptive Layout. . . . ... ... . e 57
Adaptive Layout Preset Manager. . .. ... ittt i it e e 58
Open the Adaptive Layout Preset Manager. . . .. ... ..ttt i it e it ee et s naae e aaneennnnns 60
Create an Adaptive Layout Preset. . . .. ... ... . i e e 61
Edit an Adaptive Layout Preset. . . ... ...t e e 62
Delete an Adaptive Layout Preset. . . ... ... . i i e e et 63
APPIOValS. . .. it e i e e e e e e e e 64
ADBOUL APProValS. . ..ottt ey 65
Approvals Good to KNOW. . . ... .. it it ittt ettt ta et aa et et e e e 67
Approval and Denial Threshold Rules. . . ... ... . i i i et a e ittt a e nenaes 68
USING APPrOVals. . . ..ot i ittt it 73
2N o o] oY= 1 o 1 4 T 74
Managing APPrOValS. . .. ...ttt ittt e e 75
AppProval Editor. . . ... ... i i i i i i e et a e e i e 76
Approval Block Editor. . . ... ..o i et et 77
Open the Approval Block Editor. . . ... ... i i e ettt s ittt a s a e aa e nns 80
Add an Approvalto aBusiness Object. . . ....... ... i i e e e 81
Define an Approval Relationship. . . ... ...t i i i et ettt e 82
Define an Approval Block ID Field. . . . ... ... i i i i i i i i i iaaee ittt snnnnnnnnnns 84
Define Approval Configuration for a Business Object. . . ... ... .. . ittt it iinntennnns 85
Define an Approval Email. . . .. ... .ot i i i e i et 87
Create/Edit an Approval BIOCK. . . .. ... ittt i i it ittt ittt ta et aa et e e e 90
Define Approval Block Condition Properties. . . ....... ..ottt i ittt e st e e naas 91
Define Approver Properties. . . ... ...ttt i et i i e e 93

CSM 2022.3 Features



Contents

Define Approval Block Action Properties. . . ...t i i ettt et s 97
Define Multi-Level Approvals. . . ... .. i i i ittt it et et a s a s a et 99
Configuring APProvals. . . . ...ttt et it et et e e 101
Configure Customer ApProvals. . . ... ..ottt e ittt s et ettt e 102
Attachments. . . ... .. e e 108
About Attachments. . .. ... ... . e et 109
Use AttaChments. . . . ... o i i ittt i i et ettt ettt e s 110
View an Attachment. . .. .. ... e e 111
View Attachment Properties. . . ... i ittt ittt i s aaa et e e eenannnns 112
Email an Attachment. . . . ... .. i i i et e et 113
Record Attachments. . . ... . ... i i e 114
Attach a Record to Another Record. . . . ... ... . i i i s a i s e na e 115
Attach (Import) Filesto @a Record. . . ... ... i i i ittt e s e et a et a s 116
Download Files AttachedtoaRecord. . ........ ... i i ittt ittt a e naeaas 117
LinkaFiletoa Record. . . ... ... i i e ittt et a et s 118
AttachaWeb Pagetoa Record. . . ... .. ...ttt i ittt it ettt a e n e ans 119
Attach an Image from the ClipboardtoaRecord. . . . ... ... .. i e e e aaae s 120
Create a Shortcutto an Attachment. . . ... ... . it ettt et e e an s 121
Remove an Attachment. . . .. .. ... e 122
Manage Attachments. . . ... ... i i ittt ittt e e 123
Open the Attachment Manager. . .. ... .. ittt i i et it ettt et a s a s a e a e nnanesnnens 124
Create a System Attachment. . . .. ... .. . i it et e sttt e s 125
Import Attachments from a Directory. . . ... ...ttt i i et i et a et 126
Configure Attachments. . . . ... ... i i e et a et it i ey 127
Business HOUIS. .. ... .o i e s ettt a e s e i 128
BUSINeSS HOUKS. . . . ... i i et e 129
Business Hours Good to KNOW. . . ... .. ittt i i et ittt e et e et a e a e 130
Managing Business HoUIS. . ... ... . it i et e ettt et et a s a s a e a i a i eanenns 131
Open the Business Hours Manager. . . .. ... ... it i et et et e e et aae e aaneeannnennn 133
View BUSINeSs HOUNS. . . ... i i ittt et a i et a s a et a e ana s aaan s ennnns 134
Create Business HOUIS. . . .. ... ottt i i ittt ettt s a e a s a e a e n e nn e 135
Configuring Business HOUIS. . . ... ... o it i i it et ettt e et a e aa e aa e aaesaneanennns 137
Business Objects. . ... ... ... e 138
About BUuSINess ObjJeCtS. . . ... ...t i i it i et et a e e 139
Major Business ObjJects. . . .. ...ttt e i i i e 141
Supporting Business Objects. . . ... ... . ittt i i e 142
Lookup Business Objects. . .. ... .ot i i et it e 144
Group Business Objects. . ... ...o ottt i e e 145
Business ObjJect Views. . . .. ... it i i et it e e e 146
Openthe View Manager. . ... ..ottt et it ittt e a s a et e a s a s an s an aneaneanenns 147

CSM 2022.3 Features



Contents

Create/Edit a Business Object View. . . ... ...t i ittt et it a e it e s 148
Business Objects Good to KNOW. . .. ... .ottt i i et ittt et a et a e 150
Business Object Performance. . .. ... ... ..ttt i i i ettt et e 151
Using Business ObjJects. ... ... ou ittt it ittt it et et e et e 152
Managing Business ObjJects. . . . ... .. it i i e 153
(0] o 1= o2 1 =T F= T [T 154
Openthe Object Manager. . . ... oottt it ittt ettt et it a e aa s a s a e saneaneanesnnns 156
Business Object Editor. . ... ... ... i i i i it it e e e 157
Open the Business Object Editor. . . . ... ... ..ot i i et it ettt a s a i n e nnans 158
Open the Business Object Properties Window. . . .. ... ... . . i e e et aaeenaann 159
Create/Edit a Business Object. . . .. ... ... it i i i i ittt ettt 160
Define Basic Business Object Properties. . . ... ..ottt ittt ittt 163
Define General Properties for a Business Object. . .. . ... . i i e 164
Define Process and Procedure Help Properties for a Business Object. . . .......... ... i iiiiiinnnnn 171
Define Group Properties for a Business Object. . . . ... ... ... .. i e e 172
Define Additional Business Object Properties. . ... ...... ... . i it ittt e aaenaens 174
Define Lifecycle Properties foraBusiness Object. . . . ........... it i et e a e e naneennnn 176
Define Search Results Properties for a Business Object. .. ........ ...t i it i i nea s 178
Define Attachments Properties for a Business Object. . .. .......... . i i it e e nns 182
Define Database Properties for a Business Object. . . ......... .. i i et i e 185
Define History Properties for a Business Object. . ... ... ... .. i e ae e 188
Define Record Locking Settings foraBusiness Object. . . ............ ittt ittt nneennnnnn 190
Define Localization Properties for a Business Object. ... ........... i i it e e eaas 192
Define Advanced Properties for a Business Object. . .. ... ... ... i ittt et a e 193
General Business Object Attributes. . ... it i i i ettt ettt 196
Delete a Business Object. . . ... ..ottt i i i e i et i e 197
Define Business Object ACtioNS. . ... .. ... ittt i i i et it et et e a e 199
Define Menu Actions for a Business Object. . . . ... it i it ittt 201
Define Task Pane Actions for a Business Object. . . . ... ... i i e et ae e anns 203
Define Toolbar Actions fora Business Object. . . ... ... ... it it ittt ennnannnns 206
Define Context Menu Actions for a Business Object. . ........ ... ... i e i e naeaas 208
Define Print Options fora Business Object. . . .......... . i i e e et s e eaean s 210
Define Automatic Actions for a Business Object. . ..........c. it i i it et e 211
Troubleshoot Actions for Automation Processes. . ........ ...ttt it it et a st ia e nans 213
Problem: The field [BusinessObject].[Fieldname] must be filled in before the record can be saved. .......... 214
ScanaBusiness Object. . .. ... ... i e e 215
Undo Business Object Changes withina Blueprint. . . ... ... . i i et e e 216
Add a Business Objectto a Blueprint. . . ........ ..ttt it ittt tea et an e enaneerannens 217
View Blueprint Changes for a Business Object. . .. ... ... ... i it s i e e 218
Export a Business Object Schema. . . . ... ... . . i it ettt et et 221
View the Business Object Publish Log. . ...t i ittt e et a e anans 223

CSM 2022.3 Features



Contents

Convert to a Group Business Object. . . ... ..ottt i ettt ittt e e 226
Configuring Business Objects. . . ... ... oottt i it it ettt et 227
Business Object LifecycCles. . ... ... .. i i e ettt et it e e 228
About Business Object LifecycCles. . . ...... .. ittt i ittt i i s 229
About Statuses and Stages. . . ... ... i e 230
About TransSitioNs. . . ... . i i i it i e et 231
Managing Business Object Lifecycles. . . ... ... i it ettt et et 233
Openthe Lifecycle Editor. . .. ... ... it i i i ittt et e et a et a e 234
Add Statuses and Stages. . .. ... ...ttt e e 235
Manage TransitioNs. . .. ... ittt it e ittt et et 236
Add Branches and JUMPS. . . ... ..ottt it saaa ettt anannnnnnnnenaesssssnnnnnnn 238
Add a Post-Transition Action. .. ....... ... it it i ettt ettt it e 242
Validate a LifecycCle. . . ... ..o i i e 243
Delete Parts of a Lifecycle. . ... ... . it i i ittt te et eae et aan e an e raaneenanneennn 245
Delete Or MOVEe JUMPS. . .. oottt ittt ittt a s ettt et et e e a s a s a i a s a e aneaa e e enns 246
Example: Create a Lifecycle. . . .. ... ..o i i ittt et it e e 247
Configure Business Object Lifecycles. . . ...t i i e it e et et an e 252
Add Lifecycle Controls to @a FOrm. . ... ...t i ittt it a it et et 253
Report on Business Objects Based on Lifecycle Status. . ............. ... i 255
Show Lifecycle Dataina Field. ... ... ... .. i e et a et ittt n e nnans 257
Migrate a Business Object Lifecycle. . .. ... ... i ettt e e 258
Update Associated Items for Business Object Lifecycle Migration. ... ........... ... ... ... 260
Multiple Statuses: Use a One-Step Action to Migrate Business Object Lifecycles. . . ....................... 264
Single Status: Use a One-Step Action to Migrate Business Object Lifecycles. . ........................... 268
Manually Migrate a Business Object Lifecycle. .. ... i ittt e s a e a s 271
Perform Transitions usinga One-Step Action. .. ........ ... i i it it et nns 272
=] o L 274
AboUt Fields. . . ... e e 275
Fields Good to KNOW. . . ... .ot it it ettt it et et a s a s a e a et a s aaeranens 277
Using Fields. . ... ..o ittt i i i ittt s s s s nnaaet s as st nannnnnnnnnnnnnsssssssns 278
Managing Fields. . . ... ... i i i i et it e 279
Create/Edit a Field. . .. ... ...t i i i e ittt et ittt a s a et a i a e 280
Open the Field Properties Window. . . ... i i it ettt a et a e a e a e nnnnns 282
Define General Properties fora Field. . . ... ... i i ettt it et a s 283
Define General Properties fora Date/Time Field. . . .......... .. . i i it et nneennnnn 286
Define General Properties fora Number Field. . ........ ... ... i i i e e 287
Define General Properties fora Text Field. . ... ........ .. ittt ittt nnnnnnnananans 288
Define Process and Procedure Help Properties foraField. .. ......... ... ... it iiinnnnn 290
Define Detailed Properties fora Field. . .. ... ... i e e st et aneas 291
Define General Behaviors for Fields. . . ........ ..t i ittt ettt a e a e 292
Define Field Behaviors Based on Lifecycle State. . .. ... ... i e e nes 300

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

Contents

Define Image Path Values fora Field. . .. ... ... . i i ettt a s a e a e aens 305
Define Validation/Auto-Population Properties foraField. . ........... ... i i 307
Define Validation Properties fora Field. . . .. ... ... .. i i i it i et st ae et naeeannnanns 308
Define Auto-population Propertiesfora Field. .. ........ ... i i ettt e e 312
Group Map Manager. . . . ...ttt e e et 315
Openthe Group Map Manager. . . .. ...ttt ittt ittt st ta e s aae s ane s annesanneesannesanneennnns 317
Create @ GroUP Map. . .. ...t i it it ittt et e 318
Storing Foreign Keys for Validated and Auto-populated Fields. . ............. ... i, 320
Defining Foreign Key Relationships. . . ... o i ettt et e et e e an s 322
Example: Defining a Foreign Key Relationship for Asset Status Field. . .. ............. ... ... ... ... .. ... 324
Configuring Shared Foreign Key Fields. . . . ... ... it i i ettt a s a e ennns 327
Blueprint Scan Errors for Foreign Key Relationships. . .......... ... o i e 331
Define Group Properties fora Field. . . ........... it ittt ettt st nnannnennnns 332
Define Advanced Properties fora Field. . .. ...... ... . i it ittt ee et aateanneennnns 333
General Field Attributes. . . ... ..o i i i i it e e s 337
Create Action Fields. .. ... ... i i i i i et ittt et et aa e aa e at e eanenaenns 338
About Encrypted Fields. . ... .. ..ot i i ittt et et e 339
Using Encrypted Fields. . .. ... ..t i i it ettt ettt 340
Configuring Field-Level Encryption. . . ... ... .. i i i et et e e et e e a e naenneannns 341
Best Practices for Encrypting Fields. . ... ... i ettt et e 343
LR F= 1A K= 11 o L= 344
About Relationships. . . ... ..o i ittt st i sttt s 345
Relationships Good to KNOW. . . ... ... i i it ittt ettt a et aneas 346
Managing Relationships. . . ... ... it i it et e e 347
Open the Relationship Editor. . . ... ... .. i i i et ettt et it anens 348
Relationship Editor. . . .. ... i e i it et it ettt e e 349
Relationship Wizard. . . ... ... i i i i i it teeaaee et s s annanannnnnnnsssnsssssnns 351
Create/Edita Relationship. . . . ... ... i i e i ettt st 352
Create a Relationship Using the Relationship Wizard. . . ......... ... ... . . i it 354
Create a Relationship Using the Relationship Properties Window. . ... .......... ... ... i iiiiinnnnn 357
Define General Properties fora Relationship. . . ... e et i e eaas 358
Define Link Properties fora Relationship. . ....... ... i i i i it ittt et i inae s 361
Define Database Properties for a Relationship. .. ......... ... i i e 366
Define Auditing Properties for a Relationship. .. .......... ... i i i e 368
Define Advanced Properties for a Relationship. . . ......... ... . . i i i ittt et e aens 369
Entity Relationship Diagrams. . . . ... ...ttt it ittt e s a et it i s 372
Relationships and Performance. . . ... ... ... ittt ittt ittt i s a ettt e s 373
o 10 374
ADBOUL FOIMS. . . . e 375
LI 1T T o 1T 377
Lo 41 0T Oo o { o = 379

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

Contents

Field FOrm Controls. . . ... ..o i i it ettt e e et aae e aaae s aanesaannenaanesnnneennns 383
Field Form Control Properties. . . ... ..ottt ettt ittt ittt e s aa s aa et a s 385
Standard FOrm Controls. ... ... ..ottt i i i et et it et e e 386
Special FOrm Controls. . ... ... it i i e it et ittt a ettt s 388
Embedded FOrms. . .. ... i i e it 389
Lo T ¢ I T T =T 4 0= L= 390
Presenting Different Views to Users. . . ... ... ottt i i ettt ittt it e s a e 392
(00 1 = 38 o = 393
USiNG FOIMS. ... i it it st ettt a et s a e e a e aan e e annseannneannnsens 394
B4 L3 = T < 4 2 395
[P T T 1T T TN o o 4T 396
o] 4 1 T e 11 o 397
Openthe Form Editor. . ... .. . i i i i it teaaaneee et annnnnnnnnnnneennnns 399
Form Menu Bar ltem. . ... ... i i et e e 401
Form Editor Toolbar. . . . . ... i e e 403
Form Editor Behaviors. . . .. ... . i i i ittt it a e e 414
Simultaneous Form Editing. . ... ... ..ot e e 419
Form Design Considerations. . . ...... ...ttt it ittt it ettt s 425
Create/Edit a FOrm. ... ... .o i i i i et et e et a e et a e aa s 426
Selecta Form Theme. . . ... ... i i ettt et e ettt e e 429
Select a Form Background Color. . . . ... . . i i i e e 431
AddaFormControlto a Form. . ... ... it i i i i ettt a e e 433
Add a Field Form Control to @a Form. . .. . .. ... . i i et e e 434
Add a Standard Form Control to a Form. . ... ... ... .. i i i e e e et e e 435
Add aBanner Control to a Form. . ... ... . . i ittt et et aa e aaeesaanresannaraanennnns 436
Add aButton Control to a Form. . . .. ... ... e 437
AddaGroup Box Control to a Form. . . ... .. .. it ittt ettt tee et ae et ann e aaneeeanneens 438
Add animage Control to a Form. . ... .. it i i ittt ettt a e s 439
Add aLabel Controlto @a Form. .. .. ... .. . i i et ettt a et aa e e 441
Add aLink Label Controlto a Form. . ... ... i i i i ettt et a s et a s 442
Add aList Box Control to a Form. . .. ... ... i i e e 443
Add a Radio Button Controlto a FOorm. . . ... ... .. it i i i et it et aa e aa e aaaeennenn 446
Add aShape Control to @a Form. . ... .. it i i ittt et ittt a et 448
Add a Special Form Controlto @a Form. . . ... ... it i i i i ittt it et a et 449
Add an Embedded Form Controlto a Form. . . ... ... ittt i it ettt a s a e aaaneens 450
Add a Matrix Selector Control to a Form. . . . ... .. ... i i it et e a e e a e 452
Add a Related Item Picker Controlto a Form. . .. ... ... .. i i i i et 454
Add a Related Item Viewer Controltoa Form. ... ... ... .. i i e et e a st eanens 456
Define How a Control Looks and Behaves ona Form. . . ... ... ... .. ... . i i e ae e 457
Define and Format Control Text. . . . ... ...ttt i i et e et et et e a e aa s 458
DefineaTooltipfora Control. . .. ... .. ittt i i it ettt a s it et e a s aa e 460

CSM 2022.3 Features



Contents

SiZe A CONtIOL. . ..o e et a e e 462
Select a Background, Foreground, and Border ColorforaControl. ... .......... ..ottt 464
Select aBorder Style fora Control. .. ... ... it i i e et et e 466
Addanimage to @ Control. . . ... .. ittt i i e i a e 467
Align @ Control. . . . ...t 468
N T T = 0 41 R 469
Layer @ Control. . . ... i e e 471
Define Visibility fora Control. . . . ... ... i i i e i e i 472
Enable/Disable @ CoNtrol. . . ... ... i it ettt et e aa s aae e aaae e aan e s 473
SetTab Order on a Form. . . ... ... i et e e e e 474
Make a Formthe Default Form. . . ... ... . i i i i ettt et ettt aaanennnnns 476
Related ltem Navigation. . . ... ... it i it it it e 477
Configure Related Item Navigation. . . .. ... ... . i i et e ae e 479
Configure Solution Search Workflow. . .. ... ... .. i i i i i ittt et e ea et aane e nannennnn 481
Configure Knowledge Sources for Solution Search. . ... ... ... .. . . i e 482
Configure Knowledge Mapping for Solution Search. . . ........ ... ... . . i i i e ns 485
Configure Solution Search Properties. . . ... ...t i it et it ettt e 488
Solution Search Properties. . . ... .. i it e e et e 490
Configure Slack for the Related Items Pane. . .. ... i i ittt ea e a e 496
Configure a Slack Workspace for the Related Items Pane. . . ... ... ... . .. it ennnnn 497
Configure Third-party Chat Integration Settings for Slack. .. ....... .. ... .. . . i 498
Configure Slack Channel Naming Conventions. . .. ... ...ttt ittt ita e ane e ennneernnnens 499
Configure Slack Chat History Archiving. . . ... i s st et a e a e aaes 500
Configure Teams Chat forthe Related ltems Pane. . . .. ... ... . i i et aeeaeens 502
About Teams Chat. . .. ... .. . i i it e ettt ae et aaae e aaaeesaan e eaaanaraannennnn 503
Create a Microsoft Teams App Registration. .. ......... ... i i it e e 504
Configure Third-party Chat Integration Settings for Microsoft Teams. . ................ ... i, 506
Configure Third-party Chat Integration Security Rights for Microsoft Teams. ................ ... ... ... ... 508
Configure Microsoft Teams Channel Naming Conventions. . . . ... ... ... . . it iaaee s 509
Configure Microsoft Teams Chat History Archiving. . . ... ... i i e i ittt naeennnns 510
Use Related Item Navigation. . .. ... ...t i i et it et ittt a s a i a e a i a s anens 512
Use Solution Search for Internal Solutions. .. ... ... . i i e e e et 514
Use Solution Search for External Solutions. . ... i i i ittt e a e 516
Use Communicationin Related Items Pane. . ... o it ittt a e 518
Use Attachments in Related Items Pane. . . . ... ... i ettt s ie e naenns 519
Use Slack inthe Related ltems Pane. . . . ... ... i i i it et ittt it a s nn e aeans 520
Create a Slack Channel from the Related Items Pane. . . . ... ... .. i e 521
Add Users to Slack Channels. . . ... ...ttt i i et it et a e a et a e sansannannsnnns 522
Send Messages to Slack from CSM. . ... ... .. it i e it e s it it et s 523
Archive Slack Conversations. . . .. ... ... ittt it et e e a et et e s 524
Use Microsoft Teams inthe Related ltems Pane. . . .. ... ... i i i et a e an e 525

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

Contents

Create a Microsoft Teams Channel from the Related ltems Pane. ... .......... ... o it 527
Add Users to Microsoft Teams Channels. . . ....... ...t ittt ittt a e anaan 528
Send Messages to Microsoft Teams from CSM. .. . ... ... . it i e ettt a e e e nennns 529
Archive Microsoft Teams Conversations. . .......... ottt it ittt a e a s ia e a e anenns 530
Managing Form Arrangements. . . .. ... ..o ittt i i 531
Form Arrangement Editor. . . ... ... . i i ettt e 532
Open the Form Arrangement Editor. . . ... ... i i e i ettt a s a e an s 534
Create/Edit a Form Arrangement. . . ... ... ... ittt it et et e 535
Define General Tab Properties fora Form Arrangement. . . ... ... it it it i i a e 537
Define Tab Contents Properties fora Form Arrangement. . . . ......... ittt ittt ea e 539
Define Tab Filter Properties fora Form Arrangement. . . . ... ... .. . ittt it iee e ennenns 542
Define Tab Relationship Options fora Form Arrangement. . . . ... ... it i i it it e e n e na s 545
Define General Splitter Properties for the Form Arrangement. . ... ... .. . . it 546
Define Splitter Position Properties for the Form Arrangement. . . ............. . ittt iineernnnnnnnn 548
Define Stacked Zone Options for a Portal Form Arrangement. . . ... ... ittt it n e 549
ACtiVItY Pane. . ... i e e aaaa e 551
Using the Activity Pane. . . ... ... it ettt a it aa et e e s 552
Configure the Activity Pane. . . ... ... i i i e ettt e e 553
How to Map Activity Pane Fields. . . ... ... i i i i e et e et ae e nnnenns 556
Activity Pane Troubleshooting. . . . ...t i ettt ettt e e e 557
Calendars. . ... .o e 559
About Calendars. . . ... ...ttt e e e 560
TouraCalendar. . ... ...ttt it e e i e a i 561
USiNg Calendars. . . ... ..ottt ittt ittt ettt et ettt 562
View @ Calendar. . ... ... i e aaa e 563
Change the Calendar VieW. . . . ... .ottt ittt ettt et e ae e aae e aaaessanneenannenanneenn 564
View/Edita Calendar ltem. . . . ... ... . it i i i e it et e 565
Add a Single Calendar ltem. . . . ... ... i e i 566
Navigate through Calendar Hems. . . . ... ... o it i i i ittt e s a s a et n e anens 567
Show/Hide a Calendar fem. . . ... .. oo it i et ittt et ettt 568
Adjusting Gantt View Time Scales. . . ...ttt i it ettt et et a e 569
Managing Calendars. . .. ... ...ttt it it e e 570
Open the Calendar Manager. . . .. ... ... ittt it e et e et s e ae s aaa e aantaaanasaaneeanns 572
Create @ Calendar. . ... ... .ottt it i it it it e 573
Create aSetof Calendar ltems. . . ... ... ittt i e ettt et ettt e 575
Configuring Calendars. . ... ... ..ottt ittt et a et a et e 577
Setting Default Calendars. . . . ... ... .. i it i et et e et s 578
Select a Default Global Calendar. . . ......... ..t i i ettt et a e et a s 579
Select aDefault Role Calendar. . . . ... ... .. ittt it ettt et et et e e aaeaasaneaanenns 580
Select aDefault User Calendar. . . ... ...ttt i et a et et a et a s n s arannennsns 583

CSM 2022.3 Features



o

[o}

o

o

o

o

o

o

o

o

Contents

L0 o o1 g Y= 1= o o Y 584
About the Color Selector. . . ... ... e 587
Using the Color Selector. . ... ... . i i i it et ettt et e et a et ansaneaananesnnens 589
Content Manager. . . ... .ottt ittt it e i ettt nnaaannnaana e eaannnns 591
About the Content Manager. . . ... ...ttt i i et ittt a s a st e 592
Manage Content [tems. . . . ... . it i i et it e e 593
Openthe Content Manager. . . . ... ... ittt it i ettt et aa s a e e aasansansannsnnns 594
Tour the Content Manager User Interface. . ........ ...ttt e it e s e a e aess 595
Filter Iltems by Association. . . ... ... .. . i i i e e 598
Filter Business Objects by Type. . .. ..o ottt i ittt e et te et sea e e aaa e aan e ennneesannens 599
Filter ltems by VieW. . . . ..o it ettt e e 600
(0 1= Tl =T 601
Create Business Objectin Content Manager. . . ... ..ottt ittt e s a s a i n e a e anennns 602
Search for a Content ltem. . . . ... ... e 603
CloneaContent Hem. . ... ... . i i i it et et et a et s e et a e aaeaanrnns 605
List of DefinitioNs. . . ... ... e e a e 606
Configure the Content Manager. . . . . ... ..ot i ettt e et aae s aaa e aaaneeannnennn 608
L0 o T T 1 =Y - 610
ADOUL COUNTEIS. . . ..ottt it ittt ettt et e e e a et e e 611
Counters Good t0 KNOW. . . . ... .. i i ettt ettt aa e e e 612
USIiNG COUNEErS. .. ... ittt ittt a e e e e e et aa e aaan s aane aaaneaaaneannns 613
B2 = N T 0o T =T 614
Add a Counter to a Stored EXpPression. . ... ...ttt ittt ittt i e 615
Add a Counter to a Custom EXpPression. . ... ... ittt ittt ettt ta et e s aatesanaeenannens 616
Managing CoUNEErS. . ... ottt ittt et et s et a e e e 617
Openthe Counter Manager. . .. ... .ottt ittt ittt et et ittt a s a e a s a e aean e anesansns 619
Create, Reset,or Change a Counter. . ... ...ttt et e st ettt e e e aeaaesansanannnn 620
Reset aRecord ID CoUNter. . . . ... ..ttt et i et a et e ae e aae e aaae e aaan e eaaneeaaanennn 622
Configuring CoUN IS, . . . ... i i ittt st et a it ae st 624
Dashboards. . ... ...t i i it ettt it e 625
Dashboards. . . ... .. i e e 626
TouraDashboard. . . ... ... . it et e 628
Dashboards Good t0 KNOW. . . . .. ... i i it et et e et aa e s 630
Dashboard Filtering. . . ... ..o i ettt ittt sttt nnnnanessaasssssnnnnnnns 631
Heads-Up Display (HUD). . . ... ..ottt et ittt ittt e st a s a e a s a e e a e snnns 633
Dashboard Drill-DOoWN. . . . ... ittt st a i e 634
Dashboard Refresh. . .. ... . i it it ettt s e et aaa s aa e aanneaaanesannnennn 637
Using Dashboards. . . ....... i i it i et ittt a s et a et e e 640
View aDashboard. . ........ .. i i ittt et e 641
Filter a Dashboard. .. ... .. . i i ettt e et e et e e 642

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

Contents

DrillDowninto Dashboard Data. . . . ........ .ottt i i i i s aaae et snnnnnnnns 643
Initiate a One-Step Action/Action fromaDashboard. ... ......... ... ... i i i e 644
Manually Refresh aDashboard. . ... ... i i i i it ettt et e s a e aeaeenns 645
Select a User Dashboard Theme. . . ... ... ittt i i et i et sttt a s a s a e a i a i ennenns 646
Set the Current Dashboard to be the Default. . . . ... ... . i et ae e 647
Managing Dashboards. . ........... ittt ittt sttt s aaa et s 648
Open the Dashboard Manager. . . ... ..ttt ittt et et it et et a s aa e asaranennens 649
Dashboard Editor. . . .. ... . i i it et e 650
Dashboard Editor Toolbar. . . . ... ... i i ittt e ettt ittt s 651
Dashboard Editor Behaviors. .. ... ... i i e i et it i e et 660
Dashboard Editor Keyboard Shortcuts. . ....... ... .. it it e st a et aanennenns 663
Open the Dashboard Editor. . . ... ...t i i i et ittt a s a st a e nns 664
Design aDashboard. . . ... ... i i et e 665
Dashboard Design Considerations. . . ....... ... ittt ittt iae et ana e anaeranneenannens 666
Dashboard Design TiPs. . . .. c vttt ittt ettt e e et s a sttt e e 667
Create/Edit aDashboard. . . . ... ... .t i i e et et et et et e aa e aa e aan e 668
Select a Dashboard Background Color. . .. ... .ottt it ettt et et a e a s a e e a e anenns 670
Size a Dashboard Background. . . . ... .. ittt i it ettt sttt e 671
Add a Widget to a Dashboard (General). .. ....... ... it e ittt e s a e aaeannann 672
Add a Button Widgetto aDashboard. . . ... ... i i ittt et ittt i 673
Add an Image Widget to aDashboard. . . ... ... i i ettt e 675
Add aLink WidgettoaDashboard. . ...........c.c..iiiiiiiiiiii ettt annnnnnnnnnnnnnnns 676
Add a Text Widgetto aDashboard. . .......... ... i i it ittt a e a e aans 677
Add a Shape Widgetto aDashboard. . . ....... ... .. it i ittt et a et ae e ennenns 678
Define How a Widget Looks and Behaves onaDashboard. . ......... ... ... .. . . i innnrnnnnnn 679
Define and Format Widget Text. . . ... ...t i i ettt et ittt a s a e na e aa e anens 680
Size aWidget. . .. ... i e a e 682
Select a Background, Foreground, and Border Color foraWidget. ... .......... ... i, 683
Select a Background Style and Gloss foraWidget. . . . ... ... i e e 685
Select aBorder Style foraWidget. . . ... ...t it i ittt et et et e e, 686
Add animage to aWidget. . . ... ..ottt i e e i e 687
Align aWidget. . . ... e 688
AnchoraWidget. . . .. ... i i et et e e 689
Layer a Widget. . . ...t e e e e 691
Define Visibility fora Widget. . . .. ... ..o e e et 692
Managing Dashboard Tab Stops. . .. ... ..ottt i i it it et ettt a s a et e 693
Dashboard Properties. . ... ..ot it e it ittt ettt i e et e 695
Configuring Dashboards. . . ....... . ittt i ittt ettt ea e e aa et aaae s annerannneennneenn 697
Select Default Dashboards and Dashboard Themes. . . ... ... i e i et e e aas 698
Select Default Global Dashboards and Dashboard Themes. . .. ......... ... ittt naennns 699
Select Default Role Dashboards and Dashboard Themes. . . ........ ... i it a e 701

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

Contents

Select Default User Dashboards and Dashboard Themes. . ............ ittt ittt e e 703
Enable Anonymous View of a Dashboard. . .......... ... i it ittt e aas 705
About the Dashboard VieWer. . . . . ... .ot i i ittt a st a e a e n e 707
Dashboard Viewer Good to KNOW. . . ... .. oottt i it ettt a st et s 708
Using the Dashboard VieWer. . . . . ... . i i e et a et e et a et aaa e aaanesannens 709
Dashboard Viewer Window. . .. ... ..ot it it s ittt st et s a et a e aa e anneeannnns 710
Dashboard Viewer Menu Bar. . ... ... it i it et it ettt et a et e s 711
Dashboard Viewer Behaviors. . . .. ... .ot i ittt et aa et aa et na s 713
Open the Dashboard VieWer. . .. ... oot i it it it et et e e et et a e a i n s n s anannsnnnn 714
View a Dashboard or Slideshow in the Dashboard Viewer. .. ......... ... it it e nns 715
Configuring the Dashboard ViewWer. . . .. ... ... i i i i e ittt et et a e anenaennnnnn 716
Define Dashboard Viewer Options. . .. ... ..ot i it et ettt a e n i a e anens 717
About Dashboard Slideshows. . . ... ... .. i i e ittt e st a e 719
SlideShOW Manager. . . .. ..ottt it ettt ettt ettt s aa e aan et aan e aaae e s 720
Open the Slideshow Manager. . . ... ...t i i i ettt et e et a et n e aan e ens 721
Create @ SlidesShoW. . . . ... . i i i et et et ettt e e 722
Document RepoSitories. . ... .ot i i i e i s 725
Document RePOSItOries. . ... u ittt ittt it i i s s e s e 726
Document Repositories Good to KNOW. . ... ...t i i ittt st a s et 727
Using Document RepoSitories. . . ... ..ottt i it ittt ettt e e 728
View a Document REPOSItOry. . .. ..ottt it et e et ettt s 729
Managing Document RepoSitories. . . ... ...t i e et et e 730
Open the Document Repository Manager. . .. ......c.it ittt ittt et et a et a s a e ansanennnnns 731
Create a Document REPOSIHOry. . . ... . it it et ettt a et et a s 732
Add a Document (Attachment) to a Document Repository. . . ... ... i e e 733
Configuring Document Repositories. .. ... ... o it i i ittt ettt ea et aaa et 734
Delegation. .. ...t i i i e e e e e e s e 735
About Delegation. . .. ... ..ot e 736
Managing Delegation. . . .. ... ... i i 737
Delegate WoOrK. . . ...ttt ittt ittt ittt e s e e a e e 738
Delete aDelegation. . . ... ...ttt it e it i e 740
Cancel aDelegation. . .. ... ... it i e e i et et 741
Manage Delegates FOr Other Users. . . ... ...ttt ittt it et a et a s a e n s ae e 742
View All Delegations. . . ... ..ot i i it ettt e e e e 745
Configure Delegation. . ... ... .. ittt ittt et et et a et 746
Configure Delegation Emails for Approvals. . . ...ttt i it et a s et e 747
8 14 - 1 748
AboUut COSM EMAaIl. . . ..ot i i i 749
CSMEMail Good t0 KNOW. . . . ..ottt i e et et et et e e aa s as e ansansaananesnnns 751
About CSM Email ACCOUNTS. . .. ..ottt e e it et et it e e et aa e a i a e 752

CSM 2022.3 Features



Contents

Using Email ACCOUNTS. . . ... . it i it ittt et a i et a et a e a s 753
Send an Email from within CSIM. . . .. .. ... i e 754
Select Email Recipients from the CSM Address BOOK. . . . ...... .ottt ettt ieae et ana e nanns 756
Add Attachments to Email. . . . ... ..ottt e i i i e 757
Attach Email Messages to RecCords. . ... ... . i i it ettt a s e e 760
Track E-mail Correspondence in Journal - Mail History Records. .. ........ ... ... ittt 762
Email Message WINAOW. . . ... .ottt ittt ettt et i a et et a s aa s a s a s a s an e anesnnanns 763
Configure a Personal Email Account. . .. ... ... . it i i ettt et e e aa e a e 764
Define Personal POP or IMAP Account Settings. . . ... it e et e e 765
Define Personal Microsoft Exchange Account Settings. .. ...t it it e neens 769
Define Options for a Personal E-mail Account. . . ......... ... ittt ittt itiaeenaneeeaaneennnns 772
About the Cherwell Outlook Add-In. . . ... ... it it ittt et it a et a e 773
Outlook Add-In Good to KNOW. . . .. ... i i i it a et e e et aa s aae e aaneerannns 774
Cherwell Outlook Add-InInterface. . . ... ..ot i it ettt ettt a s aa e ae e 775
Tour the Cherwell Outlook Add-In. . . ... ... i i ettt et et a et n s 778
Using the Cherwell Outlook Add-In. . . ... .. i i it et e e et et a e aeeanennns 781
Link Outlook E-mails to Customers and CSM Business Objects. . ...ttt i nnenns 782
Interact with CSM Business Object Records from Outlook. . ... ... ... .. .. it 783
Add Links and Attachments to Outgoing E-maiils. . . . ...... ... i e e e e 785
Track Outlook E-mail Correspondence in Journal - Mail History Records. . .............. ..., 786
EXPresSSiONS. . . ...t i ittt it it e e e e e e e e 787
EXPrES S ONS. . . o ittt e 788
B LTV T TN =4 o T (=== [ o T 790
Manage EXpPressioNS. . . ... u ittt ittt ittt et i e e 791
Open the Expression Manager. . . ... ... it i et ettt a et aa e aa s aaaraaaaneeannn 793
Create an EXPresSiON. . . ... ... ittt ettt ettt et et e 794
Define an Aggregate EXpPression. . . ... ..ottt it et ittt e e 795
Define @ Case EXPressSioN. . ... ..ttt ittt ittt ettt ettt aa e a e a et 796
Define @ Counter EXpPression. . ... ...ttt it et et it a e it e 798
Define a Date/Time EXPression. . ... ...ttt ittt ittt s et et i et a e a e a s a i a s aneanenns 799
Define a Duration EXpressSioN. ... ... ...ttt ittt ittt sttt ta s a et a et e 802
Define a Logical EXPression. . ... ...ttt ittt it et ittt a s a s a s it e 804
Define a Machine Learning EXpression. . . .. ... i it ettt e et a et aaeaaaneens 806
Define a Numerical EXPression. . .. ... .. .ttt it ittt ea e ane e anaeeaannesanneennnns 807
Define a Sentiment EXpression. . . ... ..ttt i i it i et et e 809
Define @ TeXt EXPresSioN. . ... .. ittt ittt ettt et e eae et saae e aaaesaaaeesannaeenaneennnns 810
Define a User/Customer Data EXpression. . . .......oo ittt et ittt aa s n e a s nesneenns 811
CoNfigUIe EXPreSSiONS. . ... ittt it it et e e it 812
o g0 T T = 813
AboUt Formats. . ... .. . i i e a e 814

CSM 2022.3 Features



o

o

o

o

o

o

Contents

Formats Good t0 KNOW. . . ... ... i i ittt et aee s aae s anneeaaanasanneennnnennnns 815
Use Formats. . . ... ..ot e ettt et et et e e 816
View a Format. . .. ... e e 817
AddaFormatto aField. ... ... ... it it ittt et et it i s 818
Manage Stored Formats. . . ... .. ... i i i e 819
Open the Stored Format Manager. . . ... ... . ittt ittt i e et nen e ann e anneesnnneennnns 820
Create aStored Format. . ... ... ... . ittt it ittt ettt e s 821
T - 822
ADBOUL Grids. . . ..o e e 824
B e 10 = T € 4 O 826
Grid PersistenCe. . .. .o i e e 829
About Grid Filtering. . . . ... ...t i i et et it et e 830
=3 13T €T o L= 832
Print @ Grid. . ... .. e e 835
Export a Grid inthe Desktop Client. . . ... ... . i i it ittt ettt aaa e anaeranneennn 836
Export a Grid in the CSM Browser Client. . ... ... it i i et ittt a s na et nn s 838
FilteraGridinthe Desktop Client. . ... ... .. i i i i i i i s aaa e et e nnnnnn 839
Filter a Gridinthe CSM Browser Client. . . . ... ... ittt it e st et et a s aaanaaan s 841
[T 10 o T T €1 o R 842
Reset to the System Grid Definition. . . ... ... ... i i ittt 844
Revert to a Personal Grid Definition. . . . ... ... i i i i et e i ae e n s 845
Managing Business Object Grids. .. ...ttt it it et it ettt 846
L€ Ty T I o 848
Create/Edit a Business Object Grid. . ... ... it i i e ittt ittt 849
Define Business Object Grid Options. . . .. ... .. i i et a et 851
Make a Grid the Default Grid. . .. ... ...ttt i i i et ettt a e et aa s aaanesnnannsnnns 853
Configuring Grids. . . .. ... i i et it et e e 854
| e T = 855
AbBOUt HTIML Pages. . . . ..o i e et e ittt a e e aae s aa s aaat e aaaasaanneannnns 856
HTML Pages Good t0 KNOW. . . .. .. ittt it ittt ettt e aa s ane e sanneesannesanneesanneenns 857
Manage HTIML Pages. . . ... oottt ittt it et et it et e et st aa s a e a e e aneantannsnnsns 858
Openthe HTML Page Manager. . . . ... ...ttt it et e et e et e e eaneaneaneannsnnns 859
HTML Page Editor. . ... ... ittt et s ettt s a s st an s aa s aane e annens 860
Create an External HTML Page. . . ... ..ottt ittt it sttt a e e a e e a e aaranernnens 861
Create an Internal HTML Page. . . . ... ..ottt i e it et et et e et a s a e aataneeaneannnnns 862
USe HTML Pages. . . . ..ottt ittt it e et i et ea s a s et a e anean s a e annsaneanennnnns 863
Image Manager. . . ... ..ottt it e e e e ettt e 864
tem Managers. . ... ..o i e e e 866
About CSM Htem Managers. . . .. ..ottt ittt ittt st st et e e 867
CSM Item Manager Main Window (Typical). . . . ... ...ttt e e e s et et ae e aaeanns 870

CSM 2022.3 Features



Contents

CSM Item Manager Menu Bar (Typical). . . . ... oottt i i i et ittt a s et a e et n e nnnns 873
CSM Item Manager Toolbar (Typical). . .. ... oottt i i it et it et a et a s a s a e a i aneanns 875
CSM Item Manager Search Control. . . .. ... ..o ittt i i it et et e et e e aa e a e sanennennns 876
CSM Htem Manager Tree. . . ..ottt ittt ettt e e e s e e e e s s a s a e a s ansansaaesnssnnsnnsnn 877
CSM Item Manager Tree Context Menu. . . . ... ... .o i i it it et aae s saae e aaaneannnn 878
CSMItem Manager Main Pane. . . ...ttt ittt ettt aa e ann e annesaaneesanneennnns 879
CSM Item Manager Main Pane Context Menu. . ... ... i ittt it et e e aeans 880
CSM Item Managers Good to KNOW. . . . ... .. ittt ittt e e e e e a e a e easaneaneannnns 882
Using CSM ltem Managers. . . . ... oottt ittt ettt et e e s e a e e an s aasanesansnnsnnennnnns 883
Open a CSM Item Manager. . . ... ottt ittt et ettt et ettt et e e 884
Searchin @a CSM Hem Manager. . . . ... .ottt ittt ettt et et s a s a st ae s et sansansansaassnnennsnns 885
o T 0 T =T T 887
VieWw Hems by SCoPe. . . ..o e 888
Change the View of the CSM Item Manager. . . . . ... ..o ittt ittt e e et ea e anne s anaeeeanneennnns 889
Sort a CSM Item Manager Grid Column. . .. . ... ittt i ettt st et a et et naannsnenns 890
Display/Run @ COM Item. . . . ... .o i it et a s et a e a e aa e aasaae e aneaneaaennn 891
Create @a COM Hem. . ... ... i i ittt et ettt eae e a s aa e e 892
Edita COM Item. . . ... i i i 893
Delete @ COM Item. . . . ..ottt e ettt ettt ettt e e 894
CopYy @ C S M HeM. . ..o 895
Import/Export a COM ltem. . . ... .t ittt ittt ettt aanann e enannnnnnn 896
Organize CSM Manager [tems. . . ... ... ittt ittt ettt st ea et aa e aaae s annesannnesanneennneesn 897
Find CSM Item Dependencies. . . ... ot ittt ittt ettt et a s it et a et 898
Add a CSM Item to the Task Pane or Toolbar, Toolbar,orBlueprint. . .. ........... .. .. . it iiiiiinnnnn 899
T = T 025 1 N 1= o 900
Configuring CSM Item Managers. . . . .. ... .. i ittt it e e e et e 902
Knowledge Management. . . ... ... ittt ittt sttt m e a e 903
About Knowledge Management. . . . ... ... ittt i ettt et e 904
Knowledge Articles. . ... .ot i i et ittt et e 907
Knowledge Article Workflow. . . ... ..ot e it e e e e 908
Knowledge Article Features and Capabilities. . ... ........ ... i e et a e e aeaas 911
Create a New Knowledge Article. . ...t i i i ettt et a et n e ennns 913
IT Knowledge Manager Dashboard. . . . ......... .. i e ettt aaa e aanens 914
Knowledge Article Workflow Features. . .. ....... ... ittt ittt a et aaae s naneennneennnns 918
Knowledge-IT FOrms. .. ... oot et ittt et ettt a et a s aa s a i n e a e eanenns 919
Knowledge-IT Portal FOrm. . ... ... ... i i i ettt ettt s e et e a e anan e annnaannnns 929
Knowledge Article JoUrnals. . . ... ... ottt it et i ettt et e 930
Knowledge Article Workflow One-Step Actions. . ... ...ttt i ettt e s i e a e 931
Knowledge Article Saved Searches. . ............ i i i i it it e s 939
Knowledge Article Automation Processes. . . ... ..ottt ittt ettt e s 941
Knowledge Management Teamss. . . . ... ...ttt i e et it a et s e ae e aa s aaa e aane s 942

CSM 2022.3 Features



Contents

Knowledge Management Security Group Permissions. .. ........ ... iiiiiiii ittt iae e nnens 945
Search Knowledge. . ... ...ttt ettt it ettt e e e 950
Search for Knowledge Using the Knowledge Pane. . .......... ... ittt it i i aa s 951
Search for Knowledge Articles Using Quick Search inthe TaskPane............ ... ... ... ... ... . ot 952
Search for Knowledge Articles from a Record and Use the Found Solution. ... ........................... 953
Search for Knowledge Articles inthe Portal. . . ....... .. ... . i i i ittt e eaeanannn 955
CSM Desktop Client Knowledge Pane. . .. ... ...ttt ittt st it et et a s 956
Openthe Knowledge Pane. . . ... ... it i it ittt ettt a e a et e eaneannnnns 958
Knowledge Pane Toolbar. . . ... ...t it ittt ettt a st a st 959
Knowledge Pane Search. . . ... ...t it e et ettt e 960
Knowledge Pane Options. . ... ... ..ttt ittt ettt et et a e a s a s a e 961
Knowledge Pane ResuUIts. . . ... ...t i i ettt i e e e 962
Manage Knowledge SoUICes. . . ... ... ittt i ittt ettt e e et aa e s aa s 965
Knowledge SoUrCe TYPeS. . ..o ittt ittt ittt e ettt ettt aaae et annesaaneesannesaansesannesnnneesnns 966
Define an Attachment Knowledge Source. . . ... ... i i i ettt et a e 967
Define a Business Object Knowledge Source. . . ......... ..ttt ittt ee e aaeaaaeaaeenns 969
Define a Web Knowledge SoUrCe. . . ... ..ottt it et sttt s et a s n e a s a e a e eanenns 971
Knowledge Source Manager. . . . ... ..ottt ittt ittt et e e 973
Open the Knowledge Source Manager. . . .. ... oc ittt iit i et et sa et et e aasaasanssansnnennsnns 974
Create a KNowledge SOoUrCe. . ... ..ottt ittt ittt it a et et n s a s a s a s a s aneaneannsnnns 975
Knowledge Mapping. . . . ..ot i it et a i 976
Open the Knowledge Mapping Window. . . ... .. ... ittt ittt ettt ea e iannennneenanneennnns 977
Define General Knowledge Search Options. . . ... ... .ot i ettt e it e e e eaas 978
Define Business Object Knowledge Search Options. . ........ ...ttt e e e nennn 979
Import Knowledge. . . ... .o i ettt et et e 980
Configure a Business Object for Knowledge Import. . . ... ... ... .. i i e iaaes 981
Import Knowledge Wizard. . ... ...t i i it i ittt it e i i e 984
Configure Knowledge Security Group Permissions. . ....... ... ittt ittt iia s in it naeaeenns 985
Knowledge Article Workflow Designldeas. . ........ ...ttt ittt a et a e ae s 986
oY 1 T o= 987
AbOUt MetriCS. . .ot i e e i et 988
Metric Caching. . ... ..ot i i i et it et et e e 990
Metric EXample. . .. ... o ittt ittt i e e e e e 993
Metrics Good t0 KNOW. . . .. ..ot i i e i ittt a et e ettt 1001
USiNGg MetriCs. . . ..ot it et et et it et e e 1002
VieW @ MetriC. . ..o i e e e 1003
Use Metrics in Gauge Widgets. . .. ... .ottt i i i et it ittt et ettt e 1004
Use Metrics in EXPressions. . . ... ..ottt ittt ittt a sttt a s aa s a i a et naaas 1005
Use Metrics iN @ QUeTY. . ..o oottt ettt ittt ittt e it a et a et a e a e a n e annnns 1006
Managing Metrics. . . .. ..ot i i it i e e 1007
Open the Metric Manager. . . ... ..ot it e it a ettt aa et aaae s aaanesaanseaanneannns 1008

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

Contents

Create aMetriC. . . ... o i i e e a e 1009
Creatinga Query Value MetricC. . . . ... ... i i i i ittt et et aeaae i a e aaeaaeaannnn 1010
Creating a Calculated Metric. . . ... ... o i i i i i et ittt aa s a e aa s asnneansnnn 1012
Using a Metric Within a Metric. . . .. ... .. .. i ettt aeaeeaaneennn 1014
Configuring MetriCs. . .. ... i i et i i 1015
1 oY 1T 1016
About MOdifiers. . ... ..o i i i i e 1017
Modify/Format Value Window. . . .. ... ottt i i et ittt a s a et a e a e ananeanens 1019
1o T 11T g Y == 1020
Text Modifiers. . . ... i i e e i 1021
Date/Time Modifier. . . . .. ... i e e e 1030
Date/Time Modifier Formats. . .. ... ... i i i i ittt et et a et a e aa e aanennns 1032
Numeric Modifiers. . . .... . i it ettt et aeae e aan e aaanesanaeeaannesanneennns 1034
Numeric Modifier Formats. . . . ... .. .. i e et e 1037
Logical Modifiers. ... ... ..o i e e it et et e 1038
XML MOdifiers. . . oottt ittt et e et et e a e e e aeaaesaesansansansansanesaeeaneaneannnns 1039
JSON MOdifiers. . . ..o ottt i et et e e e et e et 1052
Using Modifiers. . . ... o i it et e ettt eae e aa e aa e e 1063
Access Modifiers. .. ... ... e e 1064
APPlY Modifiers. . ... . e e e 1065
Encryption Modifiers. . . ... ...t it et e et 1066
One-Step ACtioNS. . . ... i i i i e e e e e e e a s 1069
ABOUL ACHiONS. . . ... e e e 1070
Actions Good t0 KNOW. . . . ... it ittt et e e 1072
Managing ACtioNs. . ... ...t it e et 1073
Yo o T 1 T T T T 1074
Actions Available from the Action Manager. . . . ... ... . i i i et et i e 1076
Openthe Action Manager. . .. ... ..ottt i i et ittt et et a et e e an s 1078
ACtioNs MBNU. . . . ..o e 1079
(00T 04 P T4 Lo 01 = T3 F- Ve 1= 1080
Openthe Command Manager. . ... ...ttt ittt ittt et et a e a s na s a s a e nneansaaesannnns 1081
Add Actions t0 CSM Areas. . . . ..o i ittt ittt et et et et et a e 1082
Add an Action to a CSM Desktop Client Toolbar. . . ... i i et e e aennens 1083
Add an Actionto a CSM Task Pane. . . ... ... . i i et e et a e 1084
Add an ActiontoaDashboard. . ......... ... i i i et i e e e 1085
Add an Action to @a One-Step ACtioN. . .. ... . ittt i e e e 1086
Add an Action to an Automation Process. . . ... .. . i i e 1087
Add an Actionto aBusiness Object. . . ... ... .ttt i i i e et e 1088
Add an Action to a Customer Portal. . . . ... ... .. . . e 1089
AboUt One-Step ACtioNS. . ... ... i it it et ittt et et a e 1090

CSM 2022.3 Features



Contents

One-Step Actions Good to KNOW. . . ... ... it i it ettt e et e et e s 1093
One-Step Actions and Record LOCKING. . . ... .ottt e ittt et it e et et a e 1094
Using One-Step ACHiONS. ... ... it it it ittt et et et et et 1095
View @ One-Step ACHioN. . .. ... it i it et i e e 1096
Run a One-Step Action from the One-Step Action Manager. . . ........... . it iiaeenn 1097
Lo = @ T T =Y o 37 o3 4 T o T 1099
Managing One-Step ACtioNS. . ... ...ttt i it et et ettt e 1100
Open the One-Step Action Manager. . ... ... oottt it et e a et a e aa e aaeaaesansanennns 1101
One-Step Editor. .. ... i e 1102
One-Step Editor Toolbar. . . ... ... .. i it i e et e 1105
Available One-Step Editor ACtions. . . ... ... i i i ittt ettt ettt e i a e s 1106
Openthe One-Step Editor. . . ... .. it i i ettt st it e st n e nans 1110
Create/Edit aOne-Step ACtioN. . . ... ... . it ittt ittt et i aaaan ettt aaaannnnnnns 111
Define General Properties fora One-Step Action. .......... ... . ittt it naeenaneennns 1113
Define the Conditions for a One-Step Action. . ... ...t i i et a st eans 1114
View a Summary of Trusted Agents fora One-Step Action. . ........ ... ... it 1117
Define Pre/Post-Steps for a One-Step Action. . . ... .ottt i it ettt ittt 1118
Define Actions foraOne-Step Action. . . ... .. i it ettt et e 1120
Define a Copy to Clipboard Action. . . ... ... it i i e it ettt e s a s aa s aa e 1122
Define aLaunch a URL AcCtion. . .. ... ... i ittt et ae e aean e aaa e eaaanennnns 1123
Define a Print ACtion. . ... ... i et e i 1124
Define a Run a Program AcCtioN. . .......... ittt ittt ettt iae et aaa e nannesannesnannesannens 1126
Definea Run a Report ACtion. . ... ...t it ittt ettt et e e a i a s 1129
Define aSend a Tweet ACtioN. . . ... .. ittt i i et et et a e e a e a s 1132
DefineaSend an E-mail ACtion. . ... ... . i it i i ettt a e et e 1133
Format an E-mail fora One-Step Action. . ... ...t i it ettt st ittt 1135
Define @ Show a Pop-Up ACtion. . .. ... ... i i i i i et e ettt aa e aa e aaaeenannenns 1138
Define aWrite to a File ACtion. . ... ... .. .. . i ettt e et aae e aane s 1141
Create aTemporary File. . . . . ... . i et et a et a e e aa s 1143
Define aWrite 10 LOg ACtioN. . . ... ... i it i i ettt e et sea e aae e aaneenannesanneennnns 1144
Define a Create a New Business Object Action. . ............o i it i it e i aanaes 1146
Define a Create a New Child Business Object Action. . ........ ... ... ittt enaennns 1149
Define a Delete a Business Object Action. . ....... ... .. it i ittt e e a e a e aeens 1152
DefineaGotoaRecord Action. . ....... ..ot et ittt i et a et e 1153
Define a Link/Unlink Business Object Action. .. ......... ... it ittt et naenannnns 1156
Define a Step Through Children Action. .. ....... ... i it it ittt a e a e ans 1159
Define a Transfer Attachments Action. . ... ... ... . i i et e e aae e anns 1162
Define a Transition a Business Object Action. . ........ ... ... it i ittt et aneeennneens 1166
Define a Transfer Related Business Objects Action. ........... ...t it e aeens 1167
Define an Update a Business Object Action. . ... ... ... i it et a e e a e annnns 1171
Define aWork with @a Queue ACtioN. . ... .. ... . it i et et e eaa s aaan s aaneennnnennnn 1174

CSM 2022.3 Features



Contents

Define a CallaWeb Service ACtion. ........ ..ttt it et eae e snaa e raaneenannennns 1175
Web Service Good to KNOW. . . .. ... i i e 177
SetUp aWeb Service. . ... ..o it ittt ettt et e et e et e 1178
Openthe Web Service Manager. . . ... ...t i it et ettt a s a et a e aaanenns 1182
Define a Decide Between Multiple Cases Action. . ......... ... ittt tteeeeeeennnnn 1183
Define an Excel Merge ACtion. .. ... ... ittt ittt ie it eae e taane s aaaesanaeeaanneennnns 1186
Create an Excel Template. . ... ... i i i it et it it a s a e as 1188
Excel Merge Template FUNCLIONS. . .. .. ... . i i et it ettt et na e anneannnns 1194
Define an Execute a Command AcCtion. . . ... .. ... ittt et et et e 1197
Definea Gotoa Field Action. . .. ... ... ... .. i ettt e et 1198
Define @ Go To ACHION. .. ... ittt e e ittt ettt s e e a et e 1199
Define an HTTP Request ACtion. . ... .. ottt it ettt st s et ittt aaennns 1201
Define an Import Data AcCtioN. . ... it ettt ittt ettt e 1202
Define a Run another One-Step AcCtion. . ... ... ... ittt ittt ettt ena e naaeeenannennnns 1203
Define a Step Through Collection Action. . ... ...t e ittt et an e anes 1204
Define an Update Variables or Stored Values Action. . ........ ... .. ittt it tiineennnnns 1206
Define Actions Using XML Collections and JSON Arrays. . . ... ...outiietinnrnne i nernncnnennssnns 1211
Action Attachments. . . . ... .. e e 1216
Define the Annotations for a One-Step Action. . ... ... . . ittt it et s iateaannnnns 1217
Update a Business Object with Contentfrom aFile. . ....... ... ... .. . . i i i e e 1218
Configuring One-Step ACtioNS. . . .. ... it i e et e st a st e e 1219
Troubleshooting One-Step ACtioNs. . ... ... ittt i i ittt e it aa et naae s sanneeannnennn 1220
Resolving "Session Has Expired” ISSUES. . . . ... ..o ittt it it ettt a et 1221
Action BIOCKS. . . . ... e 1222
Openthe Action Block Manager. . . .. ... .ottt it ittt et et a et a e ansannsneennsnns 1223
Action Block Email Templates. . .. ... i i i et it et e st 1224
Create an Action BIOCK. . . . .. ..ot i i i et et e e 1225
USing ACtion BIOCKS. . ... oottt it it et ettt et e 1227
o o3 1 1228
ABOUt Prompts. . ... e a e 1229
Prompts Good t0 KNOW. . . ... ... i i it ittt ettt ea et a e e et 1231
USiNG Prompts. . . ..ot et et e e i 1232
VieW @ PromPt. . . . i i i et e e e e 1233
Enter Datainto a Prompt. . . ...ttt it i ittt ittt et e 1234
Managing Prompts. . .. ... i e 1236
Openthe Prompts Manager. . . ... ...ttt et et et et et et aaeaasaaesansanaaneannnnns 1237
Create @ Prompt. . . . ..o i i e 1238
Define Properties fora Prompt. . ... ... . it i i e i et e s 1239
Define the Value List for a Prompt (Text Prompts Only). . .. ... ...t e e e e 1242
Define Constraints (Text Prompts Only). . ... ..ottt i ittt ettt n s a i a e ennns 1244
Define List Display Options (Text Prompts Only). . . ... ...t e et et aaaeens 1245

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

Contents

Configuring Prompts. . .. ... i e e i et 1247
Web Service Lookup EXample. . . ... ...t i ettt sttt e e 1248
T 7= - 1262
ADOUL QUEBUES. . . ..ttt ittt ittt et et et et et et a e 1263
Queues GOoOd t0 KNOW. . .. ...ttt ittt et et ettt a et et et e e e 1264
USING QUEUES. . . .ottt ittt ettt e et et e et a e a e e a e aa i a e a e 1265
VieW @ QUBUE. . . oot ittt it ittt et sttt et e e s e s e et e e 1266
L T 1T 0= - T - Y 1267
Define Queue Pane Preferences. . . ... ... ittt i ittt et e 1270
Add aRecordto @a QuUEUE. . . .. ...ttt ittt it et e i et et e e 1272
Remove a Record from a QUeUE. . . ... .ottt e it ittt et sttt et et s 1273
Check OutaRecord from a QUEeUE. . . ... ...ttt it e et et et et e aa e aanaaeaanennennns 1274
Manage QUEUES. . ...ttt ittt e et e e s s a s a e e 1275
Openthe QuUeue Manager. ... ... ittt e it et i et s a s a s a e a s a e e a e 1277
(07 =0 (=T T @ 11 1= 1 - 1278
Define General Properties foraQueuUe. . . .. ... .ottt i i ettt e 1279
Define Behavior Properties fora Queue. . . . ... ... i i i e e 1281
Define History Properties fora QuUeUe. . .. ... ..ottt it e it a st a et a e 1283
Add aQueuetothe QuUeUue Pane. . ... ..ottt i i ittt it e i e s 1285
OPEN QUEUE @S @ GIOUP. . .« o vt it i it s it e et e e e e s ae s et s e s e s aneaassaesassansaneansnnssnnss 1286
Open Queue as @ SPeCIfic GroUP. . . . ...t it ittt e e ettt e et et e e 1287
CoNfigUIe QUEUES. . . ..ottt ittt ittt ettt a et it e e 1288
ADOUL QUEUE GrOUPS. . . oot vttt ittt it et et e s e s e et et ansaassassansaneansanssnesnnsnnsnnss 1289
Queue Groups Good t0 KNOW. . . ... . it it e ettt e ettt 1290
VieW QUEUE GIrOUPS. . . . vt ot v i ettt et e et e et s e e et e e e e a e s ae s et s e saneaaeanesaneansaneansennnns 1291
Manage QUEUE GrOUPS. . . .« v vttt s et et s et e e sa s sa s a e s aesansaassassassnnsnnsnnssnssnnsnns 1292
Open the Queue Group Manager. . . ... ..ottt ittt ittt et et et et a e s aa s a s a s a i aneanennnnns 1294
Create @ QUEUE GrOUP. . . ..t ittt ittt it e et et et e a s aa s aasaassassaneaneanaeanssassansnnennsnn 1295
Record LOCKING. . ... ..ot ittt ittt i 1296
About Record LOCKINg. . ...ttt ittt s st naaaa et s 1297
Record Locking Good t0 KNOW. . . .. ..ottt i i ittt et ittt a s a et e 1298
Using Record LOCKING. . .. ..o oottt i it ettt ta et e a e a s s aa s sannseannnesnns 1300
Manually Lock @ Record. . . ... .. it i et ittt et et e e 1301
Manually Unlock a Locked ReCOrd. . . .. ...ttt i it et ittt i a s a e a et e e 1303
Managing Record LOCKINg. . . ... ..ottt i ettt it e e 1304
Use the Record Locking Manager. . . ... ...ttt it ettt et a et a i a e annnnns 1305
View and Manually Unlock AllUser LOCks. . . . . ... .o it e et ie e aaeeaan e 1306
View and Manually Unlock All Global LOCKS. . . . ... ...ttt ittt et e i ese e e aaaeeennneennnns 1307
Configuring Record LOCKING. . . . ... vttt e ittt a s et a et a e n e ens 1308
Enable Record LOCKING. . . ... oot i et ittt et a e s 1309

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

Contents

Troubleshooting Record LOCKINg. . .. ... .ottt i it ettt e a s na s ann s 1310
=Y o o o 11 ¢V TR 1311
AbBOUt REPOItING. . .. oottt e i e 1312
Report Alternatives. . ... ... ittt ittt i i s e e 1314
Reporting Good t0 KNOW. . . . ... ottt i i it it et e s a st a e it e s 1315
Tourthe Report SuUite. . .. ... i e e it et sttt a s a et e 1316
Report Wizard. . ... ... ittt ittt ittt aaaaaaa et e 1317
=Y T =TT e T 1318
[T o o o = =T Lo £ 1321
RePOIt RUNNET. . . ... i ittt e eett st aaannnnnnnessssssssssnnnnnnnnnnnnnnns 1323
Creating RepPOrtS. . . ... oo e i it et e 1324
Opening the Report Wizard. . . . ... ... ... it i i it et et et et a e aa e aaaaaeaannnns 1325
Creating a New Report Using the Report Wizard. . ............ i ittt e e nnas 1326
Select a Reporting Tool inthe Report Wizard. . ......... ... i ettt i e a e 1327
Select a Business Object and Saved Search inthe ReportWizard. .. .............. ... .. i, 1328
Select Fields for the Reportinthe Report Wizard. . ........ ... . i i it e s 1329
Create Calculated Fields for Reports inthe Report Wizard. . .. ............. ... i iiiiiiinnnnnn 1330
Select Sort Fields inthe Report Wizard. .. ....... ...t it i ittt a et s aaa e naneerannens 1332
Set up Report Grouping inthe Report Wizard. . .. ........ ... i i i ittt a et n e nannas 1333
Pick a Date/Time Format for Grouping Fields in the Report Wizard. ... .............. ... .. ... 1334
Set Report Title, Header, and Footer in the Report Wizard. .. .......... ... it it ns 1335
Add a Chart to the Reportin the Report Wizard. . ............c i i i ettt a e 1336
Link an External Report to CSM Using the Report Wizard. . ............... i iiaenaennn 1337
Specify a Report Locationinthe Report Wizard. . ........ ... ... i i e it e s e e naeaas 1338
Report on Groups with Relationships with Themselves. . ......... ... ... . . i ittt it 1339
[ T=T] T [ 1 g e TN =T o Lo o = 1342
Opening the Report Designer. . ... ..ottt e i et ittt it s s a i a e a e a e nns 1343
Working with Bands in Reports. . ... ... i i i ittt et st a e i 1344
Adding Fields to @ Report. . ... ..ottt i it ittt st e 1345
Formatting a Field. . . ... ... i i i it it ittt a et e e e 1347
Changing Styles for Bands. . . . ... ... .. ittt it i et et a ettt e s 1348
Adding Relationships to Reports Using Detail Report Bands. . ............. .ottt 1350
Changing the Visibility of aBandina Report. . .. ... . i et ae s 1351
Modifying Page Number Properties. . . ...t it ettt e e et aa et aa e anae e nannas 1352
Working with Groups in Reports. . ... ... . it i i et ettt ettt st 1354
Adding a Group Using the Report Designer. . . .. ... ... ittt ittt a et an e anenannns 1355
Adding a Count to @ RePOrt GroUP. . . ...t oottt ittt i et n et a i a e a e e 1357
Working with Charts in Reports. . ... ...t i ittt ettt et et e it nanes 1359
Add Scripts 10 @ RePOIt. . . . ... i i i i et i e e et a et 1361
Change Field Color Based on Value Script. . . . ... ..ottt i i s it e s e e a e anns 1363
Chart Shown on Detail Report - Limit to Detail Report Data Script. . . .................. i iiiiiiiiinn.. 1365

CSM 2022.3 Features



Contents

Chart Shown on Group - Limitto Group Data Script. . .. ... ... e i ettt aeaas 1367
Drill Down - Hide/Show Detail Report Script. . . ...t i ittt e e a e aens 1369
Drill Down - Hide/Show Particular Fields Script. . . ......... .. i i i i ittt ie e e nan e 1371
Generating RePOrtS. . . ... o i i i i i e e e 1373
RUNNING REPOIES. . . . . i i it a it e ettt s e et aaa s 1374
Run a Report fromthe Report Manager. . .. ... .. ittt ettt ie et e ane e ann e rnannennnnns 1375
RunaReportfromaDashboard. ... ....... ... i i i i et i st et an s 1376
Run a Report from a One-StepP. . . . ..o ittt it it ittt a ettt et et e, 1377
Previewing RepoOItS. . . ... i i e i it e et 1380
Printing RepPOItS. . . ... i i i i i et 1381
Print a Report from the Report Manager. .. . ... ...ttt i i et et ettt aneaannnnns 1382
Print a Report from the Report Preview. . . ... .. i i i ettt a et an s 1383
Print a Report from a Business Object Record. . . . ... ... .. i i et e et 1384
oY o £ T TN =T o Lo o = 1385
Export a Report from the Report Manager. . . ...t i ittt et a et nnes 1386
Export a Report from the Report Designer. . . ... ... ittt i it et ae e aaaanenns 1387
Scheduling @ RepPoOrt. . . ... i it i e i e 1388
Managing RepoOrts. . . ... i i i i i i et et 1389
Editing Report Properties. . .. ...t i i et e e 1390
Openthe Report Manager. . . .. ..ottt ittt ettt ettt a e a s a s a i a e aneann e annnnns 1392
Report Styles Manager. . . ... ... i it et e 1393
AboUt Report Styles. . ... .. i i i it e a et a et 1395
Report Styles Good to KNOW. . ... ..ot i i it ittt i ittt e 1396
Define Report Styles Using the Report Styles Manager. .. .......... . ittt eiataeenenn 1397
Define General Options for Report Styles. . . ... ittt e e e 1399
Define Page Options for Report Styles. . . ... ...t i ettt st s et i s a i anens 1401
Define Group Options for Report Styles. . ... ...t i i et e st e s an e annnnns 1403
Define Column Headers for Report Styles. . .. ... .. ittt e ittt et a et e an e 1405
Define Data Options for Report Styles. . . ... ... i i et e e ae e 1407
Define Detail Report Options for Report Styles. . ....... ...t i i it a et aaae e annens 1409
Define Chart Options for Report Styles. . .. ...t i ittt a s i e a e 1411
Preview a Report Style From the Report Styles Manager. . .. ........ ...ttt iae s 1413
Apply aReport Styleto @a Report. . . ... ... i i e e e 1414
Delete a Report Style. . ... ..ot e i i e e e 1415
Configuring RePOItS. . . .. .. i i it it i et ettt et s 1416
Defining Calculated Fields fora Report. . .. ... .. i i i ettt a e et nn s 1417
Creating Expressions in the Report Designer. . ... ... .. i i et et a e 1419
Adding Calculated Fields fromthe Report Manager. . . .......... ittt iiat e iann e ennneennnnns 1420
o T 1=« 1422
AboUt RiCh TeXt. . . ... i i e e ettt e e et 1423
Rich Text Good t0 KNOW. . . . .. ottt i i it it ettt et it a e a it a e n e aa aeennens 1424

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

Contents

Using RiCh TexXt. . . ... i i et ettt a it a et aaa et aa e an e annnsens 1425
Use Rich Text in Business Object Fields. ... ...... ... it i et et e a e aeas 1426
Use Rich Text in Knowledge Articles. . .. ... .ot i it s ettt ta et an e nrennnns 1429
Create One-Step Actions that Use Rich Text Fields. . ............ i e i 1430
Use Rich Text in E-mails. . . .. ... . i i it ettt a e a et aaae e anneennn 1432
Configuring Rich TexXt. . . ... ... i i i et i ittt ta et aa s aaeesaaneesannennnneeenns 1433
Enable Rich Text on Business Object Fields. . ......... ... i i et e i a e 1434
Define Rich Text Settings for E-mails. . . . ... .. .. i i i et e e 1437
Searching. . ... ... e 1438
£ 7= =T e 11 o 1439
Hierarchy of Default Settings for SearchResults. . ............ . . i i e s 1441
LS T=E T o] o T @ 10T - 1443
=] [ 1445
L0 70 T= 1o 1446
Use AlLWOrds/Any WOKdS. . . . ..ottt ittt et et et et a e e e a s sassassaesansansansansanesnnsnn 1447
L@ LT =T 0 - 11 L= Y 1448
Define a Comparison Clause. . .. ... ... ittt i it taaaaee ettt nnnaannnnnnnnnnnns 1449
Define @ GroUp Clause. . . ... oottt it ettt e ettt eae e ann et e aaeesanneenanneeanneesannens 1451
Define an Ownership Clause. ... ... . ittt i ettt st et ettt a e a e a s a s anennens 1452
DefineaRelated Clause. . . ... ... it i i i it et et e et a e e et ae e eanaanennnnnns 1454
Define @aQUEUE Clause. . . ... oottt i it it it et a it a et 1456
Define @ Specific QUEUE. . .. ... ottt i e e i e it 1457
Define @alUsSer QUEBUE. . . . ...ttt ittt ettt et et e et e e aa s asaassaesansansanennnsnesnnnns 1458
Define @ QUEUE GroUP. . . ..t ittt ittt e e st s et e e e s a s a s a e aaaaae 1459
Define an ANy QUEUE. . . ... ittt it i et et it ettt st et s 1460
QUENY BUIIdErS. . . . oot i ettt e 1461
Stored Query Builder. . . ... .. i e e e 1464
Quick Search QUery BUIlder. . . . ... ..ottt ettt e et a et e i 1466
Custom Query Builder. . . .. ... . i it e e e e 1468
Query Builder Behaviors and Features. . ....... ... ...t i i ettt et 1469
About QUICK SearCh. . ... .. e a e 1471
Quick Searches Good to KNOW. . . ... . ittt i i it e st ettt e 1472
Quick Searchinthe Task Pane. . . . . ... ... i i et e a et a e aae e ananenns 1473
Quick Search Widget. . . . ... ..o i ittt et ettt 1475
Using QUICK Search. . . ... ..o i i i et it et e e 1476
Run a Quick Search Against a Specific Business Object from the Quick Search Widget. .................. 1477
Run a Quick Search Against All Business Objects in the Quick SearchWidget. . ......................... 1478
Run a Quick Search from the Task Pane Quick Search. .. ........ ... ... i it e 1479
QUICK Search ReSUIS. . . .. ..ottt it e ettt e e et e e e aaeasananansaeananenenns 1480
About Saved SearChes. . . ... ...t i e i e e 1481
Saved Searches Good to KNOW. . . ... ... it i it ettt et a e 1482

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

o

Contents

Using Saved SearChes. . . ... ...ttt i it ittt et a s it e e e 1483
View a Saved SearCh. . ... ...ttt e e e e 1484
RunaSaved SearCh. . . ... ...ttt it e it e ettt ettt e 1485
Create a Saved Search Using Only Child Object Criteria. .. ... e e na s 1486
Using Search Data with Third-Party Reporting Tools. . . ... ... . i e e e 1492
Using Power Bland the Data Connector. . .. ... ...ttt ittt it e et eae e naae e rannaennnnns 1494
Using Tableau and the Web Data Connector. . . . .. ... .. ... . i i et e ae e eeaeeaann 1502
APIURL foraSaved Search. . ....... ...ttt it e sttt et it a s a et aaeneanns 1503
Guidelines for Using Third-Party Reporting Tools. . . ...ttt i e et a et e nas 1504
Grid Options for Third-Party Reporting Tools. .. ...t i ettt a et a e nn s 1505
Saved Search ResUIts. . .. ... oot i i i it i e e e e 1507
Navigate Search ResUItS. . ... ... i i i it et it ettt 1508
Managing Saved Searches. . ... ... . i e 1509
Openthe Search Manager. . . ... ...ttt ittt ettt tae e aae s aantesanneesaneesanneesannesnns 1511
Create @aSaved SearCh. . ... ...t i i ittt it et e e 1512
Change the Sort Orderof aSaved Search. . .. ... ... .. i i i ettt eanes 1514
Configuring Search Defaults. . ... ... .. i i i et sttt s a s 1515
Customizing Search Results Lists. ... ... ..ottt i it ettt ettt s a e a e nans 1517
Hiding the All Words/Any Words Search Option. . . ... ...ttt it it a s et a e aeneanns 1518
Stored Values. . . .. ... e e 1519
About Stored Values. . . ... ..ot i et it et 1520
Stored Values Good to KNOW. . .. ... it i i i it it ettt a et e e s 1522
Using Stored Values. . . ... ..ot i it it st a st et et et e a e 1523
View a Stored Value. . . .. ..ottt i i it et e e i 1524
AssignaValuetoaStored Value. . . . ... ... i et ettt ae ettt 1525
Managing Stored Values. . . ... ... .ottt ittt ettt te it et et et 1526
Open the Stored Value Manager. . . . ... oottt ittt et et it a e a et a s aa e aaraanennsnn 1528
Create @aStored Value. . . ... ...t i e ittt ettt e et 1529
Configuring Stored Values. . . ... ... .ttt i it i et i a et et e 1531
System FUNCHIONS. . . ... ... i i i i s it ssnanae et nnnnnnns 1532
About System FUNCHIONS. . . .. ... o i i i it a s it et e 1533
About the CurrentCulture System Function. . ............. . i i i e et ee e 1537
Restrict Anonymous User Visibility for a Dashboard Widget. . ............ ... it 1539
Restrict Anonymous User Visibility foraForm Control. . ........ ... . i i i i e e e aas 1541
Table Management. . . . ... .. it i e ettt i s 1543
About Table Management. . . . ... ... i i it it e e 1544
Table Management Interface. . . ... ...t it it ittt it ettt e 1545
Open the Table Management Interface. . ........ ... i it ittt e s n e naes 1546
Table Management Interface Behaviors. . . ... ... .. i i i e ettt et aa s 1547
Table Management Good to KNOW. . .. ... .ottt i i et et it a s a s n e a e an s 1548

CSM 2022.3 Features



o

o

o

o

o

o

o

o

o

o

o

Contents

Using Table Management. . . . ... ...ttt et sttt ana et a s aa e anneennns 1549
View Values in @aLookup Object. . . . ... ...ttt i ittt et ittt a et e 1550
Search foraValueinaLookup Object. . .. ... ... ittt i et a s a e a i a e anenns 1551
Add aValueto aLookup Object. . . ... ..ot i i et et ittt s 1552
Edita Valuein aLookup Object. . . . .. ... i i et et e 1553
Delete a Value from a LOOKUP Object. . . ... ... ittt i it ettt ee e e aae e anae e naanennnnns 1554
Configuring Table Management. . ... ... ... ittt ettt it a sttt a e 1555
I 1= 11 L5 1556
AbBOUt TREMES. . . .ot i it et it ettt ettt i e 1557
Dashboard Themes. . . ... ... i i i ittt ittt st ettt aaas 1558
Dashboard Universal Theme Properties. ... ... ...ttt it ettt a s a e 1559
Form Themes. .. ... i i ettt ittt ittt a et e 1561
Form Universal Theme Properties. . . ... ..ot i it ittt sttt a et na s 1562
Portal Themes. . ... .. it it et ittt et et et e e 1564
Portal Universal Theme Properties. . . ...ttt isae ettt aannannnnnnnnnnnnns 1565
Action Catalog Themes. . ... ...ttt i it et ittt a e et a e a e s a e 1568
Action Catalog Universal Theme Properties. . .. .. ... .. i e et ae e aaneens 1569
Themes Good t0 KNOW. . . ... i ittt it i ettt et ettt st et e e a s asa e saennnns 1571
USiNg TREMES. . . ..ottt e ittt a et et a s a s a s a i a e a e 1572
Openthe Theme Manager. . . .. ... i ittt ittt ettt et et e e e e e satsaneaneaaeaansneennenns 1573
Chart Widget Color Palette Manager. . . . ... ...ttt it ittt a s a e a e a e eanenns 1574
Chart Widget Color Palette Editor. . . .........c. ot i i ettt et e e nans 1575
Configure Chart Widget Color Palette Security Groups. . . ... ...ttt it it ettt eaaae s 1576
Create Custom Chart Widget Color Palettes. . . . ... ... ... i i i et aeeeaaaeenns 1577
Assign a Color Palette to a Chart Widget. . . . ... .. ... i i ettt naae e 1579
Managing Themes. . ... ..o ittt i i ittt s aanaaa et aa sttt annnnnnnnnnnnnnnsnsnsns 1581
LIS 1 T8 e 1o 1582
Openthe Theme Editor. . .. ... . i i ittt ittt ie it a et s ea e aaa e naanennnns 1584
Preview a Theme. .. ... .. i i ittt a it s e et s a et e 1585
Working with Theme Editor Palette Colors. . ........ ... i i ittt a e it an s 1586
Working with Theme Editor Fonts. . . ... ... i it et s it e et e 1590
Working with Theme Editor State Override. . . ... ... i i ittt it enes 1592
Design aTheme. . ... ... .o i it ettt e e et et 1594
Create @aTheme. . . ... . i i i e ittt e et et et et et e e 1596
Bulk Apply Classic Theme. . . .. ..ot i i it ettt et ittt e s a s a e a e a e aneannnnns 1598
Configuring Themes. . . ... ..o i it it ittt et a et a et aa e aasaaeaaraaneaneaannnn 1599
LI (=] £ 1600
AbBOUt TOKENS. . ..ot i i ittt it et it i e 1601
Lo T TS T= =T o o 1603
Openthe TOKeN SeleCtor. . ... ... i i it ittt ettt ia et s aa e aa e aaa e saneesanneennn 1604

CSM 2022.3 Features



o

o

o

o

o

o

Contents

Token ContexXt MeNU. . . .. ...ttt ettt et e aae s e a e saaasesaanasaaneesanneenannesnnnns 1607
Constraints and Operators. . . ... ... ..ttt et et e e 1608
[0 o =3 4T 41 1609
Tokens Good t0 KNOW. . . . . ... i ittt et et a et aa e e 1610
USiNG TOKENS. . . ...t i ittt et e st et a e et aa e e 1611
VieW @ TOKEN. . ...t et it it a e i e e 1612
Add an ExXisting TOKeN. . . . ..ot i i e et i et 1613
Format @ ToKeN. . . ... i i it ittt e e 1614
UseaContentfrom File TOKeN. . . ... .. . i i i ettt e et saae e aae e aaaeeaanneennnns 1616
Use a Counter TOKeN. .. ... ... ittt ettt e et e e et aa et aaa e 1617
Use a Prompt TOKeN. . ... ..ottt ittt ittt sttt a s s s nnnanassssasssssnnnnnnnnnnnnnnnns 1618
Use aStored Value TOoKeN. . .. ... ..ottt et ettt et ea et aae e aaae e aaaneaaaneennnns 1619
Use a System Function ToKen. . .. .. ... i i et e et e e et aa e aaaaaaneens 1620
Manage TOKeNS. . . .. ..ot i ettt et et ey 1621
Create a Token Using the Token Selector. . ... .. i e ittt st n e 1622
171 = 1623
Integrating CSM with Twitter. . . ... ... .. i i i et a st 1624
Managing Twitter ACCOUNtS. . . ... ... i i it ee ettt anannnnnnnssasssssnnns 1625
Twitter Account Manager. . . ... ... it i i i i e e 1626
Open the Twitter Account Manager. . . ... ... it i i it a et a et e e s aa e aaeaanaanenns 1628
Create @ CSM Twitter ACCOUNE. . . . ... ... i it ittt ea e aaae e naa e aaaeenaneannnnnenn 1629
Visualizations. . . ... it it e e 1632
About Visualizations. . . . ... ... e e 1633
Primary ObjJect. . . ... .o e e 1635
] Q0 5 = 1 L= 1637
Tour a Visualization. . . . .. .. ... e 1638
Visualizations Good to KNOW. . ... ... .ottt e i et et et et a e 1640
Using Visualizations. . . . .. ..o it i i i e it et e e e e 1641
View a Visualization. . . ... ... i i i 1642
Change the Visualization Layout. . . . ... ...ttt i it et ea e aatenaneernnneennns 1643
View Information about a Visualization Node. . . . . ... .. .. . i e 1644
Search for a Specific Record in the Visualization Window. . .. ........ ... ... . . . . ittt iiianennn 1645
Go to a Record from the Visualization. . . .. ....... ... . i i i i it ettt eae e iannennnn 1646
Show/Hide Visualization Links and Nodes. . . . . ... .. i i et e e 1647
Managing Visualizations. . . ... ... i i i e e 1648
Open the Visualization Manager. . . . ... .. ittt i it it ettt a s a s a e a s a e a e anennes 1650
Create a Visualization. . . .. ... ... i i i et et e 1651
Define General Visualization Properties. . . ... it i i et ittt ea st aae e anneennns 1652
Define a Visualization Link Chain. . . . .. ... . . i i et ae e 1654
Define a Visualization Alert. . . . ... ... .. i i ittt et e e 1657

CSM 2022.3 Features



Contents

Configuring Visualizations. . . . ... ... i i i it e it e 1659
Select a Default Global Visualization. . . ......... ... i i ittt ettt enes 1660
Select a Default Role Visualization. . . .. ... ... . i it ettt i et et a e aaennns 1661
Configuring Visualization Tooltips. . . . .. ..o oottt i i it e s et it e s 1662
L4 T e =] 1663
AboUt Widgets. . . ...t i i e 1664
Action Catalog Widgets. . .. ... .ot i i i i i et et 1666
Browser Widgets. . ... ..ot e e 1669
Chart Widgets. . .. ... i i et e it e e i 1671
Stacked Bar/Column Charts. . . ... ...ttt it ettt et e e a e e e a e aaaa s 1675
Command Palette Widgets. . . ... ..ot i i it ettt et ettt s 1677
Filter Widgets. . .. ... i i ittt et e et i 1678
Flyout Widgets. . . . ..ot i i ittt et ettt a e i e s 1679
Gauge Widgets. . .. .ottt e e e et a e 1680
MatrixX Widgets. . . ... i e e 1682
RSS Feed Widgets. . . . ..o ittt i e ettt et ittt 1684
Search Results List Widgets. . . ... ... i i et e e sttt et aa et aa s 1686
Search Widgets. . ... ..ot i ettt ittt et e e et 1687
Twitter Feed Widgets. . .. ... .ot i i i et et e e e 1688
Tab Group Widgets. . . . ... oo i et it et e e 1690
Standard Widgets. . ... ..ot i e 1691
Widgets Good t0 KNOW. . . ... ottt et ittt a et it et et s 1693
Using Widgets. . .. ..ot i ittt et ettt et 1694
View aWidget. . .. ..o e 1695
Managing Widgets. . . ... .. i i i e 1696
Openthe Widget Manager. . . ... ..ottt ittt ettt ettt s aae s annesanneesanneesansesnnnennnns 1698
Create aWidget (General). . . ... .ottt i i ettt it et et a s a e i 1699
Create an Action Catalog Widget. . . ... ... .. ittt i i e ettt e et et aaanaaenns 1700
Define General Properties for an Action Catalog Widget. . ............ i i e i enas 1701
Define Actions for an Action Catalog Widget. . . ... ... i it et e e 1704
Define Display Properties for an Action CatalogWidget. . . ............ .. it 1708
Define Grouping Properties for an Action Catalog Widget. . .. ........... ... . i 1711
Define Display Properties for an Action Catalog Group. . . . ... .. it e e e e e eans 1713
Create aBrowser Widget. . .. ... ... i i ettt et eee e aa et aan e 1715
Browser Widget Properties. . . ...t i i it e e 1716
Create a Chart Widget. . . . ... ... . i i i i e ettt a e a et aeeaneaannnns 1718
Define General Properties fora Chart Widget. . . ... ... i e et a e e 1721
Define a Series fora Chart Widget. . .. ... ... i i e ettt ittt a e a e 1723
Define Options for a Bar, Column, Line, or Scatter Chart Widget. ... .......... ... ... . i, 1726
Define Criteria (Data) for a Bar, Column, Line, or Scatter Chart Widget. . ... ........... ... .. ... ....... 1727
Define the X-Axis Values for a Bar, Column, Line, or Scatter Chart Widget. . ... .......................... 1730

CSM 2022.3 Features



Contents

Define the Y-Axis Values for a Bar, Column, Line, or Scatter Chart Widget. . .. ........................... 1732
Define How Values are Grouped for a Bar, Column, Line, or Scatter Chart Widget. . . ..................... 1734
Define a Custom Color for an X-Value in a Bar, Column, Line, or Scatter Chart Widget. .................... 1736
Define How Values are Combined for a Bar, Column, Line, or Scatter Chart Widget. . . . ................... 1738
Define Analysis for a Column, Line, or Scatter Chart Widget. . ... ........... ... . it 1739
Define Drill-Down for a Bar, Column, Line, or Scatter Chart Widget. . .............. ... ... . o ... 1741
Define Point Label Formats for a Bar, Column, Line, or Scatter Chart Widget. . . . ........................ 1743
Define Display Properties for a Bar, Column, Line, or Scatter Chart Widget. . .. .......................... 1744
Define Options for a Doughnut/Pie Chart Widget. . . .. ... ... i i et et i e nanns 1745
Define Criteria (Data) for a Doughnut/Pie Chart Widget. . . .......... .. i i et e e 1746
Define Slices for a Doughnut/Pie Chart Widget. . . . ... ... i i et e e ae i ae s 1748
Define the Size of Slices for a Doughnut/Pie Chart Widget. ... ......... ... i 1750
Define a Custom Color for a Slice in a Doughnut/Pie Chart Widget. . . ........... ... .. . ... 1751
Define How Values are Combined for a Doughnut/Pie Chart Widget. . ... .......... ... ... i, 1753
Define Drill-Down for a Doughnut/Pie Chart Widget. . ... ... i i et e e aeaas 1754
Define Criteria (Data) for a Pipeline Chart Widget. . . . ....... ... . i i et e et ae s 1756
Define Slices for a Pipeline Chart Widget. . . . ... .. i e sttt nn s 1758
Define Options for a Pipeline Chart Widget. . . ... ... i i i i ettt et aaenannan 1760
Define the Size of Slices for a Pipeline Chart Widget. . . . ........... .. i e 1761
Define a Custom Color for a Slice in a Pipeline Chart Widget. . . ......... ... ... it 1762
Define Drill-Down for a Pipeline Chart Widget. . . . ... ... .. i i e e e aae e 1764
Define an X-Axis fora Chart Widget. . . ... ... ... i i i i i ettt ee et ene et ananennnnennn 1766
Define X-Axis Sorting Options fora Chart Widget. . ............ .o i e i e e 1772
Define Y-Axes fora Chart Widget. . . . ... ... it i ettt a et et ananennnnn 1773
Define aLegend foraChart Widget. . . . ... ... . ittt i et it a et a e a s ane s 1775
Define Display Properties fora Chart Widget. . . ........ ... i i it it e e aaes 1777
Create a Command Palette Widget. . . . ... ... i i i et it et a s aa e aa s 1779
Create a Filter Widget. . . . . ... . it i i ittt ittt a et anenns 1780
Create a Flyout Widget. . . . ... .. i et it e et st aaa et aae e aaan s 1783
Flyout Widget Properties. . . ...ttt i i i i i it s naaa ettt ssnnnnnnnnnnnnns 1784
Create a Gauge Widget. . . . ... ..ottt i it et et it ettt s 1788
Define Criteria (Data) fora Gauge Widget. . . . ... .. it i i et et a et e e aaennns 1792
Define aValue fora Gauge Widget. . . .. ... .ottt i i i et ettt ettt e 1793
Define a Scalefora Gauge Widget. . . ...t i e st et e 1797
Define Thresholds fora Gauge Widget. . . ... ... .. ittt it ettt a et a e e anennns 1798
Define Number Properties fora Gauge Widget. . .. ... ...t i i ettt 1800
Define Drill-Down for a Gauge Widget. . . . ... ... o i i ettt e 1801
Define Display Properties fora Gauge Widget. . . . ... ... ittt it i ettt a e et aae e annennnn 1803
Create a Matrix Widget. . ... ...ttt it i it et et et a et a e a s 1805
Define Rows fora Matrix Widget. . . . ... ... . it i it i et a e e aaaeanns 1807
Define Columns for a Matrix Widget. . .. ... .. it i i e ittt et a s a e a e a e 1810

CSM 2022.3 Features



Contents

Define a Numeric Column fora Matrix Widget. . . . ... ... i e it e it ea e 1811
Define a Calculate Column fora Matrix Widget. . . ... ..o i i et i s et ae s 1813
Define an Image Column fora Matrix Widget. . . . .. ... ... i i e ittt an s 1815
Define a Text Column for a Matrix Widget. . .. ... ..ottt i ittt i e a s a e ne e 1816
Define a Value Bar Column for a Matrix Widget. . . .. ... ... . i et ae e ns 1818
Define a Ratings Column fora Matrix Widget. . . . ... i i i i ittt e et i nane e annens 1822
Define Appearance fora Matrix Widget. . . ... ... i ittt it e 1824
Create an RSS Feed Widget. . . . ... ... it i i i et ettt et a e aa e a e eaneanens 1827
Create aSearch Widget. . ... ... . ittt i i ittt e s it et it e nraaesnnens 1829
Create a Search Results List Widget. . . . ....... .. i ettt st et e i an s 1832
Create a Twitter Feed Widget. . . .. ... .. o i i i i it et a et a et aneanennnns 1834
Create aShape Widget. . . ... ... it it ettt ettt sttt s 1836
Create a Tab Group Widget. . . ... ... i i et et a s aat e aa e annn 1837
Configuring Widgets. . ... ... it it ettt et e a ettt e e, 1838

CSM 2022.3 Features



CSM 2022.3 Features

CSM Features

CSM provides a large set of configurable features, including Dashboards, Reports, One-Step Actions, and
more.
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Adaptive Layouts

An Adaptive Layout is a design feature that allows a Form or Dashboard to adapt to different dimensions. Use
Adaptive Layouts to design Forms and Dashboards that provide optimal user experiences across a range of
devices.
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About Adaptive Layouts

Understand how adaptive layouts equip you with the power of adaptive design so that your forms and
dashboards can be easily viewed from any device or client window.

Adaptive Design

An adaptive layout is a design feature that allows a form or dashboard to adapt to different dimensions.
Use adaptive layouts to provide optimal user experiences across a range of devices.

Adaptive forms and dashboards snap to the width of the screen or client window at specific breakpoints,
which are defined in the adaptive layout properties. You can design many adaptive layouts for a single
form or dashboard so that it adapts to multiple screens and client windows of various sizes. For example,
if your users often submit Incident forms from laptops and tablets, you may design your Incident form with
two adaptive layouts: one with the dimensions of a laptop screen and another with tablet dimensions.
Refer to the adaptive forms and dashboards scenarios for detailed examples of the benefits of adaptive
design.

The adaptive layout feature is automatically enabled. When you open the Form Editor or Dashboard
Editor, the system generates a base layout. You can then create, edit, or delete layouts within the editor
using the adaptive layout design features. Each form or dashboard must contain at least one layout to
define its dimensions. If you do not wish to configure adaptive design, you can work within the base layout
without creating additional layouts.

Adaptive Layout Presets

If you plan to implement an adaptive layout with the same dimensions across many views, forms, or
dashboards, consider using an adaptive layout Preset to save design time. An adaptive layout Preset is a
pre-defined set of layout properties that is saved in the Adaptive Layout Preset Manager. When you
create or edit a layout, you can optionally select an adaptive layout preset to populate the new layout's
properties with the pre-defined preset properties. Refer to the adaptive forms and dashboards scenarios
or the procedures to create or edit an adaptive layout for details.

Adaptive Layout Structure
The adaptive layout structure builds upon the current structure of Business Object views to forms.

For each Business Object View there is a default form. For example, the Portal view for Incident utilizes
the Incident Portal form. You can create as many forms as you need for a given Business Object View, but
there is always one default form.

For each form or dashboard, there is a base layout. The base layout is added automatically when you
create a new form or dashboard. You can change the name or other properties of the base layout by
following the procedure to edit an adaptive layout.

& Note: Adaptive layout functionality is available for forms in CSM 9.3.0 and later and for
dashboards in CSM 9.4.0 and later. When you upgrade beyond these versions, your existing
forms and dashboards are preserved and become the base layouts.
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The base layout can be deleted by following the procedure to delete an adaptive layout. Remember that
each form and dashboard must have a at least one layout, so a layout cannot be deleted if it is the only
one.

Related concepts

Adaptive Dashboards Scenarios
Adaptive Forms Scenarios
Dashboard Editor

Form Editor

Related tasks

Create an Adaptive Layout
Delete an Adaptive Layout
Edit an Adaptive Layout

CSM 2022.3 Features 34


https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fadaptive_dashboards_scenarios.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fadaptive_forms_scenarios.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fdashboards%2Fdashboard_editor.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fform_editor.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fcreate_an_adaptive_layout.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fdelete_an_adaptive_layout.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fedit_an_adaptive_layout.html

CSM 2022.3 Features

Use Adaptive Layouts

Use Adaptive Layouts to enhance the user experience and streamline your design process for forms and
dashboards.

When you work with Adaptive Layouts, you can manually define a layout or select an Adaptive Layout
Preset to use pre-defined dimensions. Use presets to create Adaptive Layouts with the same properties
across different forms or dashboards.

When you determine the number of Adaptive Layouts to design and the properties for each layout,
consider the use cases. Which devices do your users commonly use to interact with the form or
dashboard? If your company issues devices to your users, look up the dimensions for the device model
before you begin designing.

OOTB Adaptive Layouts

CSM provides OOTB Adaptive Layouts for most CSM Portal forms and dashboards that target the screen
dimensions of handheld devices and tablets. CSM Portal forms and dashboards that include the OOTB
layouts switch to the appropriate layout at the defined breakpoints. Use the layouts as-is, edit them,
delete them, or create your own Adaptive Layouts within the Form Editor or Dashboard Editor. The default
properties for the OOTB Adaptive Layouts are:

Forms
Property Value
Name Mobile
Width 414
Height 142
Minimum Width 375
Color Blue
Property Value
Name Tablet Form Header
Description This layout is optimized for portrait orientation.
Width 1024
Height 142
Minimum Width 768
Color Red
Property Value
Name Base Layout
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Property
Description

Width
Height
Minimum Width

Color

Dashboards

Property

Name

Width

Height
Minimum Width

Color

Property

Name
Description
Width

Height
Minimum Width

Color

Property

Name
Description

Width
Height
Minimum Width

Color

Value

Layout generated by the system during upgrade or
validation processing.

1440
142
1025

Green

Value
Mobile View
414

2200

375

Orange

Value

Tablet View

This layout is optimized for portrait orientation.
1024

1800

768

Red

Value
Base Layout

Layout generated by the system during upgrade or
validation processing.

1600
982
1600

Green
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OOTB Adaptive Layout Presets

CSM provides the following OOTB Adaptive Layout Presets, available in the Adaptive Layout Preset
Manager. Use these OOTB presets as-is, edit them, delete them, or create your own using the Form

Editor or the Dashboard Editor.

Property

Name
Description

Width
Height
Minimum Width

Color

Property

Name

Description

Width
Height
Minimum Width

Color

Property

Name
Description
Width

Height
Minimum Width

Color

Property

Name

Description

Value
Base Layout

Layout generated by the system during upgrade or
validation processing.

390
800
0

Green

Value
Embedded

Embedded form size for the Small parent layout.
See Managing Controls and Widgets in Adaptive
Layouts.

361
425
0
Red

Value

Small

Portal form size for handheld devices.
414

1052

0

Red

Value
Small Embedded

See Managing Controls and Widgets in Adaptive
Layouts.

CSM 2022.3 Features

37


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=managing_controls_in_adaptive_layouts
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=managing_controls_in_adaptive_layouts
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=managing_controls_in_adaptive_layouts
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=managing_controls_in_adaptive_layouts

CSM 2022.3 Features

Property Value
Width 361
Height 240
Minimum Width 0
Color Red
Property Value
Name Tablet
Description This layout is optimized for portrait orientation.
Width 767
Height 1000
Minimum Width 0

Color Cornflower Blue
Property Value

Name Tablet Form
Width 1024

Height 900

Minimum Width 0

Color Red

Related concepts
About Adaptive Layouts

Form Design Considerations
Related tasks

Edit an Adaptive Layout

Edit an Adaptive Layout Preset
Related reference

Adaptive Layout Properties
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Adaptive Forms Scenarios

Adaptive Forms leverage adaptive design so that your Users can quickly view and submit Forms from any
device or client window. Use these fictional scenarios to learn how adaptive Forms can improve your user
experience and streamline your design process.

Scenario: Optimizing the Incident Portal Form for Tablets

Curtis and Christine work at the River T Corp. organization:

 Christine is the Design Team Lead who is responsible for visualizing and implementing the overall
design of the River T. Corp Portal. She assigns design tasks to her team members.

* Curtis is a Content Designer who reports to Christine.

River T Corp. recently rolled out 500 tablets for their sales team. In the weekly design team meeting,
Christine discusses feedback she received regarding the Incident Portal Form. When accessing the Form
on the tablet in portrait orientation, the Customer is required to scroll vertically and horizontally in order to
complete all of the required Fields and submit the Incident. To improve the user experience, Christine
assigns a task to Curtis to design a new Adaptive Layout for the Incident Portal Form.

Curtis starts by converting the tablet's screen resolution to device-independent pixels (DIP). The screen
resolution is 1200 x 1920 physical pixels with approximately 283 dots-per-inch (DPI). Using the DIP
conversion formula, Curtis determines that the tablet's screen resolution is 600 x 960 device-independent
pixels.

P Note: Refer to Defining Adaptive Layout Properties Using Device-Independent Pixels for details
about converting between DPI and DIP.

With these measurements confirmed Curtis is ready to begin designing the layout so that it is optimized
for the tablet screen. Other Forms may also need to be optimized for the 600 x 960 screen size, so
Christine directs Curtis to save the new layout as an Adaptive Layout Preset. As the design team
optimizes other Forms for tablets, they can use the Adaptive Layout Preset to automatically populate the
properties for each layout.

Curtis opens CSM Administrator and creates a new Blueprint. He selects the Incident Business Object
and changes the current View to Portal Default. He clicks Edit Form to open the Form Editor.

To create a new Adaptive Layout, Curtis clicks the Create New button © and defines the following
Adaptive Layout properties:

Property Value
Name Tablet Layout

Use this Layout to design Forms that are optimized

Description for the tablet screen in portrait orientation.
Width 600
Height 960
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Property Value
Guide Color Yellow

With the dialog window still open, Curtis clicks Save As Preset. The set of properties is saved in the
Adaptive Layout Preset Manager so that it can be reused for other Forms.

Curtis selects OK and then makes design changes in the Form Editor so that all fields fit within the Tablet
layout boundaries. The changes that Curtis makes to the Tablet layout do not affect the other adaptive
layouts that already exist for the form. Christine confirms the changes and gives Curtis permission to
publish the Blueprint. When a member of the sales team brings up the form, CSM recognizes the display
size and automatically renders the Tablet layout for an optimal user experience.

Scenario: Optimizing Additional Forms for Tablets Using an Adaptive Layout Preset

The River T. Corp sales team is impressed with the Incident Portal Form as it is displayed on their tablets,
so they ask Christine to similarly optimize the Knowledge Article Portal Form.

Christine assigns a task to Curtis to design a new Adaptive Layout for the Knowledge Article Portal Form
with identical dimensions to the Tablet Layout that he created for the Incident Portal Form. Curtis can save
time on this task by using the Adaptive Layout Preset that he defined earlier.

To start, Curtis creates a new Blueprint. He opens the Knowledge Article Form using the Portal Default

View in the Form Editor. Then, he clicks the Create New button 'ﬂ' to create a new layout. The Create
Layout dialog opens.

In the dialog, Curtis clicks the Ellipses button \"“! to select an Adaptive Layout Preset. The Adaptive
Layout Preset Manager opens. He navigates to the folder where he saved the Tablet Layout, selects it,
and clicks OK. The Create Layout dialog is automatically populated with the Preset properties, which
were defined to match the tablet screen dimensions in portrait orientation.

Curtis selects OK and then makes design changes in the Form Editor so that all fields fit within the Tablet
layout boundaries. The changes that Curtis makes to the Tablet layout do not affect the other adaptive
layouts that already exist for the form. Christine confirms the changes and gives Curtis permission to
publish the Blueprint. When a member of the sales team brings up the form, CSM recognizes the display
size and automatically renders the Tablet layout for an optimal user experience.

Related concepts

About Adaptive Layouts

Defining Adaptive Layout Properties Using Device-Independent Pixels
Standard Form Sizes

Related tasks

Create an Adaptive Layout
Create an Adaptive Layout Preset
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Adaptive Dashboards Scenarios

Adaptive dashboards leverage adaptive design so that your Users can view key metrics in real time from
any device or browser window. Use these fictional scenarios to learn how adaptive dashboards can
improve your user experience and streamline your design process.

Scenario: Optimizing a Portal Dashboard for Smartphones

Curtis and Christine work at the River T Corp. organization:

* Christine is the Design Team Lead who is responsible for visualizing and implementing the overall
design of the River T. Corp Portal. She assigns design tasks to her team members.

* Curtis is a Content Designer who reports to Christine.

In the weekly design team meeting, Christine discusses feedback she received regarding the Facilities
dashboard.

The Facilities dashboard is a Portal dashboard that was designed for the facilities department. It uses
Widgets to present department-specific information in real time to the facilities team. Members of the
facilities team are often on their feet as they move around River T. Corp fulfilling requests and providing
general maintenance, so they usually access the Facilities dashboard from their smartphones. The team
is required to scroll vertically and horizontally in order to view all of the Widgets on the Facilities
dashboard, which makes using the dashboard cumbersome. To improve the user experience, Christine
assigns a task to Curtis to design a new adaptive layout for the Facilities dashboard.

The smartphones that the Facilities team uses were issued by River T. Corp, and the device model has a
screen resolution of 1440 x 2560 physical pixels with approximately 570 dots-per-inch (DPI). Curtis starts
by converting the smartphone's screen resolution to device-independent pixels (DIP). Using the DIP

conversion formula, Curtis determines that the screen resolution is 360 x 640 device-independent pixels.

»

i

Note: Refer to Defining Adaptive Layout Properties Using Device-Independent Pixels for details
about converting between DPI and DIP.

With these measurements in mind, Curtis is ready to begin designing the layout so that it is optimized for
the smartphone screen. Other Portal dashboards may also need to be optimized for the 360 x 640 screen
size, so Christine directs Curtis to save the new layout as an adaptive layout preset. As the design team
optimizes other Portal dashboards for smartphones, they can use the adaptive layout preset to
automatically populate the properties for each layout.

Curtis starts by opening the CSM Desktop Client and then opening the Dashboard Editor. He selects the
Facilities dashboard and selects the Edit button s to open the Dashboard Editor.

To create a new adaptive layout, Curtis selects the Create New button © and defines the following
adaptive layout properties:

Property Value

Name Smartphone Layout
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Property Value
Use this Layout to design dashboards that are

Description optimized for a smartphone screen in portrait
orientation.

Width 360

Height 640

Icon

Guide Color Orange

With the dialog window still open, Curtis selects Save As Preset. The set of properties is saved in the
Adaptive Layout Preset Manager so that it can be reused for other dashboards.

Curtis selects OK and then makes design changes in the Dashboard Editor so that all widgets fit within
the Smartphone Layout boundaries. The changes that Curtis makes to the Smartphone Layout do not
affect the other adaptive layouts that already exist for the dashboard. Christine confirms the changes and
gives Curtis permission to publish the Blueprint.

When a member of the facilities team opens the Facilities dashboard on a smartphone, CSM recognizes
the display size and automatically renders the Smartphone Layout for an optimal user experience.

Scenario: Optimizing Additional Dashboards for Smartphones Using an Adaptive
Layout Preset

The River T. Corp facilities team is impressed with the Facilities dashboard as it is displayed on their
smartphones, so Christine decides to similarly optimize the HR dashboard.

Christine assigns a task to Curtis to design a new adaptive layout for the HR dashboard with identical
dimensions to the Smartphone Layout that he created for the Facilities dashboard. Curtis can save time
on this task by using the adaptive layout preset that he defined earlier.

Curtis starts by opening the CSM Desktop Client and then opening the Dashboard Manager. He selects

the HR dashboard and clicks the Edit button s to open the Dashboard Editor. Then, he clicks the
Create New button L+ to create a new layout.

In the Create Layout dialog, Curtis clicks the Ellipses button '"“! to select an adaptive layout preset. The
Adaptive Layout Preset Manager opens. He navigates to the folder where he saved the Smartphone
Layout, selects it, and clicks OK. The Create Layout dialog is automatically populated with the preset
properties, which were defined to match the smartphone screen dimensions in portrait orientation.

Curtis selects OK and then makes design changes in the Dashboard Editor so that all widgets fit within
the Smartphone Layout boundaries. The changes that Curtis makes to the Smartphone Layout do not
affect the other adaptive layouts that already exist for the dashboard. Christine confirms the changes and
gives Curtis permission to publish the Blueprint.

When a member of the HR team brings up the HR dashboard on a smartphone, CSM recognizes the
display size and automatically renders the Smartphone Layout for an optimal user experience.
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Related concepts
About Adaptive Layouts

Defining Adaptive Layout Properties Using Device-Independent Pixels
Related tasks

Create an Adaptive Layout

Create an Adaptive Layout Preset

Related reference

Adaptive Layout Properties

CSM 2022.3 Features 43


https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fabout_adaptive_layouts.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fdefining_adaptive_layout_properties_using_dip.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fcreate_an_adaptive_layout.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fcreate_an_adaptive_layout_preset.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fadaptive_layout_properties.html

CSM 2022.3 Features

Managing Adaptive Layouts

Manage multiple Adaptive Layouts for a single Form or Dashboard, and utilize the Adaptive Layout Preset
Manager to reuse the same properties across multiple Forms and Dashboards.

Adaptive Layouts are managed using the Adaptive Layout design features in the Form Editor and
Dashboard Editor. Adaptive Layout Presets are managed using the Adaptive Layout Preset Manager.
Define Adaptive Layouts and Adaptive Layout Presets by setting the Adaptive Layout properties.

Related concepts
About Adaptive Layouts

Dashboard Editor
Form Editor
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Adaptive Layout Design Features

Use the Adaptive Layout design features to view Adaptive Layouts in the Form Editor or Dashboard
Editor. You can also use these features to create, edit, and delete Adaptive Layouts.

The Adaptive Layout design features are immediately visible when you open the Form Editor or
Dashboard Editor. The design features vary slightly depending on which editor you are using. You may
hide certain features if you only want to work with the base layout and do not plan to create or edit
additional layouts.
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Design Features for Adaptive Forms

Tour the Adaptive Layout design features in the Form Editor.
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1. Layout selector: Toggles to the specified layout when you select it from the drop-down of available
layouts.

2. Create, Edit, and Delete buttons: Opens the Create Layout dialog box when you select the
Create New button 0‘ Opens the Edit Layout dialog box when you select the Edit button 4 .
Opens the Delete Layout dialog box when you select the Delete button X.

3. Visual guide bar: Shows the display name and the width for each of the configured layouts.
Toggles to the selected layout when you click anywhere in the guide color for the layout. A triangle
appears next the name of the layout that is currently selected. Right-click anywhere in the guide
color to edit the layout's properties or to delete it. Define the guide color for a layout by editing its
properties.

4. Horizontal ruler: Indicates width in device-independent pixels. Use this ruler to measure the point
where a horizontal scroll bar will appear. For example, for a layout with a width of 1200 DPI, a
horizontal scroll bar will appear on devices with screen widths that are 1199 DPI or smaller unless
you create additional layouts.
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5. Vertical ruler: Indicates height in device-independent pixels. Use this ruler to measure the point
where a vertical scroll bar will appear. For example, for a layout with a height of 800 DPI, a vertical

scroll bar will appear on devices with screen heights that are 799 DPI or smaller unless you create
additional layouts.

6. Layout boundaries: The width boundary indicates the width of the layout. The height boundary
indicates the height of the layout. The space beyond the layout boundaries is grey to indicate that
Fields in that space will not render on the layout.

7. Status bar: Shows the properties for the selected layout, including display name, icon, guide color,
and size.
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Design Features for Adaptive Dashboards

Tour the Adaptive Layout design features in the Dashboard Editor.
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1. Layout selector: Toggles to the specified layout when you select it from the drop-down of available
layouts.

2. Create, Edit, and Delete buttons: Opens the Create Layout dialog box when you select the

Create New button 0‘ Opens the Edit Layout dialog box when you select the Edit button 4 .

Opens the Delete Layout dialog box when you select the Delete button X.

3. Visual guide bar: Shows the display name and the width for each of the configured layouts.
Toggles to the selected layout when you click anywhere in the guide color for the layout. A triangle
appears next the name of the layout that is currently selected. Right-click anywhere in the guide
color to edit the layout's properties or to delete it. Define the guide color for a layout by editing its
properties.

4. Horizontal ruler: Indicates width in device-independent pixels. Use this ruler to measure the point
where a horizontal scroll bar will appear. For example, for a layout with a width of 1200 DPI, a
horizontal scroll bar will appear on devices with screen widths that are 1199 DPI or smaller unless
you create additional layouts.

5. Vertical ruler: Indicates height in device-independent pixels. Use this ruler to measure the point
where a vertical scroll bar will appear. For example, for a layout with a height of 800 DPI, a vertical
scroll bar will appear on devices with screen heights that are 799 DPI or smaller unless you create
additional layouts.
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6. Layout boundaries: The width boundary indicates the width of the layout. The height boundary
indicates the height of the layout. The space beyond the layout boundaries is grey to indicate that
fields in that space will not render on the layout.

7. Status bar: Shows the properties for the selected layout, including display name, icon, guide color,
and size.

8. Zoom toolbar: Allows you to zoom in and out on the design space and show or hide the rulers.
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Managing Controls and Widgets in Adaptive
Layouts

Understand how controls and widgets behave within and between adaptive layouts.

Placement and Sizing of Controls and Widgets

When you create a new layout, the controls and widgets from the currently selected layout are copied to
the new layout.

Controls and widgets are added and removed exclusively in existing layouts. When you add a new control
or widget to a layout, it is not added to the form's other layouts. Similarly, when you remove a control or
widget from one layout, it isn't removed from the others. The same behavior applies to size and position.
You can resize or reposition a control or widget in one layout without affecting the size and position of the
same control or widget in another layout.

You can copy and paste controls and widgets between layouts. A pasted control or widget is placed at the
same position as in the original layout, so it may be placed outside of the layout boundaries.

% CAUTION: The entire control or widget must be positioned within the layout boundaries to render.
f Controls or widgets that overlap layout boundaries do not display for users.

Embedded Form Controls

Embedded forms can leverage adaptive design if you have created adaptive layouts for the embedded
form. For example, if multiple layouts have been created for the Task form, and then that form is
embedded in an Incident form, the embedded Task form switches to the appropriate Task layout when the
Incident form switches to a different Incident layout.

The layout for the embedded form is determined by the size of the embedded form control.

Tab Order

Tab order is unique to each form layout. If you set the tab order on one layout, it won't affect the tab order
for the form's other layouts.

Z-Order

Z-order describes the relative positioning of form controls when they overlap. For example, if you add two
controls in the Form Editor, control A can be on top of control B or B can be on top of A. The order of
overlapping upon insertion depends on the relative Z order of the two controls; you can modify this order
in the Form Editor using Bring to front or Send to Back options. See Form Editor Toolbar.

Z-order is unique to each layout. If you set the z-order in one layout, it won't affect the z-order for the
form's or dashboard's other layouts.

Related concepts
About Widgets
Form Controls
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Adaptive Layout Properties

Specify Adaptive Layout properties to define the size and descriptive elements of the Layout.

Property

Use Preset
Layout

Name

Description

Minimum
Width

Width

Height

Icon

Guide color

Description

For an Adaptive Layout, you may optionally
select a Preset to populate the layout's
properties with the Preset properties.

For an Adaptive Layout or a Preset, this is the
name of the layout that will be displayed in the
guide bar, status bar, and Preset Manager.

For an Adaptive Layout or a Preset, this is a
description of the layout.

For an Adaptive Layout or a Preset, this is the
breakpoint at which a horizontal scroll bar will
appear for Users.

For an Adaptive Layout or a Preset, this is the
breakpoint at which the Form will snap to
another Layout (when one exists).

For an Adaptive Layout or a Preset, this is the
height at which a vertical scroll bar will appear
for Users.

For an Adaptive Layout or a Preset, this is the
image that will be displayed in the status bar
and Preset Manager.

For an Adaptive Layout or a Preset, this is the
color that will represent the layout in the guide
bar.

Notes

Use the Adaptive Layout Preset
Manager to select an existing
Preset.

This property is required.

This field is blank by default.

Define using device-independent
pixels.

Define using device-independent
pixels.

You must define the width property
at least 20 device-independent
pixels larger or smaller than any
existing layout within a Form or
Dashboard.

Define using device-independent
pixels.

Use the Image Manager to select an
existing image or import a new one.
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Property Description

For an Adaptive Layout, after specifying the
Save as properties, click this button to save the layout
Preset as a Preset.

Related concepts
Adaptive Layout Preset Manager
Standard Form Sizes

Related tasks
Create an Adaptive Layout
Create an Adaptive Layout Preset

Notes

The new Preset will be saved in the
Adaptive Layout Preset Manager.

The Save as Preset button is
disabled until you give the Preset a
unique name.

After saving the layout as a Preset,
you cannot edit the Preset
properties from the Create Layout
dialog. Refer to Edit an Adaptive
Layout Preset.

CSM 2022.3 Features

52


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=edit_an_adaptive_layout_preset
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=edit_an_adaptive_layout_preset
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fadaptive_layout_preset_manager.html
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=csm_content_form_sizes
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fcreate_an_adaptive_layout.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fadaptive_layouts%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fadaptive_layouts%2Fcreate_an_adaptive_layout_preset.html

CSM 2022.3 Features

Defining Adaptive Layout Properties Using Device-
Independent Pixels

Understand the role of device-independent pixels in designing adaptive Forms and Dashboards that look
the same across different devices and screen resolutions, and learn how to convert between physical
pixels and device-independent pixels.

Device-independent pixels (DIP) is an artificial unit of measurement that measures the logical space
consumed by content on a display. Cherwell utilizes device-independent pixels to define Ul elements for
Dashboards and Forms. When the Dashboard or Form is rendered on a specific device, the browser
gathers information about its DIP dimensions and renders the Dashboard or Form appropriately for the
device's pixel density. This ensures that the visual elements retain their logical sizes across many devices
with different densities.

When designing Adaptive Layouts you must define the height and width of a layout using device-
independent pixels. Screen resolution specifications are usually given in physical pixels, so you may need
to look up the DIP measurements for your device or perform the conversion to DIP yourself before you
begin designing. With some basic device specifications you can easily convert between physical pixels
and device-independent pixels. The conversion formula is slightly different for Android and iOS operating
systems. To start, understand the following terms:

» A physical pixel (px) is defined as a single point of programmable color on a display. Physical
pixels have different sizes depending on the display's resolution: high-resolution screens have a
greater number of relatively small physical pixels while low-resolution screens have a smaller
number of relatively large physical pixels.

* Dots-per-inch (DPI) is also called pixels-per-inch. This measurement indicates the number of
physical pixels that fit in one logical inch on a display. High-resolution screens have smaller physical
pixels, so they will contain more pixels per logical inch than low-resolution screens.

» Density measures the magnitude of pixel density on a display. This measurement is usually
rounded to the nearest half or whole number. One density-independent pixel is equivalent to one
physical pixel on a device with the density 1.0 (also called medium-density or MDPI). Density-
independent pixels are scaled proportionally on higher- or lower-density screens so that one DIP on
a screen with the density 2.0 (XHDPI) encompasses four physical pixels (two across and two down).

The following table shows the measurements for a sample device:

Screen resolution (device-
independent pixels)

Screen resolution
(physical pixels)

1080 x 1920 424 3.0 (XXHDPI) 360 x 640

Dots-per-inch Density

Convert to DIP for Android Devices
Follow the steps below to convert a device's screen resolution from physical pixels to device-independent
pixels:

1. Verify that you know the screen resolution (in physical pixels) and the DPl measurement for the
device. This information can usually be found in the device specifications.
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2. Use the following conversion formula for Android devices:
px = DIP * (DPI1/ 160)

For example, using the measurements for the sample device, above:
px =1 DIP * (424 DPI / 160)

3. Find the result.
In the example, one DIP on a 424 DPI device is equivalent to 2.65 physical pixels.

4. Round this result to the nearest half or whole number to get the density of the device.
For the sample device, the density is 3.0.

5. Divide the screen resolution measurements by the density to convert the measurements to device-
independent pixels.
For example, 1080 becomes 360 and 1920 becomes 640. The sample device's screen resolution is
360 x 640 device-independent pixels.

Convert to DIP for iOS Devices

iOS devices also utilize device-independent pixels, but you may see them referred to as points.
Remember that points and DIP both refer to device-independent pixels. For iOS devices, follow the same
procedure as above using the following conversion formula:

px = points * (DP1/163)

Related concepts
About Adaptive Layouts
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Create an Adaptive Layout

Design Forms or Dashboards to adapt to different screen sizes by creating Adaptive Layouts in the Form
Editor or the Dashboard Editor.

1. Open the Form Editor or the Dashboard Editor.

2. In the editor toolbar, click the Create New button 0‘
The Create Layout dialog opens.

3. Define the layout properties.

% Tip: Click the Ellipses button to select an Adaptive Layout Preset for the layout. This will
.!" populate the layout's properties with pre-defined properties.

Remember: The height and width properties must be defined in device-independent pixels.
\9-) Refer to Defining Adaptive Layout Properties Using Device-Independent Pixels for more

information. You must define the width property at least 20 device-independent pixels larger
or smaller than any existing layout.

4. Optional: Click Save as Preset to save the layout properties as a Preset in the Adaptive Layout
Preset Manager.
Perform this step if you plan to create layouts for other Forms or Dashboards that utilize the same
properties.

5. Click Save.
The layout appears in the Editor as the currently selected layout.

Related concepts

Form Editor

Managing Controls and Widgets in Adaptive Layouts
Standard Form Sizes

Related reference
Adaptive Layout Properties
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Edit an Adaptive Layout

Change the properties of an existing Adaptive Layout.

To edit an Adaptive Layout:

1.
2.

. Click the Edit button

Open the Form Editor or the Dashboard Editor.

Select a layout to edit from the guide bar or the layout selector.
7

The Edit Layout dialog opens.

Edit the layout properties.
o Click the Ellipses button to select an Adaptive Layout Preset for the layout. This will populate
the layout's properties with pre-defined properties.

__ Remember: The height and width properties must be defined in device-independent
@J pixels. Refer to Defining Adaptive Layout Properties Using Device-Independent Pixels
for more information. You must define the width property at least 20 device-
independent pixels larger or smaller than any existing layout.

o The Save button is activated when you edit one or more properties.
> You can also drag one of the handles to resize the layout.

Optional: (Optional): Click Save as Preset to save the layout properties as a Preset in the Adaptive
Layout Preset Manager.

Perform this step if you plan to create layouts for other Forms or Dashboards that utilize the same
properties.

Click Save.
The layout is displayed as the currently selected layout with the new properties.

Related concepts
Form Editor
Open the Form Editor

Related reference
Adaptive Layout Properties
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Delete an Adaptive Layout

Delete an Adaptive Layout to remove it from the Form Editor or the Dashboard Editor.

N

oy

Note: If the Form or the Dashboard utilizes only one layout, that layout cannot be deleted.

1. Open the Form Editor or the Dashboard Editor.
2. Select a layout to delete from the guide bar or the layout selector.
3. Click the Delete button X,

The Delete Layout dialog opens.

4. Click OK.
The selected layout is deleted and no longer appears in the Editor.

Related concepts
Form Editor
Open the Form Editor
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Adaptive Layout Preset Manager

Use the Adaptive Layout Preset Manager to create, edit, and delete Adaptive Layout Presets.

-E Adaptive Layout Preset Manager

File Edit View Help @
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Embedded
4) 5)
Close

1. Menu bar:

Displays a row of drop-down menus available in the Manager.

2. Toolbar:

Displays a row of buttons for operations available in the Manager.

3. Search Control:

Displays a search box to find specific words or phrases in the Manager.

4. Manager tree:

Displays items in a hierarchical tree, organized by scope, and subfolder if applicable. Also lists any
searches run during the session.
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5. Main Pane:
Displays items by view (icon, list, or details [grid]) and lists search results when a search is run.

Related concepts
About Adaptive Layouts

Adaptive Forms Scenarios
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Open the Adaptive Layout Preset Manager

Open the Adaptive Layout Preset Manager from a Blueprint or mApp® Solution.
To open the Adaptive Layout Preset Manager:

From the Blueprint or mApp Editor menu bar, in CSM Administrator, select Managers > Adaptive Layout
Presets.
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Create an Adaptive Layout Preset

Create an Adaptive Layout Preset to save a set of properties that can be re-used to define new layouts.

1. Open the Adaptive Layout Preset Manager.

2. Click the Create New icon 0‘
The Create Preset dialog opens.

3. Define the Preset properties.

3 Remember: The height and width properties must be defined in device-independent pixels.

§ Refer to Defining Adaptive Layout Properties Using Device-Independent Pixels for more
information.
4. Click Save.

The Preset appears in the list of configured Presets.

Related concepts
Adaptive Layout Preset Manager

Related reference
Adaptive Layout Properties
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Edit an Adaptive Layout Preset

Edit an Adaptive Layout Preset to change the Preset's saved properties.

1. Open the Adaptive Layout Preset Manager.
2. From the list of Presets, select the Preset to edit.

3. Click the Edit icon
The Edit Preset dialog box appears.

4. Edit one or more properties.

5. Click Save.
The Preset appears with the new properties in the list of configured Presets.

Related concepts
Adaptive Layout Preset Manager

Related reference
Adaptive Layout Properties
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Delete an Adaptive Layout Preset

Delete an Adaptive Layout Preset to erase its saved properties and remove it from the Adaptive Layout
Preset Manager.

1. Open the Adaptive Layout Preset Manager.
2. From the list of Presets, select the Preset to delete.
3. Click the Delete icon X.

The Delete Preset dialog box appears.

4. Click Yes.
The Preset is removed from the list of configured presets.

Related concepts
Adaptive Layout Preset Manager
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Approvals

An approval is a defined process that automates, regulates, and tracks approving/denying/abstaining
content by one or more designated users, customers, teams or workgroups.
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About Approvals

Use approvals to request approval for items within a Major Business Object and automatically perform
actions based on whether designated approvers approve, deny, or abstain.

For example, use an approval to approve:

» A Knowledge Article before it can be published.

» A service request for new hardware.

* An expense.
An approval is a Supporting Business Object that can be used in conjunction with a Major Business
Object (example: When a Knowledge Article reaches the approval phase, an Approval tab is displayed in

the form arrangement of the record). Approvals can be added to any Major Business Object and are
made up of one or more Approval Blocks.

Each Approval Block consists of:

» Trigger Condition: Condition that initiates an approval (example: Record reached a specific status).

» Approvers: One or more users, customers, teams, or workgroups that provide approval, and the
number/percentage of approvers who must approve a request.

» Actions: One or more actions that take place when an approval is approved, denied, or expired
(example: Change a record status, put a record in a queue, initiate a One-Step Action that sends an
email notification).

You can use multiple dependent Approval Blocks to define multi-level approvals using different triggers,
approvers, and actions for different situations within the same Business Object. For example, an
Emergency Change Request might require that all Emergency Change Board members approve the
change, whereas a regular server change might require only the approval of a hardware team member.

Important: If you are working with approvals after a Protected mApp™ Solution has been applied
to your system, note the following:

+ If an approval was added as part of a Protected mApp Solution, then you can only edit the
A approvers and email details.
* You cannot delete a content-protected approval but you can copy it.

+ If you add a new approval after a Protected mApp Solution has been applied, you can edit,
copy and delete it as normal.

» See Protected mApp Solutions.

S
~ Note: There are Cherwell REST API endpoints available for approvals. See Operations List.

Approvals are also processed by the Automation Process Service.
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Related concepts
Major Business Objects

Form Arrangements

Add an Approval to a Business Object
Define Approver Properties

Approval Editor
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Approvals Good to Know

Use these tips for helpful information on approvals.

Approvers can provide approval in the CSM Desktop Client or CSM Browser Client by accessing the
approval form in the form arrangement of a Business Object record. See Approval Form and Form
Arrangements.

Approvals can be configured to allow customers to approve items using a portal. See Configure
Customer Approvals.
F.

A

Important: This does not consume a license.

Approvals are Supporting Business Objects that are configured in a Blueprint in CSM Administrator.
Approvals are used in conjunction with Major Business Objects.

Create your own custom Approver Workgroups in CSM by adding users, customers, teams, and
other workgroups. See Create an Approver Workgroup.

Use the Approval Editor in CSM Administrator to add approvals to a Major Business Object.

Use the Approval Block Editor to create and edit Approval Blocks. An approval consists of one or
more Approval Blocks.

The Approval Editor is opened from the Object Manager (within a Blueprint in CSM Administrator )
The Approval Block Editor is opened from within the Approval Editor.

You can use multiple dependent Approval Blocks to define multi-level approvals using different
triggers, approvers, and actions for different situations within the same Business Object. For
example, an Emergency Change Request might require that all Emergency Change Board
members approve the change, whereas a regular server change might require only the approval of
a hardware team member. For more information, see Define Multi-Level Approvals.

Configure denials as well as approvals. See Approval and Denial Threshold Rules.

Delegate some or all of your work, not just approvals, to colleagues when you are unavailable. See
About Delegation.

Security rights control access to Business Object data and are configured in the Security Group
Manager in (Security > Edit Security Groups). For more information, see Security Features
Security Rights and Define Business Object Rights (Access to Data).

There are Cherwell REST API endpoints available for approvals. See Operations List.

Approvals that are part of a Protected mApp™ Solution can have their approvers and email
changed but nothing else. See Protected mApp™ Solutions.

Related concepts
About Business Objects

About Blueprints

Approval Editor

Add an Approval to a Business Object
Create/Edit an Approval Block
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Approval and Denial Threshold Rules

CSM follows a set process to determine whether an approval or a denial can be actioned. You can
configure approvals for any Major Business Object.

Prerequisite: For information on setting thresholds, see Define Approver Properties.

Important information

Primary Settings is the main setting for the threshold for that Approval Block and it applies to all the
approvers in that block, regardless of whether they are individual users or teams/workgroups.

The Primary Settings entry is present by default when you create an Approval Block and it cannot
be deleted.

Threshold settings for approvals and denials are not available when you select a single approver in
the list, but they are available for teams and workgroups.

No workgroup, team, user, or manual approval takes precedence over another.
Teams and workgroups are treated identically within the approval process when processing votes.

Approvals and denials work on the basis that the approval/denial that fulfils the rules first completes
the request. The system doesn't wait for everyone to respond to an approval request.

If Count Block and Manual is selected, the timing of manual approvals may change the predicted
behavior of your Approval Blocks. For more information, see Configure Customer Approvals.

The teams/users/workgroups in the list of approvers all contribute towards fulfillment of the Primary
Settings threshold. Think of each entry in the list as an entity or separate vote towards fulfillment of
the Primary Settings threshold, so a team represents one vote and a user represents one vote. Look
at the examples below to understand how this works.

It isn't possible to select All Approvers and Enable Denials at the same time.

Examples

Table 1. Approvals (Count Block and Manual selected)

Scena_rlo_ Ty e Example Action Outcome
Description contents
Request completed because
Primary Settings Primary Settings Primary Settings set to all approvers have approved.
. Jane Jane and John approve @ Each user counted as an
with all All Approvers to - .
ADDIOVErs John apDrove the request. entity with respect to the
PP PP ' Primary Settings; users have
no individual thresholds.
Primarv Settinas Primary Settings Request completed - 50% of
rimary 9 Jane Primary Settings set to = Either Jane OR John approvers have approved. 1
with a e :
Approvers 50% approve the request. of the 2 entities in the list of
percentage. John

approvers has approved.
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SRR AT (I Example Action Outcome
Description contents
3 team members in total need
Primary Settings Primary Settings set to to approve to fulfill the team
Team with a Team IXwith 69 All Approvers Three team members 50% setting. For Primary
percentage. members Team set to Approvers ' gpprove. Settings, the team is the only
50% entity in the list so All
Approvers fulfilled.
When Amanda approves, it
fulfills half of the Primary
Settings as she represents 1
. Primary Settings ' primary Settings set to gf trlivzefsnit:f;elThe;,oh\?;l()f
Workgroup with a  Amanda All Approvers. Amanda approves plus 3 bI%Fz:k pp
geur:gptage and | Workgroup B with | Workgroup set to ‘;:anr bv:r)srkgroup 3 workgroup members in total
' 6 members Approvers 50%. ' need to approve to fulfill the
team 50% setting and also
complete the conditions to
fulfill the Primary Setting.
You cannot have a specific
. Primary Settings ' Primary Settings set to Whatever haooens. this number offl when the.zre are
Workgroup with a | Claire Specific number 4. requect oan r?epver . only 2 entities in the list of
specific number Workgroup B with | Workgroup set to Al fulfillod approvers. The specific
and a user. 6 members Approvers. : number cannot exceed the
number of approval entities in
the list.
If Claire approves first, she
) ) negates the need for anyone
. Prlmary Settings Primary Settings set to Claire aporoves else to approve and the
Work.group with a | Claire Specific number 1. 3 memb%?s of th'e request is complete.
specific number i+h  Workgroup set to All If all 6 workgroup members
Workgroup B with workgroup approve
and a user. 6 members Approvers. : approve first then that

negates the need for Claire to
approve.
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Scenario Approver list
Description contents
Primary Settings
Luke
Team 1 with 2
Two teams members
Team 2 with 6
members

Example

Primary Settings set to
All Approvers.

Team 1 set to All
Approvers.

Team 2 set to
Approvers 50%.

Action

Luke approves.
All team members from
team 1 approve.

3 team members from
team 2 approve.

Table 2. Approvals and Denials (Count Block and Manual selected)

Scenario Approver list
Description contents
Primary settings . .
with a percentage. Primary Settings
Primary Settings
Users and Tim
percentages. Lisa
Users with specific | Primary Settings

numbers. 5 individual users
. Primary Settings
Team with Team with 10
percentages.
members

Example

Primary Settings set to

Approvers 50%, Denials

50%

Primary Settings set to
Approvers 50%
Primary Settings set to
Denials 50%

Primary Settings set to
Approvers Specific

Number of 2, Denials
Specific Number of 2

Primary Settings set to
Approvers Specific
Number of 1, Denials
Specific Number of 1
Team set to Approvers
20% & Denials 30%

Action

This request can never be
fulfilled unless there are
manual approvals.

This is because there are no

approvers or voting entities
the list.

Either Tim or Lisa needs to
approve or deny in order to
complete the request.

2 users deny the approval
request.

3 team members deny the
approval request.

Outcome

All 3 entities need to respond
to fulfill the All Approvers
setting for Primary Settings.

When Luke approves, it fulfills
a third of the Primary Settings
as he represents a third of the
list of approvers in the
Approval block.

All team members from team
1 approve; this fulfills the team
1 setting and another third of
the Primary Setting.

3 team members from team 2
in total need to approve to
fulfill the team 50% setting
and also complete the
conditions to fulfill the final
third need for the Primary
Settings.

Outcome

If Count Block and Manual is

selected, you have no

approvers in the list and don't

use manual approvals, this

scenario can never work.

in | However it is valid if you have a
system where all approvals are
going to be manual.

Request fulfilled because 1 user
is 50% of the list of approval
entities.

Denial request completed
because Primary Settings are
fulfilled.

A third of denials is achieved (3
of 10 team members) and 3 is
greater that the 1 entity needed
to fulfill the Primary Settings.
Request complete.

CSM 2022.3 Features

70



CSM 2022.3 Features

Scenario
Description

Primary settings
with denials
disabled

Two teams

Workgroup, users
and specific
numbers.

Workgroup, users
and specific
numbers.

Workgroup, users
and different
percentages.

Workgroup, users
and identical
percentages.

Approver list
contents

Primary Settings
Team A with 6
members

Primary Settings

Team A with 4
members

Team B with 3
members

Primary Settings

Approver
Workgroup with 5
members

Josie
Jack

Primary Settings

Approver
Workgroup with 5
members

Josie
Jack

Primary Settings

Approver
Workgroup of 10

Mitch

Anna

Primary Settings

Approver
Workgroup of 10

Katherine
Andy

Example

Primary Settings set to
Approvers 50% Denials
NOT enabled.

Team set to Approvers
50% & Denials 50%

Primary Settings set to
Approvers Specific
Number of 2, Denials
Specific Number of 1
Both Teams set to
Approvers Specific
Number of 2, Denials
Specific Number of 3

Primary Settings set to
Approvers Specific
Number of 1, Denials
Specific Number of 1
Workgroup set to
Approvers Specific
Number of 3, Denials
Specific Number of 3

Primary Settings set to
Approvers Specific
Number of 2, Denials
Specific Number of 2
Workgroup set to
Approvers Specific
Number of 3, Denials
Specific Number of 3

Primary Settings set to
Approvers 30%, Denials
30%

Workgroup set to
Approvers 50%, Denials
50%

Primary Settings set to
Approvers 50%, Denials
50%

Workgroup set to
Approvers 50%, Denials
50%

Action

3 team members deny the
approval request.

3 members of team B deny
the approval request.

3 members of the workgroup
deny the approval request.

3 members of the workgroup
deny the approval request.

5 members of the workgroup
deny the approval request.

3 members of the workgroup
deny the approval request,
along with Katherine.

Outcome

At least 3 members of the team
needs to approve/deny to fulfill
the Primary Setting AND

3 team members in total need
to approve or deny to fulfill the
team 50% setting.

The Team B denials threshold
has been met so the request is
completed. The Primary
Settings of 2 to approve can
also no longer be met anyway.

Both workgroup and Primary
Settings thresholds are met at
the same time and the request
is completed..

In this case, Josie or Jack
needs to deny an approval as
well in order to meet the
Primary Settings threshold of 2.

There are 3 voting entities in the
list for Primary Settings and the
workgroup alone represents
30% so 5 workgroup denials
fulfills both thresholds at the
same time.

There are 3 voting entities in the
list for Primary Settings and the
workgroup plus Katherine
represents approximately 60%
so this fulfills the Primary
Settings. 5 of 10 workgroup
approvals fufills the Workgroup
setting.
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Scenario
Description

Approver list

Outcome
contents

Example Action

Primary Settings set to , 3 manually created denials
Primary Settings ' Approvers Specific 3 denials are manually carried | completes the request because

Approval Block and . outin a CSM Client using the ' primary Settings requires 3 from
5 individual users Number of 2, Denials set ry gsreq
Manual Approvals. to a Specific Number of 3 Form Arrangement tab. the apﬁ)roval blofk OR from
manual approvals.

Combination of

Table 3. Approvals and Denials (Count Block only selected)

Scena_rlo_ Approver list Example Action Outcome
Description contents
With Count Block only
selected and no
Whatever happens, this = @Pprovers in the list, this
_ . . . request can never be scenario can never
Primary settings Primary Settings set to | fyfilled. work. Equally, if Count
with a Primary Settings Approvers 50%, Block and Manual is

percentage.

Denials 50%

This is because there

selected and you have

are no approvers or

no approvers in the list
voting entities in the list.

and don't use manual
approvals. it can never
work.

3 approvals are manually ' Nothing happens as only
carried out in a CSM approvals coming from

Client using the Form the Approval block are
Arrangement tab. being counted.

Primary Settings = Primary Settings:
10 individual Approvers 20%,
users Denials 30%

Primary settings
with users.

< Note: Ordering Approval Blocks within the Approval Block Editor changes the order in which
approvals are triggered but changing the order of approvers within an Approval Block has no
effect.

Related concepts
Define Approval Block Action Properties
Define Approval Block Condition Properties
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Using Approvals

When working with Approvals, users use the approval form in one of the CSM clients to approve or deny
an approval request.

CSM typically supplies the OOTB Approvals. Use these supplied Approvals as-is, edit them, or create
your own using the Approval Editor (accessed from within a Blueprint in CSM Administrator).

Related concepts

Approval Form

Add an Approval to a Business Object
Approval Editor

About Blueprints
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Approval Form

Approvals require approvers to decide how to respond to a request.

In the CSM Desktop Client or Browser Client, approvals are responded to using an approval form in the
form arrangement of a record.

OQOTB approval forms may be provided with your system. They typically can be opened several ways in
the CSM Desktop Client or Browser Client:
» From an approval email, select the link to the approval form.

* In the Approvals tab of a Major Business Object's form arrangement, open the approvals form:
o Double-click an existing Approval in the grid.

o On the Form Arrangement toolbar, select View > Form View.

o On the Form Arrangement toolbar, select New Approval to open a new approval form.

1. Approver: Name of the required approval user(s) or customer(s).
2. Approval Team: Name of the required approval team(s) or workgroup(s).

3. Due Date: Date/time by which the approval must be submitted. If approvers do not respond by the
deadline, they are considered to have abstained.

4. Details: Additional information about the approval (example: Approve Emergency Change Request
to begin implementing).

5. Approver Notes: Additional information/explanation regarding the approval.

6. Response:
o Approve: Approve the request.

o Deny: Deny the request.

o Abstain: Refrain from approving/denying the request.
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Managing Approvals

Approvals are managed using the Approval Editor and the Approval Block Editor.
Use the Approval Editor to:

» Add an approval to a Business Object.
» Open the Approval Block Editor.

» Copy an Approval Block.

» Delete an Approval Block.

» Define approval email settings.
Use the Approval Block Editor to:
» Create/edit an Approval Block.

Use the Delete Approvals task in the Structure area of the Object Manager to delete all approvals from a
Business Object. For more information, see Object Manager.

Related concepts

Approval Editor

Add an Approval to a Business Object
Open the Approval Block Editor
Define an Approval Email

Create/Edit an Approval Block
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Approval Editor

The Approval Editor is a tool within a Blueprint in CSM Administrator that allows you to manage (create,
edit, and delete) Approvals.

Use the Approval Editor to perform the following Approval operations:

» View: View a list of defined Approvals.

* Add: Use to access the Approval Block Editor, and then create an Approval Block. Approval Blocks
are listed in the Approvals section of the Approval Editor. For more information, see Create/Edit an
Approval Block.

» Edit/Delete: Use to configure Approval Blocks to meet your requirements.

» Copy: Use an existing Approval Block as a starting point or "template" for a similar Approval.
» Organize: Use the up/down arrows to change the order of selected Approval Blocks.

+ Enable Email Notifications: Use to define Approval Email Settings.

» Define Advanced Options: Use to define an Approval configuration for a Business Object.
There are several ways to open the Approval Editor and Approval Block Editor:

* In the CSM Administrator main window, select the Blueprints category, and then select the Create

a New Blueprint task.
]

oy

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object Manager lists
the existing Business Objects. For more information, see Blueprint Editor and Object Manager.

* In the Object Manager, select a Major Business Object in the Object tree, and then select the Add
Approval Support task in the Structure area.

Related concepts
About Blueprints

Define an Approval Email
Define Approval Configuration for a Business Object
Open an Existing Blueprint

Related tasks
Create a Blueprint
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Approval Block Editor

The Approval Block Editor is a tool accessed from within the Approval Editor (in a Blueprint in CSM
Administrator) that allows you to create and edit Approval Blocks.

An Approval Block is a defined set of trigger conditions, approvers, and actions for an approval. An
approval for a Business Object contains one or more Approval Blocks.

You can use multiple dependent Approval Blocks to define multi-level approvals using different triggers,
approvers, and actions for different situations within the same Business Object. For example, an
Emergency Change Request might require that all Emergency Change Board members approve the
change, whereas a regular server change might require only the approval of a hardware team member.
For more information, see Define Multi-Level Approvals.

Use the Approval Block Editor to define the components of an Approval Block. For more information, see
Define Approval Block Condition Properties and Define Approval Block Action Properties.
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Each Approval Block contains the following components:

1. Name: Display name to use within CSM.
2. Trigger Condition: Event that initiates the Approval Block.

3. Approver(s): User(s), customer(s), team(s), or workgroup(s) that provides approval/denial and the
number/percentage of approvers who must approve or deny a request.

4. Action(s): Operation that takes place when an approval is approved, denied, or expired.

Related concepts

Approval Editor

Blueprints

Create/Edit an Approval Block
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Object Manager
Define Approver Properties
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Open the Approval Block Editor

The Approval Block Editor is a tool accessed from within the Approval Editor that allows you to create and
edit Approval Blocks.

There are several ways to open the Approval Block Editor:

* In the CSM Administrator, select the Blueprints category, and then select Create a New Blueprint.
&

e

Note: If you are working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object Manager lists
the existing Business Objects.

* In the Object Manager, select a Major Business Object in the Object tree, and then select Add
Approval Support in the Structure area.

* In the Approval Editor, select the Approvals page, and then select Add.

Related concepts

Open an Existing Blueprint
Blueprint Editor

Object Manager

Related tasks
Create a Blueprint
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Add an Approval to a Business Object

Use the Object Manager and Approval Editor to add approvals to a Major Business Object.
When you add Approvals, you define:

* A relationship between the Major Business Object and the Approval Business Object
(Supporting Object): Allows data to be shared between the Major Business Object and Approval
Business Object (typically, an approval is displayed as a tab in the form arrangement of a Major
Business Object).

» An Approval Block ID field: Holds the ID of the Approval Block that should be used.

» An Approval configuration: Associates an Approval Relationship and Approval Block ID field with
a Major Business Object, and allows you to define options that determine when approvals are
generated.

After adding approvals to a Business Object, use the Approval Editor and the Approval Block Editor to:
» Define Approval Email Settings: An optional email that is automatically sent to approver(s) when
approval is needed.

» Create an Approval Block: A set of trigger conditions, approvers, and actions for an approval.

» Define Multi-Level Approvals: You can optionally set up multiple dependent Approval Blocks that
allow you to define different triggers, approvers, and actions for different situations within the same
Business Object.

Here is an overview of how to add an approval to a Business Object:
1. Define a relationship between the Major Business Object and the Supporting Approval Business
Object (using the Relationship Editor).
Define an Approval Block ID field (using the Business Object Editor).
Define approval configuration for a Business Object (using the Approval Editor).
Optional: Define an approval email (using the Approval Editor).
Create an Approval Block (using the Approval Block Editor).

o g bk~ w N

Optional: Define multi-level approvals (using the Approval Block Editor).

Related concepts

Define an Approval Relationship
Define an Approval Block ID Field
Define an Approval Email
Create/Edit an Approval Block
Define Multi-Level Approvals
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Define an Approval Relationship

Use the Relationship Wizard to define a relationship between a Major Business Object and the Approval
Object (Supporting Object).

A relationship is required to add an approval to a Business Object. An Approval Relationship allows the
Major Business Object and Approval Object to share data (typically, an approval is displayed as a tab in
the form arrangement of a Major Business Object). For more information, see Form Arrangements.

To define an Approval Relationship:

a k0D~

Open the Relationship Editor.

Select Wizard.

Select Approval as the Child Business Object.

Select the Many Approvals option to allow the Major Business Object to have multiple approvals.

Select whether approvals should have a relationship back to the parent object:
o Select Yes (Recommended) to create a reverse relationship from approvals to the parent
object.

> Select No to not create a reverse relationship from approvals to the parent object.

Select the Many [Major Business Objects] option to allow approvals to belong to multiple Major
Business Objects.

Select Full-Text Search options for the relationship:
a. Select whether to search approvals when the Major Business Object and its related items are
searched:
o Select Yes to search approvals when the Major Business Object and its related items are
searched.

o Select No to not search approvals when the Major Business Object and its related items
are searched.

b. Select whether to search the Major Business Object when approvals and its related items are
searched.
o Select Yes to search the Major Business Object when approvals and its related items are
searched.

o Select No to not search the Major Business Object when approvals and its related items
are searched.

8. Provide a name and description for the relationship and the reverse relationship.

9. Review the Summary page.

10.

1.

Select Finish.
The relationship is added to the Business Object and can be accessed in the Relationship Editor.
Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File

> Save Blueprint) to continue making other changes. For more information, see Publish a Blueprint
or Save a Blueprint.
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Related concepts
Relationship Wizard

Create a Relationship Using the Relationship Wizard
Define Approval Configuration for a Business Object
Relationship Editor

Define Link Properties for a Relationship
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Define an Approval Block ID Field

Use the Business Object Editor to define an Approval Block ID field to indicate which Approval Block to
use for a Business Object.

This field is stored in the Major Business Object that owns the approvals, and holds an internal ID that the
system associates with an Approval Block. An approval process can contain multiple Approval Blocks,
and this field contains the information the system needs in order to know which set of approvals to use
(example: A hardware change might require one set of approvers and a software change might require a
different set of approvers).

To define an Approval Block ID field:
1. Open the Business Object Editor for the Business Object to which you are adding approvals.

2. Select New Field @ .

3. Define general information for the Approval ID field:
- Name: Provide a name for the field (example: Approval Block ID).

o Type: In the drop-down list, select Text.
o Size: In the drop-down list, select 42. This is the exact length of the internal ID.

4. (Optional) Select Field Properties to open the Field Properties window, and then edit general
information and define additional properties for the field.

5. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
Business Object Editor

Create/Edit a Field
Publish a Blueprint
Save a Blueprint
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Define Approval Configuration for a Business
Object

Use the Advanced page of the Approval Editor to define the Approval configuration for a Business Object.

Defining the approval configuration is typically done after defining an Approval Relationship and Approval
Block ID field, but before creating Approval Blocks. For more information, see Define an Approval
Relationship and Create/Edit an Approval Block.

When you define an approval configuration for a Business Object, you select:

* An approval relationship.
« Fields in the Major Business Object to hold the approval description and approval ID.

» Options to determine when approvals are generated.
To define the approval Configuration for a Business Object:

1. Open the Approval Editor.
2. Select the Advanced page.
3. Define the approval configuration for the Business Object:

a. Relationship holding approvals: Select the approval relationship you created from the drop-
down list.

b. Field holding description: Select the field in the Major Business Object that will contain the
description of the approval.

c. Field holding ID of selected approval: Select the Approval Block ID field you created from
the drop-down list.

d. Generate approvals: Select an option for initiating the approval to be created:
> When trigger condition is true: Select this option to generate approvals based on the

trigger condition.

> When record is saved: Select this option to generate approvals when the Major
Business Object record is saved and the trigger condition occurs.

4. Select OK.

5. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts

Approval Editor

Open the Approval Editor

Define an Approval Block ID Field
Publish a Blueprint
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Save a Blueprint
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Define an Approval Email

Use the Approvals page of the Approval Editor to define an email that is sent to approver(s) when needed
(using a One-Step Action).

To define an approval email:
1. Open the Approval Editor.

2. Select the Approvals page.

3. Select the Notify Approver by Email check box below the Approvals list, and then select Edit.
=]

.X: h B ' '@) Iﬂ] - 08 ~ Q 'Sendvia|CherweII Email Place Holder v|

% -[B] adal <o - |B -’EEEE = = = 5=
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=
----- =] Cause
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..... 1) Closed By

From...

To...

Subject:

----- Closed Date Time
Approval Approver Name, E Comments

----- [ Comments Entry
An approval request has beenmade: L [ Created By

e Created Date Time
Approval Details ) Created During

: Customer Display Name

----- ] Customer Subscription Level
..... ™ Maofai ik Taam

Thank you. < >

You can approve or deny this approval by going to this link: Hyperlink to approval

oK Cancel

4. From: Double-click on System State E-mail in the From field. The default expression in this field
uses a stored value called Current System Production E-mail. This stores the production email
account for your company (example: support@company.com). It is also the email address
configured as the default for the Inbound Email Monitor, so that if a reply is sent to it, it is processed
and attached to the corresponding record in CSM.

If not already done during system setup, change the stored values for Current System Production
Email and Current System DEV Email. See: Configure Test and Production Accounts.

5. To: Select To to open the address book and select email recipients. You can choose users,
customer, teams, Approver Workgroups, or their aliases. Choose a nhame and then select To, Cc or
Bcc. The Bcec line is only available in the CSM Desktop Client.

6. Edit the email contents:
o Provide text for an approval message (example: An approval request has been made.)
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o Select IE' (or right-click in the contents area) to insert Tokens (fields, expressions, system
functions, stored values, and variables) directly into the text.

7. Define additional email properties:

o Attach to current <Business Object>: Select this icon to attach the email to the current
record (example: Current Incident, current Problem) as a Journal - Mail History record.
Specifically, when the approval is responded to using email, the Journal-Mail History record is
attached to the parent record.

o Attach to recipients: Select this icon to attach the email to the customer records associated
with recipients in the To, Cc, or Bcc lines. You can also attach the email to customer records
that they originated from (parents of recipients) to provide more context for users. For
example, if an e-mail recipient is a contact that works for a particular company, the e-mail can
be attached to the company record as well as the customer record.

For more information, see Attach E-mail Messages to Records.
8. Select OK.

9. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Note: You can also edit the approval email template by creating an Automation Process Blueprint.
Use the One-Step Editor to edit the Email Change Request Approval as shown below.
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oK Cancel

P |
< |

Related concepts
Open the Approval Editor
Fields
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Expressions
About System Functions
About Stored Values
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Create/Edit an Approval Block

Use the Approval Block Editor (accessed from within the Approval Editor) to create Approval Blocks.

An Approval Block is a defined set of trigger conditions, approvers, and actions for an approval. An
approval for a Business Object contains one or more Approval Blocks. When you create an Approval
Block, you define:

« A trigger condition that determines when the block is used.

« List of approvers.

* Voting thresholds.

» Action that takes place when the appropriate people have approved or denied the request.

To create an Approval Block:

1. Open the Approval Block Editor. For more information, see Open the Approval Block Editor.
2. Define a Name.

3. Define Approval Block properties:
a. Trigger Conditions: Specify under what conditions the approvals are required.

b. Approvers: Specify the list of approvers.
c. Actions: Specify what to do when the approval has taken place.

4. Select OK.

5. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes. For more information, see Publish a Blueprint
or Save a Blueprint.

< Note: Use the arrows to order your approvals in the order you want them to be triggered. Ordering
approvals doesn't determine the order that approval emails are received. Also if you have auto-
populated fields set, ordering may not be respected.

Related concepts
Approval Block Editor

Approval Editor

Define Approval Block Condition Properties
Define Approver Properties

Define Approval Block Action Properties
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Define Approval Block Condition Properties

Use the Trigger Condition page in the Approval Block Editor (accessed from within the Approval Editor)
to define a condition that initiates the approval process for an approval Block.

One example is to send an approval request when the Emergency Change field is checked on the
Change Request form. When you define trigger condition properties for an Approval Block, you define:

» Trigger Condition: A comparison clause that determines when the approval process is initiated.
» Additional Behaviors: An action that occurs when a condition is no longer true (example: When a
user clears the Emergency Change field on the Change Request form).

To define Approval Block Condition properties:

1. Open the Approval Block Editor.

2. Select the Trigger Condition page.

3. Define a Trigger Condition by creating a comparison clause. See Define a Comparison Clause.
4.

Behavior when condition is no longer true: Define the action that takes place when the trigger
condition is no longer true:
o Clear Approvals from block

Select this option to remove approvals created by this Approval Block when the trigger
condition is no longer true.

o Leave Approvals

Select this option to leave approvals created by this Approval Block when the trigger condition
is no longer true.

o Leave Approvals if condition was changed by block action

Select this option to leave the approvals in place if the defined approval action causes the
trigger condition to no longer be true. However, if the trigger condition is no longer true
because of a change outside of the approval process, then the approvals will be removed. It is
recommended to tie approvals to the lifecycle of a Business Object when creating multi-level
approvals because it prevents approvals from being deleted when it advances to the second-
level approval.

5. Select OK.

6. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes. For more information, see Publish a Blueprint
or Save a Blueprint.

Related concepts
Approval Editor

Define a Comparison Clause
Open the Approval Block Editor

CSM 2022.3 Features 91


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=define_a_comparison_clause
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=publish_a_blueprint
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=save_a_blueprint
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fapprovals%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fapprovals%2Fapproval_editor.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fapprovals%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fsearching%2Fdefine_a_comparison_clause.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fapprovals%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fapprovals%2Fopen_the_approval_block_editor.html

CSM 2022.3 Features

Define Approval Block Action Properties
Approval and Denial Threshold Rules
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Define Approver Properties

Use the Approvers page in the Approval Block Editor (accessed from within the Approval Editor) to
define the approver properties.

The following properties can be defined:

» Number or percentage of votes required for an approval, including which votes to count from which
source.

» A mixed list of users, customers, and/or teams to designate as approvers, including users within
teams and workgroups.

» Text to display in the details field of the approval.

» Number or percentage of votes required for a denial, including which votes to count from which
source.

To define approver properties:

1. Open the Approval Block Editor. For more information, see Approval Editor and Open the Approval
Block Editor.

2. Select the Approvers page.

3. Define approvers for the Approval Block:
a. Select Add.

b. In the drop-down list in the Choose Approvers dialog, select a type of approver to add to your
list of approvers:

Note:

o When adding users, you can use search. Enter a search term, consisting of case
insensitive partial or multiple words, and select Enter or the magnifying glass
icon. Select one or more approvers from the results and select the right-arrow.
Select X to remove a search filter and return to the complete list of potential
approvers.

.__""

o To search for individual team members in a workgroup or team, select Users in
the drop-down list and then enter your search term.

o When selecting approvers, they are shown as a tree that loads team and
workgroup members upon expansion. You can expand and collapse the tree by

selecting the arrow >. Using the tree, you can select users, teams, or workgroups
to add to your list of approvers.

o Add Users

Select this option to add a specific CSM user to the list of approvers.

f *  Tip: Select ctrl + Atoselectallusers,orCtrl + clicktoselecta
contiguous list of users and then select the left or right arrow to move them from
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selected to deselected or vice versa. Double-click an approver to add them to the
list and close the window at the same time.

o Add Teams

Select this option to add a CSM team (example: 1st Level Support, IT Management) to
the list of approvers.

o Add Customer Workgroup

Select this option to add a CSM customer workgroup (example: Accounting, Human

F

to select

Resources) to the list of approvers. Select the Contact Manager icon
individual customers to add to your list of approvers.

> Add Approver Workgroup
Select this option to add a CSM approver workgroup (example: Executive Management,
Team Leaders) to the list of approvers.

i

,.' Tip: Approver workgroups can be added to multiple Approval Blocks.

Note: When teams and customer workgroups are part of an approver workgroup,
the values set for votes required for approval is for all the users and customers
within those teams. Voting thresholds cannot be set per team. See Define
Approver Properties.

.l-""

o Add User Based on Expression

Select this option to add a user based on a selected Business Object field, system
function, expression, stored value, or metric value that contains the ID of the user
(example: An approver based on the Expression Change Request.Owned By field will
be approved by the owner of the Change Request).

o Add Users Based on Relationship

Select this option to add an approval for each user associated with a selected
relationship.

The Add Approvers Based on Relationship window opens, where you can select a
relationship, limit records further based on the relationship by using an expression, and
select a Business Object field, system function, expression, stored value, or metric value
that contains the ID of the users in the relationship.

c. Select OK when you have finished selecting your approvers.
Your chosen approvers are shown as a tree that you can expand and collapse by selecting the
arrow >. To add and remove approvers in your tree, use the buttons on the right-hand side.
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& Tip: Edit is only available when users have been added based on expression or
relationship.

# Note: Ordering Approval Blocks within the Approval Block Editor changes the order in
which approvals are triggered but changing the order of approvers within an Approval
Block has no effect.

4. Define the number of votes required for approval:
o All approvers

Select this option to require the approval of all designated approvers.
o Percentage

Select this option to require the approval of a defined percentage of votes. Then, provide a
percentage or use the Up/Down arrows to increase/decrease the percentage.

o Specific number

Select this option to require the approval of a defined number of votes. Then, provide a
number or use the Up/Down arrows to increase/decrease the number.

Important: For information on Primary Settings and details of how approval and denial
thresholds work, see Approval and Denial Threshold Rules.

5. Define the number of votes required for denial:
o Enable Denial Threshold

This check box is only when the All approvers option is cleared. Select this option to enable
denials for an approval request.

o Percentage

Select this option to require the denial of a defined percentage of votes. Then, provide a
percentage or use the Up/Down arrows to increase/decrease the percentage.

o Specific number

Select this option to require the denial of a defined number of votes. Then, provide a number
or use the Up/Down arrows to increase/decrease the number.

Important: For information on Primary Settings and details of how approval and denial
thresholds work, see Approval and Denial Threshold Rules.
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6. Define which approvals and denials to count during the voting process. In the drop-down list, select
one of the following options:
o Count this block only

Select this option to only count the approval and denial votes generated as a part of this block.
This selection is recommended for multi-level approvals. Manually created approval and denial
votes are ignored.

o Count block and manual

Select this option to only count the approval and denial votes generated as part of this block
and those manually created by users. Approval and denial votes created by other blocks are
ignored.

7. Define default properties for approvals (if not overidden by individual approvers):
o Approval Text

Provide text to include in the email sent to each approver.
o Append [Major Business Object] Description

Select this check box to add the custom approval text to the Major Business Object's
description.

o Deadline

Select this check box to define a default amount of time to allow for the approvers to respond.
Then, define a number and unit of time (hours, days, or months). If the approvers don't
respond within this timeframe, they are considered to have abstained.

8. Select OK.

9. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
Fields

About System Functions
Expressions

About Stored Values
About Metrics
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Define Approval Block Action Properties

Use the Actions page in the Approval Block Editor (accessed from within the Approval Editor) to define
actions for an Approval Block.

When you define actions, you define what is done based on the state of the approval (approved, denied,
or when time runs out).

To define approval or denial or time out actions:

1. Open the Approval Block Editor.

2. Select the Actions page.

3. Define an action to take place when an approval is approved:
o Set a field

Select this check box to populate a field with a defined value. Then, select a Field and provide
a specific value or select the Token Selector to select a Token for the value that will be used
for the field.

# Note: Tokens for Business Object lifecycle status and stage are only shown if the
Business Object has a lifecycle associated with it. See Migrate a Business Object
Lifecycle.

o Put on a Queue

Select this check box to put the record in a queue. Then, select a most recently used (MRU)
Queue in the drop-down list, or select the ellipsis to open the Queue Manager, where you can
select an existing queue or create a new one.

> Run a One-Step
Select this check box to run a One-Step Action. Then, select a most recently used (MRU)
One-Step Action in the drop-down list, or select the ellipsis to open the One-Step Action
Manager, where you can select an existing One-Step Action or create a new one.

o Executing the Action completes the approval process

Select this check box to end the approval process when the defined action takes place. Do not
select this option when defining multi-level approvals.

4. Select OK.

5. Define an action to take place when an approval is denied, or when time runs out (for example, the
approval deadline passes with insufficient approval to indicate that a record has been approved or
denied). See above for descriptions of options.
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6. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File

> Save Blueprint) to continue making other changes. For more information, see Publish a Blueprint

or Save a Blueprint.

Related concepts

Approval Editor

Open the Approval Block Editor
Create a Queue

Create/Edit a One-Step Action
Approval and Denial Threshold Rules
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Define Multi-Level Approvals

Use the Approval Block Editor (accessed from within the Approval Editor) to create multi-level approvals.

You can use multiple dependent Approval Blocks to define multi-level approvals (different triggers,
approvers, and actions for different situations within the same Business Object). For example, an
Emergency Change Request might require that all Emergency Change Board members approve the
change, whereas a regular server change might require only the approval of a hardware team member.

Multi-level approvals are also used for requests that require multiple individuals or teams to provide
approval during each stage of an approval process. For example, the Networking Team might need to
approve a Change Request before it is sent to the CAB (Change Advisory Board) for approval.

When you define multi-level approvals, you create multiple Approval Blocks that depend on each other.
Specifically, the action that occurs as a result of the first Approval Block is the trigger condition for the
second Approval Block.

To define a multi-level approval:

—_

. Open the Approval Block Editor.

N

. Define the trigger condition for the first approval:
a. Create a condition using a comparison clause and/or a grouping clause. See Define a Group
Clause.

b. Select the Leave Approvals if condition was changed by a block action option.

This option must be selected because it prevents the first-level approvals from being deleted
when the approval advances to the second-level approval.

3. Define the approvers for the first approval.

Select either Count block and manual or Count this block only to include approvals related to the
first Approval Block.

4. Define the action for the first approval.

Clear the Executing the action completes the approval process check box so that the second
level of approvals can occur (this action serves as the trigger condition for the second level of
approvals).

5. Select OK.

6. Select Add on the Approvals page.
7. Define the trigger condition for the second approval:

The trigger condition of the second approval should be made true by the action of the first approval.
a. Create a condition using a comparison clause and/or a grouping clause.

You also have the option to select Advanced to define a more complex condition.
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b. Select the Leave Approvals option.

This option is recommended for the second level of approvals, so that the approval remains
connected to the Business Object after the condition is no longer true.

8. Define the approvers for the second approval.

Select Count this block only in the drop-down list so that the results from the first approval are not
counted in the results for the second approval.

9. Define the action for the second approval.

Select the Executing the action completes the approval process check box so that the second
level of approvals completes the approval process.

10. Define additional Approval Blocks as needed.
11. Select OK.

Related concepts
Approval Editor

Open the Approval Block Editor

Define Approver Properties

Define Approval Block Action Properties
Define Approval Block Condition Properties
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Configuring Approvals

Approvals must be configured before this feature can be used. This is also applies to delegates.

To configure approvals in CSM Administrator, configure Business Object rights for the Approval Business
Object for a security group.

M

<~ » Important: General View rights must be given to the Approval Business Object to allow approvals
to be displayed.

To configure users' ability to manage delegates, select Manage delegates from the Users category as
described in Users Security Rights. Then select your choice of check boxes from View, Add, Edit,
Delete.

Related concepts
Define Business Object Rights (Access to Data)

CSM 2022.3 Features 101


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=define_business_object_rights_-access_to_data-
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=csm_users_security_rights
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=define_business_object_rights_-access_to_data-

CSM 2022.3 Features

Configure Customer Approvals

Users and customers can be configured to carry out approvals.

Prerequisites

__A__ Important: Only customers who upgrade to CSM 10.2.0 and later and want to use new
approvals need to follow these steps. Those who install CSM 10.2.0 and later as new
customers already have these changes in the OOTB content.

Remove any existing validation of Approval.Approver Name field against the User Info table.

Remove any existing autopopulation of ReclD for the Approval.Approver ID field when there is a
change in the Approval table.

Remove any existing validation of the Approval. TeamName field against Other validation types for
all user teams.

Create an approval block that triggers when a field is updated on the Incident Business Object. See
Create/Edit an Approval Block.

Make the approval button visible on the approval tab of the Incident form arrangement. See
Configure Customers Approvals for the CSM Portal.

Related concepts
Create/Edit an Approval Block
Related tasks

Adduart Attribute dosCapiare Email Address for Block-Created
Approvals

This step can be skipped if manual customer approvals are being configured, but it does ensure that the
Email Address field is populated for block-created user and customer approvals.

As customers are supported when creating approvals from the Approval Block, as part of the mechanism
that generates the Approval records, it retrieves the Email Address of the User/Customer and populates
the Email Address field in the Approval record. In order for this to work, we need to add a new General
Attribute of ApprovalApproverEmail to the field as follows:

© © N o ko=

In CSM Administrator, select Create a New Blueprint.

Select the Approval Business Object.

Select Edit Business Object.

Select the Approver Email field.

Right-click and select Edit Approver Email field.

Select Advanced.

Select the drop-down arrow @ to expand the General Attributes section.

Select an empty row and enter the attribute name of ApprovalApproverEmail.
Select OK.
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Add Field to Hold Approval Type Name

An approver type name field needs to be added so that the system can distinguish between user and
customer approvals.

In CSM Administrator, select Create a New Blueprint.

Select the Approval Business Object.

Select Edit Business Object.

Add a new field and enter ApproverTypeName for the name.

o kw0 bd =

Leave the rest of the options as default and select OK.

% Tip: You may also want to set the default value of the ApproverTypeName field to User.
.!" See Define General Behaviors for Fields
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Add Radio Buttons to Approval Form

New radio buttons are needed on the approval form so that user or customer can be selected. They are
each configured to store a value for ApproverTypeName (see above).

1. In CSM Administrator, select Create a New Blueprint.

2. Select the Approval Business Obiject.

3. Select Edit form.

4. Double-click to open the existing Approval form.

5. Create enough space for the two new radio buttons, then drag them onto the form and rename them
to User and Customer using the Label text box in the toolbar.

6. Right-click on each radio button and select Control properties.

7. Select ApproverTypeName from the Associated Field drop-down list and then set the value to
User or Customer respectively.

8. Select Save.
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Configure Approver Type ID Field

Next you need to configure an expression to use the correct System Function dependent on the Approver
Type Name. The expression looks at the value in the ApproverTypeName field and uses the System
Function to assign the result to the ApproverTypelD field

In CSM Administrator, open an existing Blueprint.
Select the Approval Business Object.
Select Edit Business Object.

Select the ApproverTypelD field and then select Field Properties.
The Field Properties window opens.

wh =

5. Select Properties.

6. Select the Calculated Value check box and then select the ellipsis alongside.
The Expression window opens.

7. Select Add O to add a new expression and name it AssignApproverType.

8. Configure the expression as follows:
a. Select Case from the Editor drop-down list.

b. In the If condition is true section, select the Simple type of If statement, and then define its
properties:
i. Select Approval.ApproverTypeName from the far left Value drop-down list.

ii. Select Equals from the Operator drop-down list.
ii. Select User from the far right Value drop-down list.
c. In the Then assign this value section, define the Then value:
Select UserinfoBusObld() from System Functions in the Token Selector.
d. Repeat step 8 by selecting 0 to add another line to your expression. Replace User with
Customer and UserBusObld() with CustomerBusObld().
Your finished expression should look like this:
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9. Select Save and then OK.

Configure Validation on Approval Name

Use Validate From User/Customer on the Approver Name field.

Open CSM Administrator and open an existing Blueprint.
Select the Approval Business Object.
Select Edit Business Object.

o~ 0N =

a. Select Validate from User/Customer.
b. Select By User Type.

c. Select Full Name from the Attribute Name drop-down list.

d. Select Approval.Approver Type ID from the User Type ID drop-down list.

6. Select OK.

Select the ApproverName field and then right-click to select Edit Approver Name field.
Select Validation/Auto-Population and then enter the following values:
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Configure Auto-Population on ApproverlD and ApproverEmail

Use the auto-population type Attribute to auto-populate the ApproverID and ApproverEmail fields.

In CSM Administrator, open an existing Blueprint.

Select the Approval Business Object.

Select Edit Business Object.

Select the ApproverEmail field and then right-click and select Edit Approver Email field.

Select Validation/Auto-Population and then enter the following values:
a. Select Autopopulate.

o bk 0N~

b. Select the Approver Name field for Populate when there is a change in table: Approval.
c. Select Populate with: Attribute.
d. Select Email from the Attribute drop-down list.

6. Select OK.

7. Select ApproverlD field and then right-click and select Edit Approver ID field.
a. Select Autopopulate.

b. Select the Approver Name field for Populate when there is a change in table: Approval.
c. Select Populate with: Attribute.
d. Select ReclD from the Attribute drop-down list.

8. Select OK.

Configure Validation for Team Name and Autopopulation for Team ID

Use the validation type All Teams and Workgroups to validate the Approval TeamName field against all
available teams and workgroups. Use the Autopopulation type of Team ID for the Team ID field.

In CSM Administrator, open an existing Blueprint.

Select the Approval Business Object.

Select Edit Business Object.

Select the Team Name field and then right-click and select Edit Team Name field.

ok w0~

Select Validation/Auto-Population and then enter the following values:
a. Select Other Validation Types.

b. Select All teams and workgroups from the Valid team/workgroup drop-down list.
6. Select OK.

7. Select the Team ID field and then right-click and select Edit Team ID field.
a. Select Autopopulate.

b. Select the Team Name field for Populate when there is a change in table: Approval.
c. Select Populate with: Team ID.
8. Select OK.

For information on configuring customer approvals in the portal, see Configure Customers Approvals for
the CSM Portal.
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Attachments

An attachment is an entity that can be imported and/or linked to for supplemental information. Examples
include a document, an image, a record, a web page, and a document repository.
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About Attachments

Attachments include any files that require a separate program to open, including documents, PDFs,
pictures, and websites. For example, you might attach a Service Improvement Plan or Service Quality
Plan to a record.

Attachments can either be imported into the CSM database (accessible from anywhere) or linked. In
CSM, record attachments also include Business Objects, such as Knowledge Articles or Incidents.

There are three primary types of attachments in CSM:

» System Attachments: Files associated with the system that can be referenced directly, used as
knowledge, and used in emails.

* Record Attachments: Attachments connected directly to a specific Business Object record (example:
Incident) that can only be accessed when working with that specific record. Unlike other
attachments, record attachments can include Business Object attachments (links to other Business
Objects without a relationship).

» Document Repositories: Customer accessible collections of documents designed to be accessed
using the CSM Portal. Users can also access document repositories using the Document Repository
Manager.

System and record attachments are created, edited, deleted, or organized using the Attachment
Manager.

Good to Know

» Attachments that are imported into CSM are searchable within the database. The search returns
results that match the text within .txt, .doc, and .xIs files and returns any file type with a matching file
name.

» Attachments that are linked to CSM are not searchable and are only accessible to users who have
the defined file path on their computer.

» To open, remove, email, or view the properties of an attachment, right-click the attachment in the
Attachment Bar, and select an action from the drop-down list.

* Security rights control access to CSM functionality and are configured in the Security Group
Manager in CSM Administrator (Security > Edit Security Groups). For more information, see
Configuring Attachments.

Related concepts

Record Attachments

Document Repositories

Attach (Import) Files to a Record
Security Rights

Related tasks
Link a File to a Record
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Use Attachments

You can add attachments to emails, as a knowledge source, records, or document repositories.
In CSM, attachments can be used with:

« Email: Add an attachment to an email sent from CSM.

» Knowledge: Add an attachment as an Attachment Knowledge Source that can be accessed
through a knowledge search. For more information, see Search Knowledge.

Records: Add an attachment to a Business Object record.

Attachment Manager: Add an attachment directly to the Attachment Manager.

» Document Repository: Add an attachment to a document repository within the Attachment
Manager.

When working with attachments, users can:

¢ View an Attachment.

« Attach a record to another record.

Attach a file (imported). See Attach (Import) Files to a Record.
Attach a file (linked). See Link a File to a Record.
» Attach a web page. See Attach a Web Page to a Record.

.

 Attach an image from the clipboard. See Attach an Image from the Clipboard to a Record.

¢ Create a shortcut to an attachment. See Create a Shortcut to an Attachment.

Related concepts
Add Attachments to Email

Define an Attachment Knowledge Source
Record Attachments
Document Repositories
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View an Attachment

View an attachment using the Attachment Manager or from the attachment bar.
An attachment can be viewed in the following ways:

» Use the Attachment Manager to view available attachments (based on security rights).

» From the attachment bar on a Business Object record:
o Select the attachment.

o Right-click the attachment, and then select Open.

For a Business Object attachment, right-click the attachment, and then select Go to record,
Go to record in new window, or Quick-view record.

« From a CSM email attachment bar, select the attachment.
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View Attachment Properties

You can view details of an attachment such as the date of creation, attachment type, associated
comments, and where the attachment originated from.

To view attachment properties:

1. From the CSM Desktop Client, open a record with an attachment.
2. Right-click the attachment link in the attachment bar.

3. Select Properties.
The Properties window opens.

4. Select OK or Cancel.
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Email an Attachment

Use the attachment link to email an attachment from a record.
To email an attachment from a record:

1. In the CSM Desktop Client, open a record with an attachment.
2. Right-click the attachment link in the attachment bar, and then select E-mail Attachment .

3. Provide information in the email message window.
If your system does not have default email addresses configured, contact your system administrator.

4. Select Send.

Related tasks
Send an Email from within CSM
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Record Attachments

Users can import and use attachments to supplement information in a record. For example, if a Knowledge
Article (KA) mentions a specific internal document in the solution field, the creator can attach the document to
the KA for other employees to reference. Examples of attachments are documents, images, videos, and web
pages.

Related concepts
Knowledge Articles

Knowledge-IT Forms
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Attach a Record to Another Record

Use the Attachment button to link a record to another record as an additional reference. For example,
link a Knowledge Article record to an Incident record. Business Object attachments are linked and cannot
be searched in connection with the Business Object.

To attach a record to another record:
1. In the CSM Desktop Client, open a record.

2. Select Attachment 8 - , and then select Objects.

3. Select a Business Object (example: Knowledge Article) and then select the record to link (example:

Knowledge Article 10006).
You can search records using the Search Control located below the toolbar of the Selector.

4. Select OK.
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Attach (Import) Files to a Record

When you attach files to a record, the files are imported directly into CSM. The attached files are available
anywhere in CSM and some of the file types are searchable (example: Word, Excel, Text, RTF, PDF). You
can attach documents, images, videos, and web pages.

»

Note: Imported documents increase the size of the CSM database and must be re-imported if a
change is made to the document.

In the CSM Browser Client and CSM Portal, you can attach one or more files to a record using multi-
select and drag functionality.

To attach file(s) to a record in the Browser Client and CSM Portal:

Open a record.

In the toolbar, select Attach > Attach files.

In the File Upload window, select Select Files.

Navigate to the file(s) and select or multi-select (CTRL+Shift) the file(s) you want to attach.
Select Open or drag the file(s) into the File Upload window.

After the file(s) have finished uploading, select Submit.

N o o s~ DN =

Select Save.
The attachment(s) must be saved to the record to be eligible for download.
To attach file(s) to a record in the CSM Desktop Client:

1. Open a record.
2. Next to the attachment bar, select Attach > Attach a file (import).

You can also select the Attachment button, and then select Attach a file (import).

3. Navigate to the file(s), select or multi-select (CTRL+Shift) the files you want to attach, and select
Open.

Related concepts
Download Files Attached to a Record
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Download Files Attached to a Record

In the CSM Browser Client and CSM Portal, you can download all files attached to a Business Object
record. Use the Attach button in the record toolbar to download all files. You can also download each file

separately.
To download all files attached to a record:

1. In the Browser Client or Portal, open a record with an attachment.

2. Select Attach > Download files in the record toolbar. The attachments must be saved to the record
to be eligible for download.

3. A zip file automatically downloads to your hard drive containing all files attached to the record.

>
~ Note: To view the files individually, extract them from the zip file.

To download an individual file attached to a record:

1. In the Browser Client or Portal, open a record with an attachment.

2. Select Attach > [specific file] > Open in the record toolbar. The attachment must be saved to the
record to be eligible for download.

3. The file automatically downloads to your hard drive.

Related concepts
Attach (Import) Files to a Record
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Link a File to a Record

Use the Attachment button to link a file directly to CSM and attach it to a record as an additional
reference. Linked documents cannot be searched using CSM, and do not increase the size of the
database. Users must have access to the network where the file is located to view the document.

To link a file to a record:

1. In the CSM Desktop Client or CSM Browser Client, open a record.
2. Select the Attachment button, and then select Attach a file or Attach a file (link).

3. Select afile, and then select Open.
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Attach a Web Page to a Record

Use the Attachment button to link a website directly to CSM and attach it to a record as an additional
reference.

To link a website to a record:

1. In the CSM Desktop Client, open a record.
2. Select the Attachment button, and then select Attach a web page.
The Browse window opens displaying the web page browser.

3. Browse to the website that you want to attach, and then select OK.
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Attach an Image from the Clipboard to a Record

Use the Attachment button to attach an image to a record as an additional reference. Attached images
from the clipboard are not imported into the Image Manager and are not searchable.

»

Note: This function is only available in the CSM Desktop Client, you cannot attach an image from
the clipboard to a record in the CSM Browser Client.

To attach an image from the clipboard:

. Copy the image to the clipboard (right-click the image and select Copy).

. In the CSM Desktop Client, open a record.

. Select the Attachment button, and then select Attach image from clipboard.
. Name the image, and then select OK.

A WODN -
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Create a Shortcut to an Attachment

Use the Attachment button to add a reference to an existing system attachment to a record.

» This process uses the Attachment Manager to select an attachment that has already been imported
into CSM.

» A quick search won't find records based on words or phrases in these attachments.
To create a shortcut to an attachment:

1. In the CSM Desktop Client, open a record with an attachment.
2. Select the Attachment button, and then select Shortcut to an Attachment.
3. Select an attachment, and then select OK.

Related concepts
About Quick Search
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Remove an Attachment

Remove an attachment from a record if it no longer applies or if you want to update an attachment.
To remove an attachment from a record:

1. In the CSM Desktop Client, open a record with an attachment.
2. Right-click the attachment link in the attachment bar.
3. Select Remove Attachment.
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Manage Attachments

System attachments are managed using the Attachment Manager.

Use the Attachment Manager to:

Create an attachment.

Edit an attachment.

Delete an attachment.

Search for an attachment.
Organize attachments.

Copy an attachment.
Import/export an attachment.
Find attachment dependencies.

Pin an attachment.

Related concepts
About Attachments

Open the Attachment Manager
Iltem Managers
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Open the Attachment Manager

Open the Attachment Manager to add new attachments or edit or delete existing attachments. There are
several ways to open the Attachment Manager.

To open the Attachment Manager:

» From the CSM Desktop Client menu bar, select Tools > Attachments.

» From the CSM Desktop Client toolbar, select the Attachments button.

* From an email, select the Attachments button, and then select Attachment Manager.
» From the Blueprint Editor menu bar, select Managers > Attachment Manager.

* From the mApp Editor menu bar, select Managers > Attachment Manager.

Related concepts
CSM Desktop Client Menu Bar

CSM Desktop Client Toolbar
About CSM Email Accounts
Blueprint Editor Menu Bar
mApp Editor Menu Bar
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Create a System Attachment

Use the Attachment window (accessed from within the Attachment Manager) to create (import or link) a
system attachment.

To create a system attachment:

1. Open the Attachment Manager.
2. (Optional) Select a scope and subfolder.

3. Select Create New, and then define general properties:
o Name and description: Provide a display name and description to use within CSM (search
these properties in CSM Item Managers).

4. Select the attachment type:
o Imported: Import a document into CSM.

Select Import to choose a file.
o Linked to: Link to a document in a program outside of CSM.
Fill in the file path or select Browse to find the file.

Select View to open the selected attachment to ensure that you selected the correct one.
5. Select OK.

Related concepts
Open the Attachment Manager
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Import Attachments from a Directory

Use the Import Attachment from Directory window (accessed from within the Attachment Manager) to
simultaneously import multiple attachments by importing an entire directory of files into CSM.

To import attachments from a directory:

1. Open the Attachment Manager.

2. (Optional) Select a scope and subfolder.
Attachments will be imported into this folder.

3. From the Attachment menu bar, select Attachments>Import Directory.
4. Select Browse, and navigate to the directory to import.

Tip: Use a Universal Naming Convention (UNC) path because the directory must be

[ " accessible from the server. The format is: \

\<servername>\<sharename>\<directory>.

5. Include subdirectories: Select this check box to include all of the sub-folders associated with the
selected folder.

6. Replace existing Attachments: Select this check box to replace all of the current attachments in
the folder with the imported attachments.

7. Select OK.

Related concepts
Open the Attachment Manager
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Configure Attachments

Configure attachments to define settings and rights. Configuration procedures are completed in CSM
Administrator.

To configure attachments:

1. Configure global file attachments settings: Define global attachment settings/rights (example:
Maximum allowable attachment size and allowable file types) for CSM.

2. Define file attachment rights for a specific security group: Define attachments settings/rights on a
per security group basis (these override the global attachment settings on a per security group
basis).

3. Define file attachment rights for a specific Business Object: Define view, add, edit, and delete
attachment rights on a per Business Object basis.

4. Configure attachment security rights: Define view, add, edit, and delete rights by scope (Blueprint,
global, role, site, team, and user). Attachment rights are grouped with application security rights.

Related concepts

Configure Global File Attachment Settings

Define File Attachment Rights for a Security Group
Define Business Object Rights (Access to Data)
Application Security Rights
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Business Hours

Business Hours are defined hours of operation for a service desk (example: Monday-Friday from 8:00 AM to
5:00 PM). In CSM, Business Hours are used to drive Automation Processes and confine Target Times.
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Business Hours

In CSM, Business Hours are used to drive Automation Processes and confine Target Times. Users can
define numerous Business Hours based on the needs of their company. For example, you might want a
regular Business Hours calendar and a separate maintenance Business Hours calendar.
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CSM provides several OOTB Business Hours, designed to reflect common Business Hour time frames.
Use these OOTB Business Hours as-is, edit them, or create your own using the Business Hours Manager.
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Business Hours Good to Know

Use these tips for helpful information on Business Hours.

» There are several ways to view Business Hours in CSM.

* Pin items to a Pinboard (in the Manager) and MRU list (in the CSM Desktop Client menu bar) to
make them easily accessible in CSM. For more information, see Pin a CSM Item and CSM Desktop
Client Menu Bar.

* When you create new Business Hours, you must update the Created During What Business Hours
Expression to reflect the new hours. If Business Hours overlap, move the preferred hours above the
other hours in the list.

» Security rights control access to CSM functionality and are configured in the Security Group
Manager in CSM Administrator (Security > Edit Security Groups). For more information, see
Security rights or Configure Business Hours Security Rights.
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Managing Business Hours

Business Hours are managed in CSM using the Business Hours Manager.
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Use this tool to:

* View Business Hours.

» Create Business Hours.

» Edit Business Hours.

» Delete Business Hours.

» Search for Business Hours.

» Organize Business Hours.

» Copy Business Hours.
 Import/export Business Hours.

* Find Business Hour dependencies.

¢ Pin Business Hours.
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There are several ways to open the Business Hours Manager.

For more information about working in CSM Item Managers, refer to the Item Managers documentation.
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Open the Business Hours Manager

Open the Business Hours Manager from CSM Administrator, the CSM Desktop Client, or the CSM
Browser Client.

To open the Business Hours Manager:

¢ In the CSM Administrator main window, select Automation Processes > Business Hours.

* In the Visual Workflow Process Designer (when creating a Visual Workflow Process) select the
Work Hours page. For more information, see Automation Process Visual Workflow Process
Designer and Define Automation Process Visual Workflow Properties.

* In the Work Hours Field of the Target Times form, select Legal Values. For more information, see
Target Times Form.

* In the Blueprint or mApp Editor menu bar in CSM Administrator, select Managers > Business
Hours.
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View Business Hours

To view Business Hours:

1. Business Hours can be viewed several ways:
o Available Business Hours (based on security rights): Use the Business Hours Manager.

o From the Visual Workflow Process Designer when creating a Visual Workflow Process, click
the Business Hours page.

o From the SLA Target Times form, select the ellipsis button.
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Create Business Hours

Use the Business Hours window (accessed from within the Business Hours Manager) to create
Business Hours. Business Hours are the times that your service desk is operational. When you create
Business Hours, you define:

* General properties: Name and description.

» Time zone: Time zone to use for the date and time definitions.

» Default Hours:
o Days: Weekdays and weekends.

> Hours: Ranges for each day (from-to).

» (Optional) Exceptions: Month/day/hours that are exceptions (example: For a holiday).

% Note: If a Business Hours Manager was installed as part of a Protected mApp™ Solution, you can
edit all fields except for Name and Description and then save the item. If a new version of the
same content-protected mApp Solution is installed at a later date, your changes are retained.

To create Business Hours:

1. Open the Business Hours Manager.

2. Select a scope and subfolder (if needed).
3. Select Create New @
The Business Hours Properties window opens.

4. Define general properties:
a. Name:

Provide a display name to use within CSM (this property can be searched in CSM Item
Managers).

b. Description:

Provide a description to use within CSM (this property can be searched in CSM Item
Managers).

c. Time zone:
Select a time zone to use for the date and time definitions.
Note: You have the option to select Server Time Zone to set the time based on the server
that is using the Business Hours (Cherwell Application Server, Automation Process Service,

Scheduling Service, etc.). The Time Zone feature should only be used with a three-tier
connection. A two-tier connection causes undesired results.
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5. Define Default Hours:
a. Days: Select the days for which the Business Hours apply.
o Weekdays (Monday-Friday)

o Weekend (Saturday, Sunday)
b. Hours: Select the hours for which the Business Hours apply.
Note: You can divide the daily hours into multiple sections (example: To include a lunch break,
you can define the hours as 8:00AM-12:00PM and 1:00PM-5:00PM).
c. Show all days: View and define each day of the week separately.
d. Closed: Define range of days in which the business is closed.

6. (Optional) Define Exceptions:
a. Select the day/monthl/year to define.

b. Select an Action:
> No exception: The business is open during the default Business Hours.

o Closed: The business is closed for the entire day (example: Holiday).

o Custom: The business is open for a specific period of time that differs from the default
Business Hours.

7. Select Save or Save As.
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Configuring Business Hours

To configure Business Hours in CSM Administrator, configure Business Hours security rights.
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Business Objects

A Business Object is a definition-powered business entity that stores data to help organizations manage
their various workflows and business processes. For example, the Incident Business Object embodies
everything about an Incident (example: Who initiated it, how it is categorized, to whom it is assigned, etc.).
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About Business Objects

Use Business Objects to manage data and workflows for business processes (example: Incident
Management). A Business Object can be complex (example: Incident) or simple (example:
IncidentCategory that holds the list of categories that can be used within an Incident).

Business Objects are the heart of CSM and are extremely versatile. You can define various options to
determine what data they contain, how they behave, and how they can be used. For example, you can
define a lifecycle, define what information is tracked, and/or require values to be entered into certain fields
(example: Priority) before records can be saved. Business Object records are represented as Forms and
Grids in CSM.

Business Objects are categorized as:
* Major

A Major Business Object is a standalone Business Object that represents a major component of a
business. It can exist by itself and have child objects that are part of its composition (using
Relationships) (examples: Incident, Problem, Change, Knowledge Article, Customer, Configuration
Item, and Service).

» Supporting

A Supporting Business Obiject is a Business Object that exists solely to complement, or support, a
Maijor Business Object. Examples include Task, Journal, and Approval.

* Lookup

A Lookup Business Object is a Business Object that supplies valid values to other Business
Objects. More precisely, it stores values for Fields that require constrained selections (example: The
Incident Cause Lookup Object holds values such as Hardware Malfunction, Outage, Permissions,
etc.).

* Group

A Group Business Obiject is a set of Business Objects that share common Fields. For example, the
Configuration Item Group has Group Members named Computer, Printer, and Telephony
Equipment. A Group Leader (example: Configuration Item) is the Business Object that is the root of
a Group. It stores common Fields that all Group Members share. All Group Members are descended
from the Group Leader.

All Business Objects belong to one or more Business Object Views, which allow you to have multiple
instances of a Business Object with different behaviors and appearance for different Users (example: A
Default View for Business Objects accessed from the CSM Desktop Client and a Portal View for Business
Objects accessed from the Portal). Although the rules, behavior, and appearance can differ among Views,
the structure of the Business Object is always the same.

Within the Object Manager are several Business Object-specific tools, including:

» Business Object Editor: Edit various aspects of a Business Object (properties and Fields).
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» Relationship Editor: Add, edit, and delete Relationships for a Business Obiject.
* Form Editor: Edit the various aspects of a Business Object Form.

» Grid Editor: Edit the various aspects of a Business Object Grid.

< Note: Business Objects and their associated Fields, Relationships, Forms, Grids, Form
Arrangements, and Activity Panes are created, edited, and deleted within a Blueprint. To
commit changes to your system, you must publish the Blueprint.

Related concepts
Major Business Objects

Supporting Business Objects
Lookup Business Objects
Group Business Objects
Business Object Views

CSM 2022.3 Features 140


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=grid_editor
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fmajor_business_objects.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fsupporting_business_objects.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Flookup_business_objects.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fgroup_business_objects.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fbusiness_object_views.html

CSM 2022.3 Features

Major Business Objects

Maijor Business Objects are standalone objects representing a major component of your business.
Major Business Objects are the only Objects that can have the following properties:

» Have records created from the New menu on the CSM Desktop Client toolbar.
» Be assigned keyboard shortcuts for creating new records and running Quick Searches.
* Have Form Arrangements with tabs and splitters.

« Participate in record locking.

Related concepts
Supporting Business Objects

Lookup Business Objects
Group Business Objects
Business Object Views
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Supporting Business Objects

Supporting Objects can be displayed on a Major Object's Form Arrangement or as an embedded Form
(example: Specifics Form within an Incident).

In order for Supporting Objects to appear as tabs or embedded Forms, they must have a Relationship
with the Major Object they support (typically, the Major Object owns the Supporting Object).
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1. Parent record.

2. Form Arrangement.

Note: You can also display a Major Object as a tab on a Form Arrangement (example:

#% Problem might "support" Incident) or in a drop-down (such as Service) if you configure a
Relationship (example: Incident Links Problem). When you use a Major Object as a tab, it is
read-only. For example, a Problem tab appears on the Incident record to quickly reference
associated Problems, but the Problem records cannot be edited from the tab. To edit the
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2

Problem, click the GoTo button to navigate to the Problem record, or the Quick View

button n to open the record in a second window for a quick look at the details.

3. Embedded Form.

Related concepts
Major Business Objects

Lookup Business Objects
Group Business Objects
Business Object Views
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Lookup Business Objects

Lookup Objects are used to validate or auto-populate fields in other Business Objects.

Example: The Incident Category Lookup Object holds all of the valid categories for an Incident. You can
then use the Lookup Object to validate the Category Field in the Incident Object. When logging an
Incident in the CSM Desktop Client, users can press F3 to view all the valid values for the Category Field
(valid values are based on the selected service). If validation is enforced, users receive an error if they try
to provide a value that is not included in the Incident Category Lookup Object.

Lookup Obijects are typically edited using Table Management either in the CSM Desktop Client or from the
Settings category in CSM Administrator (Settings > Table Management). You can also manage Lookup
Object data as part of a Blueprint or mApp® Solution using the Edit Data operation, in which case
changes are not committed to your system until the Blueprint is published.

See the Creating a Lookup Table free Video Learning Library course.

Related concepts
Define Validation/Auto-Population Properties for a Field

About Table Management
Manage Business Object Data

CSM 2022.3 Features 144


https://learn.cherwell.com/courses/creating-a-lookup-table
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fdefine_validation-auto-population_properties_for_a_field.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Ftable_management%2Fabout_table_management.html
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=manage_business_object_data

CSM 2022.3 Features

Group Business Objects

Use Group Business Obijects to create a set of common items that can be used by other Business
Objects. Each Group Object has a Group Leader Object and a set of Group Member Objects that inherit
certain properties from the Group Leader.

Group Members can inherit:

* Fields

» Relationships
» Actions

» Default Grid

In most cases, inheritance from the Group Leader Object only occurs when Group Members are created.
After that, you can customize Group Members to create Fields, Relationships, and Actions that are unique
to that Business Object. You can also customize the Grid for the Group Member.

For example, Configuration Items all have Fields in common, such as Manufacturer and Serial Number.
However, a Config-Mobile Device Object might have a SIM Card field, while a Config-Printer Object might
have a Printer Drive Space field.

Group Objects can also be used to organize similar types of Business Objects. For example, Users can
search for a specific Group Member (example: Computer) or for any member of the group (example:
Configuration Item), in which case the results will include matching records from any Group Member
(example: Computer, Printer, etc.).

Any type of object (Major, Supporting, or Lookup) can be a Group Leader or Group Member. You define
Group properties when you create a Business Object.

You can also convert an existing Major or Supporting object into a Group Object.

Related concepts

Convert to a Group Business Object

Define Group Properties for a Business Object
Define Group Properties for a Field
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Business Object Views

A Business Object view is an entity that contains an instance of a Business Object so that data can be
exposed from the same Business Object in different ways, allowing the representation to be more secure
and more personal.

For example, use a Portal View to create an instance of a Business Object for customers accessing the
data from the Portal. Then, create a simpler Portal form and/or Portal grid specifically for customers.

Business Objects in a view can have their own behavior (properties, rules, actions, approvals) and
appearance (forms, grids, and form arrangements). CSM provides OOTB Business Object views for the
CSM Desktop Client (Default) and the Portal (Portal Default). You can use these views as-is, edit them, or
create a new view. To help manage (create, edit, delete, etc.) Business Object views, CSM provides the
View Manager, accessed from within a Blueprint in CSM Administrator.
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Open the View Manager

Use the View Manager to add a View to a Blueprint and to complete general CSM Item Manager

operations for Business Object Views.

To open the View Manager:

1. In the CSM Administrator main window, select Blueprints > Create a New Blueprint.

2. Select the ellipsis next to the Current View drop-down list.

Q View Manager E8= English (United States) + 0O %
File Edit View Help Seq .
0 7 K 4 View ~| ## = ,F ~
Q. Views
+ Pinboard O\ Q

System Portal Defaul JEEEEE

Secondary
0K Close

Good to know:

» Copying a View does not copy the Business Objects and related definitions contained in the View.

» Adding a View to a Blueprint does not add Business Objects and related definitions to the Blueprint.
However, deleting a View in a Blueprint deletes the Business Objects and related definitions

contained in the View when the Blueprint is published.

» System is the only available scope. Create subfolders underneath this scope to organize items.
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Create/Edit a Business Object View

Use the View Manager to create and edit a Business Object View, and to add Business Objects to a View.

Creating a Business Object View

To create a Business Object View:

1. Open the View Manager.
2. Click the Create New button.

3. Define properties for the Business Object View.

Property Description

Name Provide a display name to use within CSM
(search this property in CSM Item Managers).
Descrintion Provide a description to use within CSM (search
P this property in CSM ltem Managers).
Select a CSM Client where the Business Objects
in the View are exposed:
o Smart Client: Makes the Business Objects
in the View available in the Desktop Client.

o Browser: Makes the Business Objects in the
View available in the Browser Client.
o For Portal: Makes the Business
Objects in the View available for the
Portal.
) Note: If a custom Browser View is not
Device available for a User, the system
defaults to displaying the most
appropriate Desktop Client View.
Typically, creating a custom Browser
View for technicians is not necessary
unless Browser Users need specific
behavioral or look-and-feel
differences. However, creating custom
Views for Portal Users is common
because the behavior and look is
usually completely different.

4. Select OK.

5. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Adding Business Objects to the View

To add Business Objects to a View:

CSM 2022.3 Features 148



CSM 2022.3 Features

1. Select the View from the View Manager.

2. In the Object Manager, click a Business Object in the Object tree, and then click the Add to View
task in the Structure area.

3. Select the Create Business Object with empty Forms and Grids option to create an instance of
the Business Object with empty Forms and Grids. This allows you to create new Forms and Grids
for the Business Object instance.

4. Select the Copy Forms and Grids from an existing View option to copy the Forms and Grids from
another Business Object View. Then, in the View drop-down, select an existing View. You can then
modify the copied Forms and Grids as necessary.

5. Select the Only copy default Forms and Grid check box to copy only the default Forms and Grids
from the selected Business Object View. Any secondary Forms or Grids created in View are not
copied. If any secondary Forms are referenced in sub-Forms or on tabs in a Form Arrangement,
then the versions from the Default View are used instead.

6. Select OK.

7. Define/edit Business Object properties for the view, such as Relationships or external data
connections.

8. Add additional Business Objects to the View as needed.

Edit a Business Object View

To edit a Business Object View:

Open a Business Object View in the View Manager

Edit the View properties, and then click OK.

Click OK in the View Manager.

Make changes (add/edit/delete) to Business Objects within the View.

o bk w0 =

Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Related concepts
Open the View Manager
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Business Objects Good to Know

Use these tips for helpful information on Business Objects.

» Every Business Object must have at least one form and one grid defined, even if the object is not
exposed in the interface (example: Lookup Objects are often not exposed in the primary interface,
but they are edited in Table Management, which uses forms). For more information, see About Table
Management.

» Usually, only Major Objects have Form Arrangements.

» Not all Business Objects can or do have Relationships. For more information, refer to the
Relationships Documentation.

+ All Business Objects belong to one or more Business Object Views, which allow for multiple
instances of a Business Object with different behaviors and appearance for different users
(example: a Default View for Business Objects accessed from the CSM Desktop Client and a
simpler Portal View for Business Objects accessed from the Portal). Although the rules, behavior,
and appearance can differ between views, the structure of the Business Object is always the same.
For more information, see Business Object Views.

» CSM provides several OOTB Business Objects. Use these Business Objects as-is, edit them, or
create your own using the Object Manager (accessed from within a Blueprint in CSM Administrator).
For more information, see Create/Edit a Business Object, Object Manager, and About Blueprints.

 Security rights control access to Business Object data and are configured in the Security Group
Manager in CSM Administrator (Security > Edit Security Groups). For more information, refer to
Security rights and Define Business Object Rights.

CSM 2022.3 Features 150


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=about_table_management
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=about_table_management
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=create-edit_a_business_object
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=about_blueprints
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=security_rights
https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=define_business_object_rights_-access_to_data-

CSM 2022.3 Features

Business Object Performance

An example of poor Business Object performance is a page of Business Objects that takes some time to
load. Alternatively, there might be a noticeable time difference when loading Business Object records of
the same type.

B
~ Note: Performance might be different when comparing the Browser Client and Desktop Client.

To ensure optimal Business Object performance:

» Close any open calendars. Calendars can use a large amount of memory when open.

» Review configuration for the individual One-Step™ Action which changes the Owned By property
and handles the re-assignment of the Incident. Data may be loading in the back end, or a
Relationship may be reloaded based on constraints.

* Verify memory or CPU use.

You can address high memory/CPU usage by ending some processes or purchasing additional
memory.

Note: If you are a hosted customer, check with Cherwell Support before trying either of
these solutions.

» Review any automatic actions. These are set in the Business Object Actions window (for more
information, see Define Automatic Actions for a Business Object).

For example, selecting the Execute before saving record check box may be the cause of a time
lag. In this situation, you could optionally clear the check box and set an Expression to run this
action based on a true/false condition.

For more information on other simple action/event automation processes, see Define Actions for a
Simple Action/Event Automation Process.

» Review relevant Relationship properties. These are set in the Relationship Properties window (for
more information, see Define Advanced Properties for a Relationship).

For example, you can set your Incident Relationships to load keys only if the Relationship is one to
many instead of loading everything. For more information on this specific scenario, see Run the
System Analyzer to Evaluate Business Object Structure.
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Using Business Objects

Use Business Objects to manage data and workflow for your business processes. Business Object
records are represented as forms and grids in the interface.

CSM provides multiple OOTB business processes that allow you to effectively solve issues and manage
information. Use these as-is, edit them, or create your own.
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Managing Business Objects

Business Objects are managed in CSM Administrator using the Object Manager and the Business Object
Editor.

Related concepts
Business Object Editor

Object Manager

CSM 2022.3 Features 153


https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fbusiness_object_editor.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fobject_manager.html

CSM 2022.3 Features

Object Manager

The Object Manager is the interface within a Blueprint in CSM Administrator that allows you to manage
the various aspects of a Business Object and perform various Business Object operations.

Use the Object Manager to:

* Create, edit, and delete Business Objects.

» Manage Business Object structure:
o Relationships

o Actions
o Approvals
o Mapping options (to external data)

» Manage Business Object appearance:
o Forms

o Grids
o Form Arrangements (Major Objects only)

» Perform various Business Object operations:
o Scan a Business Object for potential problems

o Undo Business Object changes within a Blueprint
o Add a Business Object to a Blueprint
> View Blueprint Changes for a Business Object

o

Export the Business Object as a Schema

o

View the Business Object's Publish Log
o Manage culture fields for Lookup Objects when Globalization is enabled for your system.

There are several ways to open the Object Manager.
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1. View: Displays the currently selected Business Object View and shows which Business Objects in
the Object Tree are included in the View.

.

Note: Business Object Views allow different Users to see different instances of a Business
Object. The Default View is the view that all Users will see if a custom view has not been

‘ created. The Business Objects that are not available for a particular View are still listed but
are grayed out and cannot be selected.

2. Object Types: Filters Business Objects by type.

3. Business Object Filter: Use the search field to limit the list of Business Objects shown in the Object

Tree.

4. Object Tree: Displays Business Objects in alphabetical order of the selected type and included in

the selected View.

5. Business Object Tasks: Displays a list of available operations that allow you to edit the structure and
appearance of a Business Object, and perform other operations as necessary such as scanning for
problems or exporting a Schema.
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Open the Object Manager

The Object Manager is opened from within a Blueprint or mApp Solution in CSM Administrator.
Use one of these methods to open the Object Manager:
* When you open a Blueprint or mApp Solution (by creating a new one or editing an existing one):
o In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

o In the CSM Administrator main window, click the mApps category, and then click the Create a
New mApp task.

Note: If working on a saved mApp Solution, open the existing mApp Solution.
» When working in a Blueprint or mApp Solution, return to the Object Manager by doing one of the

following:
o From the menu bar, click View>Object Manager.

o On the toolbar, click the Home button # .
o In the Task Pane, click Object Manager.
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Business Object Editor

The Business Object Editor is the interface within a Blueprint, in CSM Administrator or a mApp® Solution,
where you can manage (create, edit, and delete) the various aspects of a Business Object.

Use the Business Object Editor to:

» Select Bus Ob Properties, and then define basic properties for a Business Object, as well as some
additional options and behaviors.

» Create, edit, or delete fields for a Business Object. See About Fields. The grid columns display the
name, type, size, mApp action, details, and storage name of each field.

» Select Field Properties, and then define properties for a field.

Related concepts

Open the Business Object Editor

Object Manager

Define Basic Business Object Properties
Define Additional Business Object Properties

Related tasks
Create a Blueprint
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Open the Business Object Editor

Open the Business Object Editor from the Object Manager (within a Blueprint or mApp Solution in CSM
Administrator).

Use one of these methods to open the Business Object Editor:
1. In the CSM Administrator main window, create or open an existing Blueprint or mApp Solution.

The Blueprint Editor or mApp Editor opens, showing the Object Manager in its Main Pane. The
Object Manager lists the existing Business Objects.

2. In the Object Manager, select a Business Object in the Object tree, and then click the Edit
Business Object task in the Structure area (or double-click a Business Object in the Object tree).

Tip: You can also click the Edit Business Object button o on the toolbar to open the Business
Object Editor.

Related concepts

Open an Existing Blueprint
Business Object Editor
Object Manager

Related tasks
Create a Blueprint
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Open the Business Object Properties Window

Open the Business Object Properties window from the Object Manager (within a Blueprint or mApp
Solution in CSM Administrator).

Use one of these methods to open the Business Object Properties window:
1. In the CSM Administrator main window, create or open an existing Blueprint or mApp Solution.

The Blueprint Editor or mApp Editor opens, showing the Object Manager in its Main Pane. The
Object Manager lists the existing Business Objects.

2. In the Object Manager, select a Business Object in the Object tree, and then click the Edit
Business Object task in the Structure area (or double-click a Business Object in the Object tree).
Tip: You can also click the Edit Business Object button o on the toolbar to open the Business

Object Editor.

3. Click the Bus Ob Properties button.
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Create/Edit a Business Object

Use the Business Object operations within the Object Manager to create a Business Object. In the Object
tree, click New Object.

In the tasks list, select one of the following operations:
* New Business Object

Opens the Business Object Properties window, and then define basic properties for a new CSM
Business Object.

* New External Business Object

Opens the External Data Wizard, and then establish a connection to an external database and
create a new external Business Object for sharing data with the external database.

* New Directory Service-mapped Business Object (only available if the directory service is
configured):

Opens the User Mapping Wizard to establish a directory service connection and create a CSM
Business Object that is mapped to a directory service Object.

Good to know:
* You can add a new Group Member to a Group Object by clicking a Group Leader in the Object

tree, and then clicking the New Group Member task in the Structure area.

» When you select an operation that creates a new Business Object, the basic properties of the new
object are based on the currently selected object type. For example, if Major is selected as the
object type, the new Business Object starts as a Major Object; however, this can be changed when
you edit the object's properties.

Creating a Business Object

To create a CSM Business Object:

1. Open the Object Manager.

2. Select a Business Object View, either:
o In the drop-down, select an existing View.

o Click the Ellipses button to open the View Manager, and then select an existing Business
Object View or create a new Business Object View.

3. Select an Object type (Major, Supporting, or Lookup).

Note: Selecting an Object type filters the list of Objects in the Object Manager, and also
automatically selects this type on the General page of the Business Object Properties
window when creating a new Object. Select (or change) the Object type when defining
general properties for the Business Object.

»
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12.

13.
14.
15.

Click (New Object) in the Object tree, and then click the New Business Object task from the
Structure area.

Define basic Business Object properties:
a. Define general properties for the Business Object.

b. Define process and procedure help.

c. Define Group properties.

. Define additional Business Object properties:

a. Define lifecycle properties.
Define search results properties.
Define Attachment options.
Define database options.

Define history options.

-~ ®© 9 o T

Define record locking settings when record locking is enabled for your system.

Define Localization options for Lookup Objects when Globalization is enabled for your system.

@

h. Define advanced properties.

Create Fields.

. Create Relationships for the Business Object.
. Define Business Object Actions.

10.
11.

Add Approval support to the Business Object.

Define mapping options for sharing data with external databases:
o Map an Existing External Business Object to Import External Data.

o Map the Customer Object to a Directory Service.

Create Forms for the Business Object (including Summary Forms, Mini-Summary Forms, Mobile
Forms (if applicable), and Portal View Forms (View Only and Edit Existing)).

Define Grids for the Business Object.
(Major Objects only) Define a Form Arrangement for the Business Obiject.

Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Editing a Business Object

To edit a Business Object:

1.
2.
3.

Open a Business Object in the Object Manager.
Make changes.

Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Related concepts
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Find CSM Item Dependencies

About Business Objects

Related tasks
Delete a Business Object

CSM 2022.3 Features 162


https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fitem_managers%2Ffind_csm_item_dependencies.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fabout_business_objects.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fdelete_a_business_object.html

CSM 2022.3 Features

Define Basic Business Object Properties

Use the Business Object Properties window to define basic properties for a CSM Business Object.
Good to know:

» Business Objects and their associated Fields, Relationships, Forms, Grids, and Form Arrangements
are created, edited, and deleted within a Blueprint. To commit changes to your system, you must
publish the Blueprint.

To define basic Business Object properties:

1. Open the Business Object Properties window.

2. Define basic properties for the Business Object:
a. Define general properties.

b. Define process and procedure help.

c. Define Group properties.
3. Select OK.

The Business Object Editor opens, where you can add, edit, and delete Fields, or define additional
Business Object properties.

4. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

< Note: Before publishing a Blueprint that contains Business Objects, ensure that each
Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.
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Define General Properties for a Business Object

Use the General page in the Business Object Properties window to define general properties for a
Business Object.

For example:
» Provide general information. For more information, see Provide General Information for the
Business Object.

» Define a Public ID. For more information, see Define a Public ID for the Business Object.

» Select a Business Object Type. For more information, see details for the relevant type:
o Major Business Objects.

o Supporting Business Objects.
o Lookup Business Objects.
» Set tracking options. For more information, see Define General Properties for a Business Object.

» Choose Business Object behaviour options. For more information, see Define Business Object
Behaviors.

» (For Major Business Objects) Define menus and shortcut keys. For more information, see Define
Menu and Shortcut Keys.

Provide General Information for the Business Object
1. Open the Business Object Properties window. For more information, see Open the Business
Object Properties Window.
2. Select the General page.
3. Define the following general information for the Business Object:

Option Description

Enter a display name.

Name Note: Ampersands (&) are not supported in
Business Object names.
When you provide a display name, the plural name
is automatically completed (an "s" is added to the
end of the display name; you might need to edit
Plural Name this).

The plural name is used when the Business Object
is displayed in text that needs a plural form.
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Option

Internal Name

(Optional) Description

Description

When you provide a display name, the internal
name is automatically completed with the Business
Object display name, but with spaces and
punctuation removed.

In most places in the interface, the display name is
used; however, the internal name is used when
accessing the Business Object using APls.

By default, the internal name is also used as the
custom storage name on the Database page
(except for Group Objects, which use the Group
Leader's storage name). For information on the
Database page, see Define Database Properties for
a Business Object.

Note:

The storage name can be overridden in the
database properties for a Business Object
(for more information, see Define Database
Properties for a Business Object).

.‘_""

However, it must adhere to SQL Table
naming conventions (example:
Automatically be derived from the display
name, not use invalid values such as
spaces, and so on).

Provide a description.

Define a Public ID for the Business Object

CSM uses a unique identifier (usually RecID) for each Business Object instance, but this is not user-
friendly. A Public ID lets you define your own ID that is displayed to users. This is a single Field that best
represents the Business Object (example: Incident ID for the Incident object, customer's full name for the

customer object, and so on).

Important:

« A Public ID is required for Major Business Objects.

+ Although it is not mandatory for Public IDs to have unique values, we recommend you
complete Public ID fields with values that uniquely identify a single record within a Business
Object. You can use a Counter to achieve this. For more information, see the Use Counter

description below.

To define a Public ID for a Business Object:

1. Select the Use Public ID check box to use a Public ID for the Business Object.
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2. Choose one of these options:
o Use Existing Field

In the drop-down, select a Field containing the value that best describes the Business Object
(example: IncidentID for Incident or Full Name for Customer).

o Create New Field

Select New to create a new Public ID field, and then provide the following properties:

Option Description
Display Name Enter a display name for the field.

Enter an internal name for the field (what the
system uses internally).

Internal Name This is automatically completed with the field
name (without spaces and punctuation), but
can be changed if needed.

Use the up/down arrows to increase or
Field Size decrease the number of characters the Field
can hold. The default is 10.

Select to use a Counter in the Field. For more
information, see About Counters.

Then, select the Ellipses button to open the
Counter Manager, where you can select an
existing Counter or create a new Counter. For
more information, see Create, Reset, or

Use Counter Change a Counter.

Tip: You can create a new Counter if
% you want each new record to have a
J'. new and unique, ever-increasing
Public ID.

Note:
Multi-tab browsing support in the CSM Browser Client and CSM Portal uses a unique tab
display name, which allows users to easily identify on what they are working in each tab.

.‘_""

Major Business Objects (Incident, Problem, and so on) use the Public ID field to complete
the tab name. We recommend using a consistent Public ID naming convention to promote
enhanced usability throughout the tabs.

3. Select the Prefix with Business Object Name check box to display the Business Object name and
the Public ID. This is useful if the Public ID is numeric (example: An Incident ID of 12345 is
displayed as "Incident 12345" rather than just "12345").
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< Note: When you define a Public ID, a window opens asking if you want to create an index.
We recommend selecting Yes so the Public ID can be used in CSMsearches. For more
information, see Searching .

Define Tracking Options

You can define tracking options to create fields to track information in the Business Object (example:
Ownership, who created or last modified a record, creation and modification dates). If you clear one of the
tracking check boxes, the selected track field is deleted from the Business Object.

Tracking options are:

Option Description
Track when records are created. Selecting this check box
automatically adds the following Fields to the Business Object:
* Created Date Time
» Created By
* Created By ID

Track Creation

Track when records are modified. Selecting this check box
automatically adds the following Fields to the Business Object:
* Last Mod Date Time
* Last Mod By
* Last Mod By ID

Track Modified

Track who owns a record. Selecting this check box
automatically adds the following Fields to the Business Object:

Track Owner * Owned By

¢ Owner ID

The initial record owner is the person who creates the record.

Track which Team owns a record. Selecting this check box
automatically adds the following Fields to the Business Object:

Track Team Owner + Owned By Team

* Owner Team ID
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Option Description

Select this check box to activate the delegation feature. When
you select this check box and publish the Blueprint, the
Business Object appears in the drop-down list of Business
Objects you can assign delegates for when managing
delegates. Any new instances of this Business Object that are
created or edited will then check to see if the assignee has an
active delegate. If there is an active delegate, the item is re-
assigned to the specified delegate user. When a reassignment
occurs, a Journal -History record is created stating [Business
Object Name] hasbeen automatically reassigned
to [Delegate Full Name] due to active
delegation rule for [User Full Name]. This option is
only available for Major and Supporting Business Objects. and
not Lookup Objects. For more information, see Delegate Work.

Track Delegate

»

Note: For more information about the Track Owner and Track Team Owner options, see Record
Ownership.

Define Business Object Behaviors

You can set various behaviors, including where the Business Object is shown in CSM (example: In saved
searches, One-Step Actions, expressions, and so on).

Option Description

Select the image to open the Image Manager, and then
Image select an existing image or import a new image to
represent the item in the UI.

(Major and Supporting Objects only) Select to allow users

Uses Queues to add this Business Object to Queues.

For more information, see About Queues.

(Major and Supporting Objects only) Select to allow saved
searches to be associated with the Business Object.

Show in Search Manager The Business Object option is available in the

Association drop-down list in the Search Manager.

Select to allow One-Step Actions to be associated with the

Business Object (for more information, see About One-

Step Actions) and to define Actions and One-Step Actions

for the Business Object (for more information, see Define
Show in One-Step Actions Business Object Actions).

The Business Object option is available in the
Association drop-down list in the One-Step Action
Manager.
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Option

Show in Expression Manager

Show in Table Management

Show in E-mail Address Book

Show in Contact Manager

Show required field identifiers in labels

Description

Select to allow Expressions to be associated with the
Business Object. For more information, see Expressions.

The Business Object option is available in the
Association drop-down list in the Expression Manager.

(Supporting and Lookup Objects only) Select to allow
values to be provided for the Business Object via Table
Management. By default, this is selected for Lookup
Business Objects so that users can easily add new values.

For more information, see About Table Management.

Select to show the Business Object in the CSM Address
Book > Show Names From drop-down list (for more
information, see Select Email Recipients from the CSM
Address Book).

Then, select the Field that holds the email address value
(you might need to create this Field). Typically, this is used
for Customer and UserInfo Objects.

Note: When first creating a Business Object, there

<% is no appropriate Field to hold the email address.
Consequently, you must create the field (for more
information, see Create/Edit a Field) and then edit
the Business Object to set this option.

Select to show the Business Object in the Contact Manager
(in the Customer Type to Show drop-down list). Then,
select the Field to use to alphabetize records.

This is selected by default for the customer Business
Object / Group Members. Typically, it is only selected for
other objects if they represent external customer data.

Select to display an asterisk (*) next to required field label
controls in Forms. Enabled by default on new Business
Objects.

Note:
Y * Fields that are conditionally required for save
will not show an asterisk in the Form Editor.

« This functionality is not available for Related
Item Picker fields.
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Option Description

Select to enable spell-checking for Fields in the Business
Object. This checks for spelling errors in content that is
provided in Business Object records. You can specify which
Fields should be selected on a field-by-field basis.

Allow spell-checking

Define Menu and Shortcut Keys

For Major Objects, you can define menus and shortcut keys.

Option Description

Select a keyboard command to use as a shortcut to
create a new Business Object record in CSM
(example: CTRL+SHIFT+I creates a new Incident
record).

New Record

Select a keyboard command that is used to change
the Search Control to this object in the CSM Desktop
Client Task Pane.

Set the focus to the Search Control so that the user
can provide search terms to run a Quick Search of
the Business Object. For more information, see About
Quick Search .

Quick Search Note:
To enable the Quick Search keyboard

shortcut, you must select Show in Quick
Search on the Search Results page.

When this shortcut key is used in CSM, the
Quick Search selector automatically changes
to the appropriate Object, and the cursor is
placed in the Search Control ready for the
user to provide a keyword to search.

..."'*

Select to show the New Record keyboard shortcut on
Show on New Menu the New menu on the CSM Desktop Client menu bar
and toolbar.
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Define Process and Procedure Help Properties for
a Business Object

Use the Process and Procedure Help page in the Business Object Properties window to provide
additional information to Users who work with a Business Object.

Good to know:

« If you cannot see the Process and Procedure Help page, save and close the Blueprint and go to
Settings > Edit System Settings. Select the Help page, and then select Show Process and
Terminology Help. For more information, refer to Configure Global Help Settings.

* If the Process and Terminology section does not appear on the CSM Desktop Client Task Pane,
ensure it is enabled in the User Task Pane and Search Control Settings.

To define process and procedure help:

1. Open the Business Object Properties window.
2. Select the Process and Procedure Help page.

3. Define process and procedure help:

Option Description
Provide text to display in the Process and
Process and Procedure Text Terminology section of the CSM Desktop Client
Task Pane.

(Optional.) Provide a URL to display to navigate
e to additional information. Then, select the
Additional Help URL Ellipses button to navigate to the URL and

ensure it is correct.

4. Select OK.

5. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.
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Define Group Properties for a Business Object

Use the Group page in the Business Object Properties window to define whether a Business Object is:

* Not a member of a Group: Does not belong to a Group.
» Group Leader: Is the leader (root) of a Group, and stores common Fields that all Group Members
share.

* Member of Group: Belongs to an existing Group, which means it descends from a Group Leader
and shares common Fields with other Group Members. However, each Group Member has some

unique information associated with it.

Good to know:

» Add a Group Member directly to a Group Object by clicking a Group Leader in the Object tree, and
then clicking the New Group Member task in the Structure area.

» Newly created Group Members are assigned the default Business Object rights.
To define Group properties for a Business Object:

1. Open the Business Object Properties window.
2. Click the Group page.
3. Define Group properties:
o Not a Member of a Group: Select this radio button if the Business Object will not be a Group
Leader or Group Member.

4 Note: If you select this option, the Group page will no longer be available in the
Business Object Properties window after the Business Object is created and its basic

properties are defined.

o Group Leader: Select this radio button to make the Business Object a Group Leader (the root
of a Group). When you create Business Objects to be Group Members under this Group
Leader, they will be listed in the Group Members section.

o Member of Group: Select this radio button to make the Business Object a member of
an existing Group. Then, select the Group Leader in the drop-down (the existing Group
Members will be listed in the Group Members section).

4. Select OK.

5. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

& Note: Before publishing a Blueprint that contains Business Objects, ensure that each

Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.

Related concepts
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Group Business Objects
Convert to a Group Business Object
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Define Additional Business Object Properties

After you define the basic properties for a Business Object, you can define some additional options and
behaviors. Use the Business Object Properties window to define the following additional properties:

« Lifecycle: Workflow states and behaviors (if applicable).

« Search Results: Options for including the Business Object in CSM Searches (ex: Quick Search)
and how to display a list of records in search results.

» Attachment properties: What types of Attachments are allowed for the Business Object.
» Database properties: Options for setting up a database table that represents the Business Object.

» History properties: How to keep history records (ex: Track e-mail communication, lifecycle state
changes, etc.).

* Record Locking: Override Global Record Locking settings for the Business Object and define
settings specifically for the Business Object.

» Localization: For Lookup Business Objects, enable support for translation of Lookup values. See
Enable Localization Support for a Lookup Table and Define Localization Properties for a Business
Object.

» Advanced properties: Advanced options and attributes for the Business Object.

]

i

Note: The Business Object Properties window is available in the Business Object Editor
(accessed from within the Object Manager in a Blueprint).

Good to know:

» The pages that are available in the Business Object Properties window vary depending on the type
of Business Object (Major, Supporting, Lookup, or Group).

» The Record Locking page only appears in the Business Object Properties window if record locking
is enabled for your system.

* You might see additional pages in the Business Object Properties window depending upon options
you have configured. For example, if LDAP is configured, you will see a page for LDAP attributes
that are mapped to a Business Object’s Fields. If you are sharing data with an external database,
you will see an External Data page and possibly an External Search page. If you are creating or
editing a Business Object within a mApp Solution, you will see a mApp Solutions page.

» Business Objects and their associated Fields, Relationships, Forms, Grids, and Form Arrangements
are created, edited, and deleted within a Blueprint. To commit changes to your system, you must
publish the Blueprint.

To define additional Business Object properties:
1. Open the Business Object Properties window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the

Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.
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The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Business Object task in the Structure area.

The Business Object Editor opens.

Tip: You can also click the Edit Business Object button © on the Blueprint Editor Toolbar
to open the Business Object Editor.
c. Click the Bus Ob Properties button.
2. Define additional properties for the Business Object:
-
~ Note: You can also return to the basic properties you defined and edit them, if needed.
Define lifecycle properties.
Define search results properties.
Define Attachments properties.
Define database properties.

Define history properties.

- ® 2 o T o

Define record locking settings.

Define advanced options.

7 @

Define localization support (Lookup Business Objects only)
3. Select OK.
The Business Object Editor opens, where you can add, edit, and delete Fields.

4. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

< Note: Before publishing a Blueprint that contains Business Objects, ensure that each
Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.
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Define Lifecycle Properties for a Business Object

Use the Lifecycle page in the Business Object Properties window to define which Field holds the lifecycle
state value, the list of lifecycle states, and whether records are automatically added to or removed from
Queues based on lifecycle states.

Note for new Business Object lifecycle (CSM 10.2.0 or later)

Important: For CSM 10.2.0 or later versions, use the Business Object Lifecycle Editor to add a
lifecycle to a Business Object. See: Open the Lifecycle Editor.

Lifecycle states can be used throughout the system to determine behaviors. For example, you can define
automatic Actions that are executed when a record changes states, require a Field to contain a value
before a record can change states, or order the lifecycle states in a Lookup Object and then use it to
validate Status fields.

To define lifecycle properties for a Business Object:

1. Open the Business Object Properties window:

a.

C.

In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task. If you are working on a saved Blueprint, open the existing
Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Business Object task in the Structure area.

Click the Bus Ob Properties button.

2. Select the Lifecycle page.

3. Select the Has Lifecycle check box.

4. Define lifecycle states for the Business Object:

o

State Field: In the drop-down, select a Field (example: Status) to hold the value (example:
New, In Progress, Closed, etc.) of the lifecycle state.

States: Lists the lifecycle states that have been defined for the Business Object. You can add,
edit, or delete lifecycle states.

Final State: Click this button to designate a selected lifecycle state that generally indicates
that a Business Object record has completed its lifecycle. Common values include Closed,
Retired, or Completed.

Recall State: Click this button to designate a selected lifecycle state that indicates that a
Business Object record that was in a final state has been reopened. This allows for special
behavior and security to limit who can recall a record and what can be done with a recalled
record.

Clear State: Click this button to clear the final or recall designation from a selected lifecycle
state. The Clear State button is only active if you have a final or recall state selected.
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o Not in Final State Text: Provide text that describes Business Object records that are notin a
final state (example: Open). This is useful for Search Groups (example: A search for Open
Incidents will return all Incident records in a state other than Closed, which is the final state). If
a specific value is not provided, the system will build a string based on the final state
(example: Not closed).

o Show Goto Final State Option in Application (the gavel): Select this check box to display
the Gavel button on the CSM Desktop Client toolbar. Users can click this button as a shortcut
option to put Business Object records in a final state.

5. Define Queue options based on the defined lifecycle states. This allows Business Object records to
be automatically added to or removed from Queues when their states change. These options are
only available if Uses Queues is selected on the General page in the Business Object Properties
window.

o Auto-add to User Queue: Select this check box to automatically add a Business Object
record to the User’s Queue when it enters its initial lifecycle state and the record is associated
with a particular User.

> Remove from User Queue when put in Final State: Select this check box to automatically
remove a Business Object record from the User’s Queue when it reaches a final state.
o Field with User ID: In the drop-down, select the Business Object Field that holds the ID
of the User.

> Auto-add to Team Queue: Select this check box to automatically add a Business Object
record to a Team’s Queue when it enters its initial lifecycle state and the record is associated
with a particular User.

- Remove from Team Queue when put in Final State: Select this check box to automatically
remove a Business Object record from the Team’s Queue when it reaches its final state.
> Field with Team ID: In the drop-down, select the Business Obiject Field that holds the ID
of the Team.

o Remove from All Queues when put in Final State: Select this check box to automatically
remove a Business Object record from all Queues when it reaches its final state.

6. Select OK.

7. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
About Business Object Lifecycles

Open the Lifecycle Editor
Define Automatic Actions for a Business Object
Define Auto-population Properties for a Field

About Queues

Related tasks
Create a Blueprint
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Define Search Results Properties for a Business

Object

Use the Search Results page in the Business Object Properties window to define the following:

* Full-Text and Quick Search: Whether to enable Full-Text and/or Quick Search for a Business Object.

»

or Field values).

Field values).

* Image: An image to accompany the search results.

Note: Both Quick Search and Knowledge Search use Full-Text Search. If you enable Full-
Text Search, the list of Fields is indexed for fast lookup.

Card view: Search results appear in a more web-like interface, as a list or as large or medium cards.

Link text: The text that appears as links in a search results list of records (using either an Expression

Body text: The text that appears underneath the link text in a search results list of records (using

The options defined on the Search Results page determine how a Search Results list of records appears
in CSM. The following figure shows an example of a Search Results list of records with link text and body

text, as well as labels and subtitles included.

Incidents
{ncidants containing the faxt "a-mar’ " Ooen [nocidants anfy

1to 4 of4

101326, In Progress, John Allard
Categor*,r:.[]es_ktop Client
Subcategory: Submit Incident
E-mail isn't sending for me.

101328, Resolve

d, Steve Fischer

= -

Category: Des Iztop Client
Subcategory: Submit Incident
E-mail isnt sending

101325 MNew, Marci Laross

U pESTed Juine S o & PN Dy L meranesl] Ammin

Category: Misc. Software
Subcategory: Reguest Installation/Config
E-mail outage

101330, Assigned, Bruce Robertsan

Subcategory: Submit Incident
E-mail isnt sending
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P Note: The Business Object Properties window is available in the Business Object Editor
(accessed from within the Object Manager in a Blueprint).

To define search results properties for a Business Object:

1. Open the Business Object Properties window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Business Object task in the Structure area.

The Business Object Editor opens.

Tip: You can also click the Edit Business Object button D on the Blueprint Editor Toolbar
to open the Business Object Editor.

c. Click the Bus Ob Properties button.
2. Click the Search Results page.

3. Define general search results properties:
o Include in Full-Text Search: Select this check box to enable Full-Text searching for the
Business Object.

o Show in Quick Search: Select this check box to make the Business Object available in Quick
Search.

Note: You can only select Show in Quick Search if Include in Full-Text Search is also selected.

4. Enable card view: Select this check box to display search results in a card view format. Then, select
a default view (how the results list is displayed when it first opens; Users can change the view):
o Results list: Select this radio button to display search results in a web-like search results list.

o Large: Select this radio button to display search results as large cards (ideally, 310x155).
o Medium: Select this radio button to display search results as medium cards (ideally, 150x150).

5. Define link text options. This is what will be displayed as a link in a search results list:
o Expression: Select this radio button to use an Expression to determine the link text. Then,
select a most recently used (MRU) Expression in the drop-down, or define one using either:

o Stored Expression: Click the Ellipses button \““! to open the Expression Manager, and
then select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.
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o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

o List of Fields: Select this radio button to use the values from a list of Fields as the link text in a
search results list.

o Add: Click this button to add Fields to the list (you can add multiple Fields at the same
time).

> Delete: Click this button to delete a selected Field from the list (you can only delete one
Field at a time).

Tip: Use the Up/Down arrows IE‘ IZ‘ to change the order of the selected Fields. The
Field values will be displayed in this order in the search results list.

o Includes Label: Click a Field, and then select this check box to include the Field name in
the search results list along with the Field's value. Fields that include labels are indicated

by an icon =
o Show Last Modified Subtitle: Select this check box to display a subtitle underneath the link
with information regarding when and by whom the Business Object record was last modified.

6. Define body text options. This is what will be displayed under the link text in a search results list.
o List of Fields: Select which Fields contain the values to be displayed under the link text in a
search results list.

o Add: Click this button to add Fields to the list (you can add multiple Fields at the same
time).

o Delete: Click this button to delete a selected Field from the list (you can only delete one
Field at a time).

Tip: Use the Up/Down arrows IEI IZI to change the order of the selected Fields. The
Field values will be displayed in this order in the search results list.

o Includes Label: Click a Field, and then select this check box to include the Field name in the
search results list along with the Field's value. Fields that include labels are indicated by an

icon =

7. Define conditions for displaying an image in a search results list of records:
o Show Result Image: Select this check box to define an Expression that determines when a
search results image is displayed. Then, select a most recently used (MRU) Expression in the
drop-down, or define one using either:

o Stored Expression: Click the Ellipses button ““! to open the Expression Manager, and
then select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

o Results List Image Size: In the drop-down, select a size for the image to show in the results list
view (48x48, 32x32, or 16x16).
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o Card View Image Size: Select a size for the image to show in card view, either:

o Zoom to fill: Select this radio button to have the image zoom to fill the width of the picture
area, and crop as necessary.

o Best Fit: Select this radio button to have the image centered or resized to best fit the
available image space. If the image is smaller than the available image space, it is
centered in the picture area. If it is larger than the available image space, it shrinks to fit
the picture area.

Example: Images can be used for a Group Object (example: Journal), with a specific
image for each Group Member in the search results list (example: An envelope icon for
Journal - Mail History, a notepad icon for Journal - Note, etc.). You can use Expressions
to show different images for each Group Member based on status or other conditions
(example: A closed envelope if a Journal - Mail History record is flagged as Unread, and
an open envelope if it is flagged Read). Images are also useful for Search Results List
Widgets (example: Customer's picture next to their posted announcement topics in the
Portal). If card view is enabled and no image is used, a gray area will show where the
image would be.

8. Select OK.

9. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

< Note: Before publishing a Blueprint that contains Business Objects, ensure that each
Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.
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Define Attachments Properties for a Business
Object

Use the Attachments page in the Business Object Properties window to define which types of
Attachments Users can attach to a Business Object (ex: Imported files, Attachment Manager
Attachments, etc.).

»

Note: The Business Object Properties window is available in the Business Object Editor
(accessed from within the Object Manager in a Blueprint).

To define Attachment properties for a Business Object:

1. Open the Business Object Properties window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

el

i

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Business Object task in the Structure area.

The Business Object Editor opens.

c. Click the Bus Ob Properties button.
2. Click the Attachments page.

3. Define Attachment options:
o Allow Imported File Attachments: Select this check box to allow Users to import files directly
into CSM and attach them to the Business Object. In CSM, Attach a file (import) will be
available from the Attachment menu on a record.

o Allow Linked File Attachments: Select this check box to allow Users to link files that are on a
network drive directly to CSM and attach them to the Business Object. In CSM, Attach a file
(link) will be available from the Attachment menu on a record.

o Allow Linked URLs: Select this check box to allow Users to link websites to CSM and attach
them to the Business Object. In CSM, Attach a web page will be available from the Attachment
menu on a record.

o Allow Attachment Manager Attachments: Select this check box to allow Users to select
Attachments from the Attachment Manager and reference them from the Business Object. In
CSM, Shortcut to an Attachment will be available from the Attachment menu on a record.
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o Allow Arbitrary Business Object Attachments: Select this check box to allow Users to
reference other Business Objects as Attachments. In CSM, Objects will be available from the
Attachment menu on a record, with a list of available Business Objects:

> Allow Any Major Business Objects: Select this radio button to allow any Major Business
Object to be referenced as an Attachment. In CSM, all Major Business Objects will be
listed when Users select Objects from the Attachment menu.

> Allow the Following Business Objects: Select this radio button to select specific Business
Objects that can be referenced as Attachments. Then, select one or more Business
Objects in the list. In CSM, only the selected Business Objects will be listed when Users
select Objects from the Attachment menu.

Note: An Arbitrary Business Object Attachment can be accessed from the

" Attachment Bar on its associated record, but it is not related to the Business
Object. Since it is not related to the Business Obiject it is not available for
searching or navigation.

4. Define options for showing Relationships on the Attachment Bar. This allows you to display related
Business Objects in the Attachment Bar.
o Relationships Shown on Attachment Bar: Select which Relationships to show on the
Attachment Bar for the Business Object. This allows Users to reference related Objects as
Attachments.

o Attachment Menu Text: Provide text to display on the Attachment menu, or leave it blank to
use the default menu text (Choose a <child Business Object name here>).

Note: This is typically used for related items that are either rarely used or are not
important enough to warrant creating a tab in the Form Arrangement to show related
data. It also allows the User to select a record to display on a tab without exposing the
toolbar on the tab. We recommend adding only one-to-one Relationships to the
Attachment Bar, unless you expect only a few items from a one-to-many Relationship
to be attached.

._.""
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5. Track Changes: Select this check box to create an audit log for Attachments. This creates a Journal-
Note in the Form Arrangement to show the addition, removal, or update/change of Attachments.

O Business Object Properties [m] X

Aitachment options (Incident)

Determine which attachments are allowed for the business object.
General

Process & Procedurs Allow imported file attachments Allow linked file attachments Allgw linked URLs
Help

Allow Attachment Manager attachments

c Allow arbitrary business object attachments
Lifecycle _@ Business Objects
@) Allow any major business cbjects
p (O Allow the following business objects:
Search Results L] Agreement -
[ ] Announcement
@J ] Buiding
[] Change Request v
[+ | .
— @ Relationships shown on attachment bar Journal - H‘Story
Database

] Ircicent Links Cr B ; Created by Cherwell Admin on 1/23/2019 at 12:58 PM
ncident Links Change Reques

[] Incident Links Customer
E ::E:gz:: I[::tz g&"adﬁy The following changes were made to the Incident 102363 by
[ Incident Links Problem CSDAdmin on 1/23/201%:

Filename C:\Summary png Added by CSDAdmin on 1/23/201%

Details

[

Attachment menu text

Record Locking

=
s
Localization

g

Advanced

6. Select OK.

7. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Note: Before publishing a Blueprint that contains Business Objects, ensure that each

/ Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.

Related concepts
Activity Pane
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Define Database Properties for a Business Object

Use the Database page in the Business Object Properties window to define how to set up the database
table that represents a Business Object. This includes record update options, indexing, and setting a
primary key.

Good to know:

+ All Business Objects are stored as database tables in SQL Server. Group Objects are stored in one
table (example: The Customer table also includes all of its Group Members), except for linked
External Business Objects.

* Encrypted Fields are not stored in database tables, and cannot be indexed.
To define database properties for a Business Object:

1. Open the Business Object Properties window:
a. In the CSM Administrator main window, select the Blueprints category, and then select the
Create a New Blueprint task.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, select a Business Object in the Object tree, and then select the Edit
Business Object task in the Structure area.

The Business Object Editor opens.

c. Select Bus Ob Properties.
2. Select the Database page.

3. Define general database properties:

o Custom Storage Name: This is the name that will be used for the database table that
represents the Business Object. The Custom Storage Name is automatically populated with
the Business Object's Internal Name defined in general properties (modified as necessary to
be a legal SQL table name).

Note: For best results, do not change the Custom Storage Name unless you have a
specific reason. If the name is changed, it must adhere to SQL Table naming
conventions (example: Automatically be derived from the display name, not use invalid
values such as spaces, etc.).

._.""

o Pessimistic Updates: Select this check box to enable pessimistic updates when Business
Object records are saved. This prevents Users from simultaneously editing records and
overwriting each other's updates.

Note: Normally, the system uses optimistic updates for saving Business Object
records. With optimistic updates, if two Users edit the same record, and then both save
the record, the changes from the last User to save the record will overwrite the
changes made by the first User. If pessimistic updates are enabled, the last User to

»
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save a record will receive a message that the record cannot be saved because another
User has just edited the record. In most cases, using record locking is a better option.

4. Create indexes for Fields that you expect Users to search frequently to speed up searching and
record retrieval. The system automatically creates indexes for values that it typically looks for
(example: ReclD), but it is recommended that you create indexes for the Field that holds the Public
ID of an Object and for any other Fields you expect Users to search. The system automatically
creates an index for the Public ID field if you selected to create one when you defined the Field (on
the General page).

o Add Index: Select this button to add an index.

To add an index:
o Select Add Index.
An expanded view of the new index opens.

o Define index attributes:
o Name: Provide a name for the index.

o Primary Key: Select this box to make the index the table key. This is automatically
selected for the index on ReclD (which is automatically created when you create a
Business Object).

o Clustered Index: Select this box to use the index to physically order the rows in the
database table. This is automatically selected for the index on ReclID (which is
automatically created when you create a Business Object).

Note: Each Business Object (table) can have only one primary key and one
clustered index. If you designate more than one index as the primary key or
clustered index, you will receive an error when you select OK in the Business
Object Properties window. By default, the index for the ReclD field is designated as
the primary key and the clustered index. If you assigned a ReclID attribute to a
different field, then the index for the field with the ReclD attribute should be the
primary key and clustered index.

o Unique Index: Select this box if each of the columns in the index must have a
unique set of values so that multiple rows in the database cannot be identical. For
example, if the columns in the index are First Name and Last Name, there cannot
be two rows in the table with the values John Smith.

> Define the Business Object Fields that contain the values for the index in the database
table:
> Select Add to select Fields to include in the database index.

The Add Field to Index window opens.

o Select a Field.

o Define a sort order for the Field values:
o Select the Ascending radio button to sort the values for the Field in
ascending order.
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o Select the Descending radio button to sort the values for the Field in
descending order.

> Select Include Column to include the Field value in the index. This is an advanced
optimization feature that can be used to include additional columns needed by
queries without pulling the data from the actual table, while keeping the index key
small and efficient.

Note: Click the Delete button to delete a selected Field from the index. Use
the arrows to change the order of the Fields in the index. When building
indexes, the order of columns is important. Typically, the column that most
limits the results should be the first column in the index. However, following
this guideline might require many additional indexes to achieve required
performance from the database, as each index requires SQL to perform
additional work for each insert, update, and delete. In such cases, it is
advisable to put columns used by many different queries first in an index.

...""I

Note: Include columns do not have to be ordered.
o Select OK.

> Select the down arrows to expand an existing index. From an expanded index, you can:
o Edit the index.

o Delete the index.
5. Select OK.

6. Publish the Blueprint (File > Publish) to commit the changes, or save the Blueprint (File > Save) to
continue making other changes.

Related concepts
Defining Foreign Key Relationships
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Define History Properties for a Business Object

History options enable you to track historical information for a Business Object. You can define the
Business Object's relationship to the History Object, which of the Group Object's members to use to track
each type of history, and which field changes should be tracked.

In the supplied system, the Journal Object is used to track Business Object history.

To define history properties for a Business Object:

1.

In the CSM Administrator main window, select the Blueprints category and then select Create a
New Blueprint.

. In the Object Manager, select a Business Object in the Object tree, and then select the Edit

Business Object task in the Structure area. You can also select the Edit Business Object button
on the Blueprint Editor toolbar to open the Business Object Editor.

Select the Bus Ob Properties button.

4. Select the History page.

From the History Relationship drop-down list, select the Relationship of the primary Business
Object to the History Object (example: Incident Owns Journals). If a Relationship does not already
exist, you must create one. See Create/Edit a Relationship.

Select which of the History Object's Group Members to use for each type of history:
o Manual History: Select the Business Object to use for tracking history records that are
manually added by users.

o Lifecycle History: Select the Business Object to use for tracking changes to the primary
Object's lifecycle. This is only applicable if the primary Object has a lifecycle. For more
information, see Define Lifecycle Properties for a Business Object (legacy lifecycle method) or
Open the Lifecycle Editor (recommended lifecycle method).

o Customer Request: Select the Business Object to use for tracking customer requests. This is
used in the Browser Client and Portal to track requests against a record (example: Withdraw a
record, close it, etc.).

o Mail History: Select the Business Object to use for tracking email correspondence. See Track
E-mail Correspondence in Journal - Mail History Records.

o Queue History: Select the Business Object to use for tracking when records are added to or
removed from a queue (Uses Queues must be selected on the General page).

o Knowledge History: Select the Business Object to use for associated Knowledge. If a
Knowledge source is configured to transfer its contents into a Journal - History object when the
Knowledge item is used, then a Journal - Knowledge History record is created.

o Change/Audit History: Select the Business Object to use for tracking change/audit logs.

o Chat History: Select the Business Object to use for tracking remote support session details.
See Configure CSM Remote Support Settings.

7. Select one of the following options from the Track Field Changes drop-down list:

> No Tracking: Select this option to disable field changes tracking.

o Record per Change: Select this option to have one history record created for each field that is
changed.
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o Combine Changes: Select this option to have one history record created for all changes
made to a Business Object before it is saved.

o All Fields: Select this checkbox to track changes for all fields in the Business Object.
Otherwise, tracking is done on a field-by-field basis. See Define General Properties for a Field.

8. Select Display Activity Pane to enable the Activity Pane for the Business Object. See Activity
Pane.

9. Select Enable user mentions to enable users to mention other users in Activity Pane notes created
in the Browser Client. A type-ahead list of valid users is presented after users type the @ symbol.
Users must have an email address set in their CSM account.

10. Select the Enable notifications checkbox to send an email message to mentioned users. The
Cherwell Service Host must be configured and running before email messages can be sent.

11. Select OK.

12. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
About Business Object Lifecycles

Open the Lifecycle Editor
Define Lifecycle Properties for a Business Object
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Define Record Locking Settings for a Business
Object

You can override Global Record Locking settings for any Major Object using the Record Locking page in a
Major Business Object's Business Object Properties window if record locking is enabled for your system.

P Note: The Business Object Properties window is available in the Business Object Editor
(accessed from within the Object Manager in a Blueprint).

Each Business Object can have one and only one record locking configuration; you cannot configure
different record locking configurations per View (ex: One for default View and one for Portal View). We
recommend configuring record locking on the default Business Object View.

To configure Record Locking settings for a Business Object:

1. Open the Business Object Properties window for a Major Business Object:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Major Business Object in the Object tree, and then click the
Edit Business Object task in the Structure area.

c. Click the Bus Ob Properties button.
2. Click the Record Locking page.
3. Select the Override the Global Locking Defaults check box.

4. Define record locking settings for the selected Major Business Objects:
a. Lock Type: Select one lock type from the following:
> None: Select this radio button to not enforce or inform record locking even though it is
enabled for the system.

o Enforced: Select this radio button to prevent Users from editing a record when it is
locked by another User (the lock holder).

o Informational: Select this radio button to warn Users when a record is currently locked by
another User so that Users do not attempt to edit the same record. If two Users do edit
the same record, CSM gives Users the option to merge the edits.

b. Lock Record Upon Editing: Select this check box to automatically lock the record when a User
attempts to edit the record. If not selected, Users must manually lock records.

c. Unlock Record Upon Saving: Select this check box to automatically unlock the record when a
User saves the record. If not selected, the record remains locked until the User ends his
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session (if configured), until the lock expires (if configured), or until the record is manually
unlocked.

d. Lock Expires After: Select this check box to enable lock expiration. Then, specify the time
limit in minutes (ex: 30). If not selected, the record remains locked until the User ends his
session (if configured), until the record is saved (if configured), or until the record is manually
unlocked.

e. Minutes Before Lock Expiration to Notify Users: If locks expire after a certain amount of time,
select this check box to notify Users of impending expiration and allow renewal. Then, specify
the number of minutes before expiration to notify Users (ex: 3 minutes). This only works in
the CSM Desktop Client.

f. Maximum Number of Records a User Can Have Locked at One Time (Per Business Object
Type): Specify the maximum number of records a User can have locked at one time, per
Business Object (ex: Each User can lock only 10 Incidents at a time).

5. (Optional) Restore Global Lock Settings: Click this button to revert to the default Global Record
Locking settings.

6. Select OK.

7. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

< Note: Before publishing a Blueprint that contains Business Objects, ensure that each
Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.
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Define Localization Properties for a Business
Object

You can enable localization support in Business Objects. You can also select which Text Fields within
those objects can show translated values to Users.

This enables you to have multiple versions of the same Field (one for each culture).

Note: If translated Lookup Table values are not appearing as expected, verify that validated
specific culture Fields are validated against the correct culture field. For example, the German
version of the validated Status Field should validate to a German field. For more information, see
Define Validation Properties for a Field.

.‘_}
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Define Advanced Properties for a Business Object

Advanced users can use the Advanced page in the Business Object Properties window to define
advanced properties for a Business Obiject.

Define the following Business Object properties:

» Advanced Options: Whether the Business Object is read-only or cacheable, enable View Counter
functionality, or to associate a color with the Business Object.

* Attributes: Additional pieces of information (or meta-data) that can be associated with the Business
Object. Some attributes are automatically set, but others must be provided manually.

» Only advanced users should define attributes. For more information about attributes, please contact
Cherwell Support.

To define advanced properties for a Business Object:

1. Open the Business Object Properties window.

2. Select the Advanced page and define the following options:
o Read-only: Select this check box to protect the data in the Business Object from being edited.
In CSM, users will only be able to view the data but will not be allowed to make changes to it.

o View Counter: Select this check box to enable View Counter functionality for a Major
Business Object. The View Counter functionality applies to only the Business Object View
selected in the Object Manager (for more information, see Business Object Views). The View
Counter adds two read-only fields to the Object (Portal View Count and Technician View
Count), which can be added to features such as dashboard Widgets, reports, and forms. The
Portal View Count field incrementally tracks the number of times a record is viewed in the
Customer Portal. The Technician View Count field incrementally tracks the number of times
the record is viewed in the CSM Desktop Client or CSM Browser Client. The View Counter
must be enabled for each Business Object View that you want counted. The count only
increments when a user or customer opens a record by:

o Selecting a Quick Search result.

o Selecting a Saved Search result.

o Selecting a result from the Knowledge Pane.

o Selecting the GoTo button in the form arrangement.

o Selecting the Quick View button in the form arrangement.
o Using a deep link.

o Using the Command Line.

° < Note: The count does not increment when a record is viewed in the form arrangement,
refreshed from the toolbar, updated with a status change, or accessed using the
Cherwell REST API.

View Counter data is automatically captured and stored until the record or Major Business
Object is deleted. When a record is deleted, View Counter data for the specific record is
deleted, and when a Major Business Object is deleted, all View Counter data related to the
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Business Object is deleted. If you clear the View Counter option for a Business Object, the
fields are removed from the object, but the View Counter data is saved.

o Cacheable: Select this check box to have the Business Object cached for use as a validation
table. This allows the values from the Business Object to be cached instead of retrieved from
the database each time they are needed, which can improve system performance.

Note: This is the default setting for Lookup Business Objects. You may not want to
cache a Lookup Obiject if you expect it to change frequently or if it is very large (3MB or
more). Even if a Business Object is marked for caching, the system might not cache it
if it contains too much data.

._.""

> Include Large Text Fields in Cache: Select this check box to also cache large text fields
(Max Allowed and Max Searchable are checked in field properties) and rich text fields.

4 Note: Large text fields and rich text fields are rarely used for validation/auto-fill. To
reserve memory space, selecting this check box is not recommended. Select this
check box only if there is a need to cache these fields.

- Associated Color: Select the Color Selector button M to select a color to associate with the
Business Object (example: For use in Visualizations). For more information, see About
Visualizations.

3. Define attributes for the Business Object:
o General Attributes: Select the down arrow to expand the General Attributes section. Then,
select an empty row and provide the attribute name and associated value (if applicable).

o Database Attributes: Select the down arrow to expand the Database Attributes section.
Then, select an empty row and provide the attribute name and associated value (if applicable).

Database attributes are used to indicate special attributes used for a Business Object’s
database table. Most of these are set by the system.

4. View additional advanced information for the Business Object:

o Business Object ID: Select this button to open a window that displays the internal ID that is
used for the Business Object. This ID can be used instead of the Business Object’'s name in
many places in the system (this is particularly useful when accessing the system via the
Cherwell REST API). The ID is used internally so that Business Objects can be renamed
without breaking any relationships.

> Find Dependencies: Select this button to scan the Business Object for a list of other
definitions in the system that use this Business Object. When the scan is finished, the
Definition Dependencies window opens, listing the dependent definitions.

5. Select OK.

6. Publish the Blueprint to commit the changes, or save the Blueprint to continue making other
changes. For more information, see Publish a Blueprint or Save a Blueprint.

<% Note: Before publishing a Blueprint that contains Business Objects, ensure that each
Business Object has at least one form and one grid defined and that all of the appropriate
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fields have been created. For more information, see Create/Edit a Form and Create/Edit a
Business Object Grid.

Related concepts
Business Object Editor

Object Manager

Open the Business Object Properties Window
Create/Edit a Field

Define List Display Options (Text Prompts Only)

CSM 2022.3 Features 195


https://help.cherwell.com/csh?product=version-csm-2022.3&topicname=create-edit_a_form
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2Fgrids%2Fcreate-edit_a_business_object_grid.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2Fgrids%2Fcreate-edit_a_business_object_grid.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fbusiness_object_editor.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fobject_manager.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fcsm_open_business_objects_properties_window.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fbusiness_objects%2Fcreate-edit_a_field.html
https://help.cherwell.com/bundle/csm_features_2022_3_help_only/page/content%2Fsuite_features%2Fbusiness_objects%2F..%2F..%2F..%2Fcontent%2Fsuite_features%2Fprompts%2Fcsm_define_list_display_options_prompts.html

CSM 2022.3 Features

General Business Object Attributes

Business Object attributes provide additional capabilities. Attributes are set on the Advanced page of the
Business Object Properties dialog.

General attributes are additional pieces of information (or meta-data) that can be associated with a
Business Object. Some attributes are automatically set, but others must be provided manually.

Attribute Description Notes

Used to allow users to scan barcodes from within ~ See Configure the Browser Client

BarcodeScan | o Browser Client, to Scan Barcodes.

Used with Relationships to represent customer

Customerinfo . .
information.

Designates a Business Object to be used for
Knowledge Knowledge. Limited to one Business Object per
CSM system.

See Configure a Business Object
for Knowledge Import.

See Set the Location of a

LocationAware ' Sets a Business Object as location aware. . .
Business Object.

. . Enables Cherwell REST API Named Objection See Add Operations for Named
PublishToApi ; . . )
Operations for a Business Object. Objects.
SAMLImport Determines which Business Object stores user See Add SAMLImport Attribute
P data for automatic imports from SAML. for User Business Object.
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Delete a Business Object

Use the Object Manager in CSM Administrator to delete a Business Object from your system.

<~ 7 Important: Business Objects are system-level objects so be very careful when considering
deletion and search for dependencies as explained below first.

Note: If you delete a Business Object from the Default View, it is automatically deleted from any
,//? other views in which it appears. If you delete a Business Object from a view other than the Default
View, there is no automatic deletion from all other views.

To check the implications of deleting a Business Object:

1. In CSM Administrator, open a new or existing Blueprint.

2. In the Object Manager, select a Business Object in the Object tree, and then select the Delete
Business Object task in the Structure area.

3. Select Dependencies.
The Definition Dependencies window opens showing all the items that used by or relied upon by
the Business Object that is currently selected for deletion.

m Mew Blueprint *

- -
Ma na ge o h ¥ Definition Dependencies O *
Current view: | Cefault] i‘m‘:“ Buddng Busness Obpect
e
Show object types: ":r Lo
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07 [Portal Defsult visw] Carfig - Mobide Device (validafion expression]
—|-#gd Agrasrment 40T [Portal Default view] Config - Network Device (validation expression)
& oA 07 [Portal Default view] Config - Cther C fvaldiation expression)
# Underpinning § () [Postal Defak view] Config - Privker (valdation sxpression)
%z Annguncemant H-{T) [Portal Defankt view] Config - Sarver (raldation expresson)
I + EI |Portal Desfult wiew ) Config - Softwane Licenss (validation sxpression]

B, Change Model 411 [Portal Default view] Config - System (walidation expression)
L} Change Request 41-IT) [Portal Defak view] Config - Telephory Equipment (vakidation expression)
% Configuration Tter] -7 [Portal Defant view] Configuration bem (validation expression)

H# Config - Compy H-{T) [Portal Defalt view] Customer - Inbemal (valdation spression)

d Config - Mobile ¥ ) [Poral Defalt view] Speckics - Employes Mew (valdaton sxpression

¥y Config - Nebwa -7 Config - Computer (validation expression)

¥& Config - Other (T) Config - Moblle Device fraldation expression)
2 Config - Printe| ) Corfiy - Metwork Device (vabdation sxpression)
& Config - Servel - Ottver C frailafion expresson

Iy Config - Softwi ) Corfig - Prnter (validation expresson)

DRRE
g
ak

=3 Confeg - Systed -7 Config - Server fvalidation expression)
o Confag - Teleph 4 171 Corfig » Soffware License fealdation eapeesacn) el
- J Customer £ ¥
83 Customer - Ing Ohibions
Ty Incidemt i
5 flg Krowledge Article|  3°0Pe3 | Bluepint. Global, Custom | B
e Knowledge - I
B Problem | | Bleiresh [ Shosw full path
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For more information, see Find CSM Item Dependencies.
4. Select Close.

To delete a Business Object:

5. In CSM Administrator, open a new or existing blueprint.

6. In the Object Manager, select a Business Object in the Object tree, and then select Delete
Business Object in the Structure area.

7. Select Yes.
The Business Object is deleted but is only permanently deleted from your system once the Blueprint
is published.

8. Publish the Blueprint to commit the changes, or save the Blueprint to continue making other
changes.

Related concepts
Find CSM Item Dependencies

About Business Objects
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Define Business Object Actions

Use the Business Object Actions window (accessed from the Object Manager within the Blueprint Editor)
to define Actions/One-Step Actions that can be launched from various areas within a Business Object,
including:

* Menu Actions: Actions available from an Actions menu on the menu bar for a Business Object.
» Task Pane Actions: Actions available in the Task Pane for a Business Object.

» Action Toolbar: Actions available on a Business Object's toolbar.

» Context Menu Actions: Actions available in an Actions context menu when a User right-clicks a
Business Object in a Grid or search results list.

» Print Options: One-Step Actions or Reports available from the File>Print menu in a Business
Object.

» Automatic Actions: Actions that are automatically performed when a Business Object is created or
saved, or when it changes status.

Good to know:

+ To define Actions/One-Step Actions for a Business Object, you must select the Show in One-Step
Actions check box on the General page of the Business Object Properties window.

» Automatic Actions can be defined for Supporting Objects, but they are only executed if the object is
used stand-alone. For example, if an Approval has a save Action and is edited as part of a Change
Request, the Action will not be executed. However, if the Approval is edited stand-alone, the Action
will be executed.

» Business Objects and their associated Fields, Relationships, Forms, Grids, and Form Arrangements
are created, edited, and deleted within a Blueprint. To commit changes to your system, you must
publish the Blueprint.

To define Business Object Actions:

1. Open the Business Object Actions window for a Business Object:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Y

i

Note: If you are working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Actions task in the Structure area.
2. Define menu Actions.
3. Define Task Pane Actions.

4. Define toolbar Actions.
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5. Define context menu Actions.
6. Define print options.

7. Define automatic Actions.
8. Select OK.

9. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Note: Before publishing a Blueprint that contains Business Objects, ensure that each
Business Object has at least one Form and one Grid defined and that all of the appropriate
Fields have been created.

b
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Define Menu Actions for a Business Object

Use the Menu page in the Business Object Actions window (accessed from the Object Manager within the
Blueprint Editor) to create a Business Object-specific Actions menu. Users can select these Actions from
the CSM Desktop Client Menu Bar (ex: Incident Actions menu) when working with records for a particular

Business Object.

To create an Actions menu:

1. Open the Business Object Actions window for a Business Object:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Actions task in the Structure area.

2. Click the Menu page.

3. Add Actions to the Business Object Actions menu:
a. Click the Add Action button.

Tip: Click the Delete button to remove a selected Action from the list. Use the Up/Down
arrowsto change the order of the selected Actions.

b. Select Actions to add to the menu:

o

Add One-Step Action Action: Opens the One-Step Action Manager, where you can select
an existing One-Step Action or create a new one.

Add Command Action: Opens the Command Manager, where you can select a
command.

Add Dashboard Action: Opens the Dashboard Manager, where you can select an
existing Dashboard or create a new one.

Add Report Action: Opens the Report Manager, where you can select an existing Report
or create a new one.

Add Calendar Action: Opens the Calendar Manager, where you can select an existing
Calendar or create a new one.

Add Search Action: Opens the Search Manager, where you can select an existing Saved
Search or create a new one.

Add Visualization Action: Opens the Visualization Manager, where you can select an
existing Visualization or create a new one.

Add Action Catalog Action: Opens the Widget Manager, where you can select an existing
Action Catalog Widget or create a new one.

Add Folder: Adds a folder so that you can organize Actions into subcategories.
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4. Define general properties for each new Action:
o Action: Displays the name of the Action as it is recognized by CSM (ex: Name of a
Dashboard).

Tip: Click the Ellipses button to open the Action Manager and select a different Action.

o Display text: Provide text to display on the Action.

> Image button:

Select the image to open the Image Manager, and then select an existing image or import a
new image to represent the item in the Ul.

o Help text: Provide a tooltip to display when the cursor is on the Action.

5. (Optional) Define Expressions for conditionally displaying and enabling the Action:
o Visible: Select this check box to show/hide the Action based on an Expression. Then, select or
define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

o Enabled: Select this check box to enable/disable the Action based on an Expression. Then,
select or define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

6. Define additional options for the Action:
o Begin Group: Select this check box to display a vertical line or space (depending on the User's
selected style) before the toolbar item, separating it from other Actions on the toolbar.

7. Select OK.

8. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.
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Define Task Pane Actions for a Business Object

Use the Task Pane page in the Business Object Actions window (accessed from the Object Manager
within the Blueprint Editor) to define actions that appear in the CSMDesktop Client Task pane for a
particular Business Object (ex: Incident). Users can select these actions from a Business Object-specific
Actions section in the CSM Desktop Client Task pane (example: Incident Actions) when working with
records for a particular Business Object.

Good to Know:

« If you are configuring a Business Object that was previously applied as part of a Protected mApp™
Solution:

> You see a shield icon [@/J next to each content-protected action.
o You can add new actions and new print options and you can reorder actions in the list.

o Some actions are not available to users in the Structure area when a Business Object is
content-protected: Delete Business Object, Delete Approvals, Convert to Group Object
and Delete Group.

To add actions to a Business Object Task pane:

1. Open the Business Object Actions window:
a. In the CSM Administrator main window, select the Blueprints category, and then select the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, select a Business Object in the Object tree, and then select the Edit
Actions task in the Structure area.
2. Select the Task Pane page.
3. Add actions to the Business Object Task pane:

% Tip: Select Delete to remove a selected action from the list. Use the Up/Down arrows to
.!" change the order of the selected actions.

a. Select Add Action.

b. Select actions to add to the menu:
o Add One-Step Action Action: Opens the One-Step Action Manager, where you can
select an existing One-Step Action or create a new one.

o Add Command Action: Opens the Command Manager, where you can select a
command.

o Add Dashboard Action: Opens the Dashboard Manager, where you can select an
existing dashboard or create a new one.
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o Add Report Action: Opens the Report Manager, where you can select an existing
report or create a new one.

> Add Calendar Action: Opens the Calendar Manager, where you can select an existing
calendar or create a new one.

o Add Search Action: Opens the Search Manager, where you can select an existing
saved search or create a new one.

> Add Visualization Action: Opens the Visualization Manager, where you can select an
existing visualization or create a new one.

o Add Action Catalog Action: Opens the Widget Manager, where you can select an
existing Action Catalog Widget or create a new one.

o Add Folder: Adds a folder so that you can organize actions into subcategories.

4. Define general properties for each new action:
o Action: Displays the name of the action as it is recognized by CSM (example: Name of a
dashboard).

Tip: Select the ellipsis to open the Action Manager and select a different action.

> Display text: Provide text to display on the action.

> Image button:

Select the image to open the Image Manager, and then select an existing image or import a
new image to represent the item in the Ul.

o Help text: Provide a tooltip to display when the cursor is on the action.

5. (Optional) Define expressions for conditionally displaying and enabling the action:
o Visible: Select this check box to show/hide the action based on an expression. Then, select or
define an expression, using either:
o Stored Expression: Select the ellipsis to open the Expression Manager, and then select
an existing stored expression or create a new stored expression. Stored expressions can
be reused in numerous places in CSM.

o Custom Expression: Select Custom Expression to open the Custom Expression
Builder, and then create a custom expression specifically for this scenario.

o Enabled: Select this check box to enable/disable the action based on an expression. Then,
select or define an expression, using either:
o Stored Expression: Select ellipsis button to open the Expression Manager, and then
select an existing stored expression or create a new stored expression. Stored
expressions can be reused in numerous places in CSM.

o Custom Expression: Select Custom Expression to open the Custom Expression
Builder, and then create a custom expression specifically for this scenario.

6. Define additional options for the action:
- Begin Group: Select this check box to display a vertical line or space (depending on the
user's selected style) before the toolbar item, separating it from other actions on the toolbar.
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7. Select OK.

8. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.
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Define Toolbar Actions for a Business Object

Use the Toolbar page in the Business Object Actions window (accessed from the Object Manager within
the Blueprint Editor) to create a special Actions toolbar for a Business Object. Users can display the
Actions toolbar as part of the CSM Desktop Client toolbar and select Actions on it when working with
records for a particular Business Object.

To create an Actions toolbar:

1. Open the Business Object Actions window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Actions task in the Structure area.

2. Click the Toolbar page.

3. Add Actions to the Actions toolbar:
a. Click the Add Action button.

Tip: Click the Delete button

X

to remove a selected Action from the list. Use the Up/Down

arrows to change the order of the selected Actions.

b. Select Actions to add to the toolbar:

o

Add One-Step Action Action: Opens the One-Step Action Manager, where you can select
an existing One-Step Action or create a new one.

Add Command Action: Opens the Command Manager, where you can select a
command.

Add Dashboard Action: Opens the Dashboard Manager, where you can select an
existing Dashboard or create a new one.

Add Report Action: Opens the Report Manager, where you can select an existing Report
or create a new one.

Add Calendar Action: Opens the Calendar Manager, where you can select an existing
Calendar or create a new one.

Add Search Action: Opens the Search Manager, where you can select an existing Saved
Search or create a new one.

Add Visualization Action: Opens the Visualization Manager, where you can select an
existing Visualization or create a new one.

Add Action Catalog Action: Opens the Widget Manager, where you can select an existing
Action Catalog Widget or create a new one.

Add Folder: Adds a folder so that you can organize Actions into subcategories.
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4. Define general properties for each new Action:
o Action: Displays the name of the Action as it is recognized by CSM (ex: Name of a
Dashboard).

Tip: Click the Ellipses button to open the Action Manager and select a different Action.

o Display text: Provide text to display on the Action.
> Image button:

Select the image to open the Image Manager, and then select an existing image or import a
new image to represent the item in the Ul.

o Help text: Provide a tooltip to display when the cursor is on the Action.

5. (Optional) Define Expressions for conditionally displaying and enabling the Action:
o Visible: Select this check box to show/hide the Action based on an Expression. Then, select or
define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

o Enabled: Select this check box to enable/disable the Action based on an Expression. Then,
select or define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

6. Define additional options for the Action:
o Begin Group: Select this check box to display a vertical line or space (depending on the User's
selected style) before the toolbar item, separating it from other Actions on the toolbar.

o Show Text on Button: Select this check box to show the display text on the button along with
the image. Clear this check box to only show the image.

7. Select OK.

8. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.
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Define Context Menu Actions for a Business Object

Use the Context Menu page in the Business Object Actions window (accessed from the Object Manager
within the Blueprint Editor) to define context menu Actions for a Business Object. Users can right-click on
a Business Object record in a Grid or search results list (including Grids/search results shown on a
Dashboard) to access a context menu with the defined Actions.

P Note: The way in which context menu Actions are made available differs in the Browser Client.
For more information, refer to the Browser Client Documentation.

To create a context menu for a Business Object:

1. Open the Business Object Actions window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Actions task in the Structure area.

2. Click the Context Menu page.

3. Add Actions to the Business Object Actions context menu:
a. Click the Add Action button.

Tip: Click the Delete button

X

to remove a selected Action from the list. Use the Up/Down

arrows to change the order of the selected Actions.

b. Select Actions to add to the context menu:

o

Add One-Step Action Action: Opens the One-Step Action Manager, where you can select
an existing One-Step Action or create a new one.

Add Command Action: Opens the Command Manager, where you can select a
command.

Add Dashboard Action: Opens the Dashboard Manager, where you can select an
existing Dashboard or create a new one.

Add Report Action: Opens the Report Manager, where you can select an existing Report
or create a new one.

Add Calendar Action: Opens the Calendar Manager, where you can select an existing
Calendar or create a new one.

Add Search Action: Opens the Search Manager, where you can select an existing Saved
Search or create a new one.
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o Add Visualization Action: Opens the Visualization Manager, where you can select an
existing Visualization or create a new one.

> Add Action Catalog Action: Opens the Widget Manager, where you can select an existing
Action Catalog Widget or create a new one.

o Add Folder: Adds a folder so that you can organize Actions into subcategories.

4. Define general properties for each new Action:
o Action: Displays the name of the Action as it is recognized by CSM (ex: Name of a
Dashboard).

Tip: Click the Ellipses button to open the Action Manager and select a different Action.

o Display text: Provide text to display on the Action.

> Image button:

Select the image to open the Image Manager, and then select an existing image or import a
new image to represent the item in the Ul.

o Help text: Provide a tooltip to display when the cursor is on the Action.

5. (Optional) Define Expressions for conditionally displaying and enabling the Action:
o Visible: Select this check box to show/hide the Action based on an Expression. Then, select or
define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

o Enabled: Select this check box to enable/disable the Action based on an Expression. Then,
select or define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.

o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

6. Define additional options for the Action:
> Begin Group: Select this check box to display a vertical line or space (depending on the User's
selected style) before the toolbar item, separating it from other Actions on the toolbar.

7. Select OK.

8. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.
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Define Print Options for a Business Object

Use the Print Options page in the Business Object Actions window (accessed from the Object Manager
within the Blueprint Editor) to define One-Step Actions or Reports that can be run from a Business
Object's Print menu. Users can select these Actions from the CSM Desktop Client menu bar (File>Print)
when working with records for a particular Business Object.

To define print options:

1. Open the Business Object Actions window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.

Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Actions task in the Structure area.
2. Click the Print Options page.

3. Add Actions to the Business Object's Print menu:
o Click the Add button to open the Action Manager. Then, select a One-Step Action or Report,
or create a new one.

o Click the Remove button to remove a selected Action from the list.

o Click the Make Default button to make the selected One-Step Action or Report the option the
default selection when a User clicks Print from a Business Object's file menu. This is also the
print option that will run (without prompting) when a User clicks the Print button on the toolbar.

o Use the Up/Down arrows to change the order of the selected options.
4. Select OK.

5. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.
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Define Automatic Actions for a Business Object

Use the Automatic Actions page in the Business Object Actions window (accessed from the Object
Manager within the Blueprint Editor) to set up One-Step Actions that automatically run when a Business
Object is created, saved, or changes status.

Good to know:

+ Although any One-Step Action can be executed as part of an automatic Action, we recommend
using only One-Step Actions that do not require User feedback because Business Objects can be
created and saved without User interaction. For example, the E-mail and Event Monitor can
automatically create and save records.

To create a list of Automatic Actions:

1. Open the Business Object Actions window:
a. In the CSM Administrator main window, click the Blueprints category, and then click the
Create a New Blueprint task.
4
~ Note: If you are working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object
Manager lists the existing Business Objects.

b. In the Object Manager, click a Business Object in the Object tree, and then click the Edit
Actions task in the Structure area.

2. Click the Automatic Actions page.

3. Add Actions to the list of the Automatic Actions:
a. Select a category (Create Actions, Save Actions, or State Change Actions).

b. Click the Add button @ to open the One-Step Action Manager, and then select an existing
One-Step Action or create a new one.

c. Select OK.

4. Define general properties for each new Action:
o Action: Displays the name of the One-Step Action as it is recognized by CSM.

J.' ~ Tip: Click the Ellipses button to open the Action Manager and select a different Action.

o Notes: Provide information that further describes or clarifies the Automatic Action. If the One-
Step Action has a description, it is displayed here.

o Condition: Select this check box to have the Automatic Action executed based on a condition,
and then select or define an Expression, using either:
o Stored Expression: Click the Ellipses button to open the Expression Manager, and then
select an existing stored Expression or create a new stored Expression. Stored
Expressions can be reused in numerous places in CSM.
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o Custom Expression: Click the Custom Expression button to open the Custom
Expression Builder, and then create a custom Expression specifically for this scenario.

o Show Progress: Select this check box to have CSM display a progress indicator while the
One-Step Action is running.

5. Define when the Automatic Action will be executed:
i Note: Create Actions do not have additional options for determining when they are
executed. They are always executed when a new Business Object record is created.

o For Save Actions:
o Execute on First Save: Select this check box to have the Action automatically executed

for newly created records.

o Execute on Additional Saves: Select this check box to have the Action automatically
executed when saving existing records.

o Execute Before Saving Record: Select this check box to have the Action automatically
executed immediately before the Business Object record is saved.

Note: Certain options within a One-Step Action will not occur when it is used as an
automatic Action. For example, if a One-Step Action is run before the record is saved
and includes the option to save the current record, the record will not be saved twice.
Also, if the One-Step Action initiates a save, the Actions will not be rerun a second (and
possibly recursive) time.

o For State Change Actions:
o State: In the drop-down, select the status that will trigger the Automatic Action.

o Execute Before Saving Record: Select this check box to have the Action automatically
executed when the Business Object record changes to the selected status. Clear this
check box to have the Action automatically executed when the Business Object record is
saved after reaching the selected status.

6. Select OK.

7. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.

Related information
Problem: The field [BusinessObiject].[Fieldname] must be filled in before the record can be saved
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Troubleshoot Actions for Automation Processes

Learn about potential issues that may occur while using actions in Automation Processes and how to fix
them. If you have an issue that is not listed, contact Cherwell Support for assistance.
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Problem: The field [BusinessObject].[Fieldname]
must be filled in before the record can be saved

When using an Automatic Action in the CSM Portal that is set up to run before save, the action won't run
before saving the record and you get an error.

Summary of error scenario:

1. A new field has been added to a Business Object and Required for Save selected in Field
Properties.

2. An automatic Save action was added to the Business Object and Execute before saving record
was selected.

3. A One-Step™ Action was created with an Update Business Object step where the newly created
field was updated.

4. In the CSM Portal, an Incident was submitted. You see this error: The field
[Business.Object].[Field] must be filled in before the record can be
saved

Solution: Put validation inside the Automatic Action or ensure that users can
complete required fields before saving

Here, the system is configured to require that a field be saved, so that implies that the field must be filled
out by the user before they select the Save button. This is protection that CSM provides to prevent the
entry of bad data.

Validation for required fields happens when the Save button is selected (or the Save command is
triggered). This happens before any Automatic Actions have the chance to run. Automatic Actions do not
occur prior to this validation, even if the Execute before saving record check box is selected. So the
flow of events is as follows:

User selects Save -> Validation occurs -> Automatic Action runs -> Record is saved.

If you have a field that is not accessible by the user, and it is being populated in some other way
(example: by using an Automatic Action), then by making this field required you are risking a poor user
experience. So, best practice in this case, would be to handle that inside the automatic action by checking
if the field's value is what is expected, and going back to the user if it isn't.

Solutions Summary
« If afield is inaccessible to the user, making it required may result in a poor user experience. It will

also limit their ability to fill in the required field, and as a result prevent them from saving the record.
To prevent this happening, perform any validation inside of the Automatic Action.

- If a field is required for save, it is best practice to have the field accessible to the user so they can fill
it in before saving the record.
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Scan a Business Object

Use the Business Object Scan operation in the Object Manager to periodically check for potential errors in
a Business Object that you are creating or editing. The scan will look for missing items and alert you to
any changes you need to make.

To scan a Business Object:

1. Open the Object Manager.

2. Click a Business Object in the Object tree, and then click the Scan for Problems task in the
Structure area.

If the scan is successful, a success window opens.

If the scan detects errors, an error window opens.

Examples: You will receive warnings if you create a Business Object without also creating a Form
and Grid, if the Business Object does not contain the necessary Fields (ex: It must have an E-mail

Address field to be included in the CSM Address Book), a Form references a Field that has been
deleted, the Business Object does not have any database indexes, etc.
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Undo Business Object Changes within a Blueprint

Use the Undo Changes Made in Blueprint operation in the Object Manager to undo any changes you
have made to a Business Object within a work in progress Blueprint. This removes all Business Object
changes (within a particular Business Object View) from a Blueprint file before it has been published.

Good to know:

» The Undo Changes Made in Blueprint operation is available only for Business Objects that have
been edited within the open Blueprint.

» Undoing changes to a Business Object only removes the changes from a working Blueprint file. If
you have published the Blueprint, the changes have already been applied to your system and can
only be removed using a rollback Blueprint (created when you publish a Blueprint). Publish a
Rollback Blueprint file to undo changes made after the Blueprint has been published.

» An Edit icon, along with italicized text and an asterisk, indicates which Business Objects have been

?;-;Incr'u'ent"‘

changed within the open Blueprint (in the selected View). For example, indicates that

the Incident Business Object has been edited.
To undo Business Object changes:

1. Open the Object Manager
2. Select the Business Object View in which the Business Object changes were made.

3. Click a Business Object in the Object tree, and then click the Undo Changes Made in Blueprint
task in the Structure area.

4. Click Yes to remove the Business Object changes from the working Blueprint file. This also removes
any changes to Forms, Grids, Form Arrangements, Relationships, and Actions within the Blueprint.
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Add a Business Object to a Blueprint

Use the Add to Blueprint operation in the Object Manager to add a Business Object and its associated

Forms, Grids, and Form Arrangements to a Blueprint. Items added to a Blueprint will completely overwrite
the existing ones in your system when the Blueprint is published.

To add a Business Object to a Blueprint:

1. Open the Object Manager.

2. Click a Business Object in the Object tree, and then click the Add to Blueprint task in the
Structure area.

3. Define which Business Object definitions to include in the Blueprint:

o

Add Business Object: This check box is read-only. It indicates that the Business Object is
included in the Blueprint.

Add Associated Relationships: Select this check box to add the Business Object's
Relationships to the Blueprint.

Add Associated Forms: Select this check box to add the Business Object's Forms to the
Blueprint.

Add Associated Grids: Select this check box to add the Business Object's Grids to the
Blueprint.

Add Associated Arrangements: Select this check box to add the Business Object's Form
Arrangements to the Blueprint.

Add to Associated Views: Select this check box to add the Business Object to associated
views (example: Portal view) when adding to the Blueprint.

4. Select OK.

5. Publish the Blueprint (File>Publish Blueprint) to commit the changes, or save the Blueprint
(File>Save Blueprint) to continue making other changes.
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View Blueprint Changes for a Business Object

View Blueprint changes for a Business Object to see which definitions associated with a particular
Business Object will be changed by the active Blueprint when it is published. When you view Blueprint
changes for a Business Object, you can:

» Select how to display changes (group by Business Object, Definition Type, or View).

« Search for specific Business Object changes.

* Remove Business Object changes from the Blueprint.

» Compare the Business Object changes with the original system definitions.

4 Note: The Blueprint Changes window for a particular Business Object is similar to the
Blueprint Changes window, except that it only shows changes that were made to a particular
Business Object within a Blueprint.

The Blueprint Changes window for a Business Object can be opened from the Object Manager within an
existing Blueprint.
To open the Blueprint Changes window for a Business Object:

1. In CSM Administrator, open an existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object Manager lists
the existing Business Objects.

2. Click a Business Object in the Object tree, and then click the View Blueprint Changes for
<Business Object> task in the Structure area.

» Note: The View Blueprint Changes for <Business Object> operation is only available if
changes have been made to the selected Business Object within the open Blueprint.
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1. Display: Groups changes in the tree by Business Object, Definition, or View.
o By Business Object: Groups changes by the Business Object.
o By Definition Type: Groups changes by the types of definitions associated with the Business
Object (ex: Forms).
> By View and then Business Object: Groups changes by View (ex: Default, Portal Default) and
then by Business Object.

o By View and then Definition Type: Groups changes by View (ex: Default, Portal Default) and
then by the types of definitions associated with the Business Object (ex: Forms).

2. Search: Searches for changes by keyword or phrase.
a. In the Search Box, provide a word or phrase to search for. The drop-down displays the most

recently used (MRU) searches.
b. Click Go to run the search. The items containing the specified word or phrase are displayed
within their hierarchical structure.
3. Business Object Changes Tree: Displays changes in a hierarchical tree grouped by the selected
display option.
o Click the arrow next to a category (Business Object, Definition Type, or View) to expand it and
view its changes. Click the arrow again to collapse it.

Tip: Right-click a category or change to open a context menu, and then select options to
expand/collapse the tree, remove changes, or compare definitions.

4. Remove/Compare:
o Click Remove to remove a selected item from the Blueprint (it is not removed from the

system).
o Click Compare to compare the Business Object change with the existing system definition.
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Note: Remove and Compare are only enabled when an individual change is selected.

4 Changes cannot be removed or compared by selecting display categories (Business
Object, Definition Type, or View). A change can only be compared if an existing
definition is edited or updated in the Blueprint; newly added definitions cannot be
compared (there is nothing to compare them to).

CSM 2022.3 Features 220



CSM 2022.3 Features

Export a Business Object Schema

A Business Object Schema is a collection of meta-data that is exported from your system as a single
document (.html, .rtf, .txt, or .xml) to textually expose definitions associated with a particular Business
Object. Use a Business Object Schema to quickly and easily scan the characteristics of a Business
Object.

P Note: To export a Schema that contains meta-data for multiple Business Objects within a
Blueprint, refer to Export a Blueprint Schema.

You can export the following meta-data for a Major, Supporting, or Lookup Object:

* Properties
* Lifecycle
Fields (and Field Properties)

Relationships (and Relationship properties)

.

One-Step Actions
* Approvals

* Automation Processes
To export a Business Object Schema:

1. In the CSM Administrator main window, click the Blueprints category, and then click the Create a
New Blueprint task.
»
Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object Manager lists
the existing Business Objects.

2. In the Object Manager, click a Business Object in the Object tree, and then click the Export
Business Object Schema task in the Structure area.
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G Export Blueprint Schema to File X

Export ltems

Business Object Lifecycle
Fields
Field Properties
Relationships
Relationship Properties
One-Steps
Approvals

Business Processes

OK Cancel

3. Select the items (meta-data) to export in the Schema:
o Business Object Properties

o Business Object Lifecycle
o Fields

o Relationships

o One-Step Actions

o Approvals

o Automation Processes
4. Select OK.

5. Provide a location, filename, and file type (.html, .rtf, .txt, or .xml) for the Schema, and then click
Save.

The selected meta-data is exported to a Schema file. You can then open and view the Business
Object Schema in a viewing tool, such as Microsoft Word.
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View the Business Object Publish Log

Use the Business Object Publish Log to view detailed information about definitions associated with a
particular Business Object that have been published to your system (using a Blueprint).

P Note: The Business Object Publish Log is similar to the Blueprint Publish Log, except that it only
shows changes that were made to a particular Business Object within one or more Blueprints.

The log tracks the following details in a Grid:
» A short description of the change made to a Business Object's definitions when the Blueprint was
published.
* Type (ex: Form) and name (ex: Incident) of the Business Object definitions that were changed.
» User Name of the person who published the Blueprint.
» Dates/times that the Blueprint publish was initiated and completed.
» Scope of the Business Object definition, as well as the scope owner (if applicable).
» User-defined name of the Blueprint file (.bp) in which the Business Object changes were published.

» Business Object association (the name of the Business Object for which you are viewing the Publish
Log).

» The view (ex: Portal Default) that the Business Object changes apply to (if applicable).

» The path where the Blueprint files were saved (if applicable).
The Business Object Publish Log can be opened from the Object Manager within a Blueprint.
To open the Business Object Publish Log:

1. In the CSM Administrator main window, click the Blueprints category, and then click the Create a
New Blueprint task.

]
"~ Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object Manager lists
the existing Business Objects.

2. Click a Business Object in the Object tree, and then click the View Publish Log task in the
Structure area.

The Publish Log opens for the selected Business Object.
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File @

View | Allrecords - @)

Short Desc

Updating definition Incident

Updating definition Incident
Updating definition Incident
Refreshing Full-Text Search indexing for table Inc...
Refreshing Full-Text Search indexing for table Inc...

Updating definition Incident

Definition Type

Business Object
Business Object
Business Object
Business Object
Business Cbject

Definition Name

Incident
Incident
Incidert
Incident
Incident

User Name

Cherwell Admin
Cherwell Admin
Cherwell Admin
Cherwell Admin
Cherwell Admin
Cherwell Admin

12/3/2015 529 AM
12/3/2M5 529 AM
12/3/201% 523 AM
12/3/2015 529 AM
1173072015 3:14 PM
1173072015 314 PM

R (R Sy

>

1. Menu Bar. Click the File menu to perform the following operations:
o Clear Log: Select this option to clear all entries in the log, or to clear all entries prior to a

specified date.

o Export: Select this option to export the Grid of Publish Log data to a file.

o Print: Select this option to print the Grid of Publish Log data.

o Close: Select this option to close the Publish Log window.

Close

Tip: You can also select Clear Log, Export, and Print in a context menu by right-clicking an

item in the Publish Log.

2. Toolbar: Shows the View drop-down, which is how the Publish Log is filtered.

o All Records: Shows everything related to a Business Object that was published in a Blueprint.

o Definition Type: Shows all Business Object definitions of a particular type (ex: Form). When
selecting this option, a Definition drop-down is displayed on the toolbar, and then select a

definition type.

> Only Definition Changes: Shows only the Business Object definitions that were changed by

a published Blueprint.
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o Particular User: Shows the Business Object definitions that were published by a particular
User. When selecting this option, a User drop-down is displayed on the toolbar, and then

select a User.

o View: Shows the Business Object definitions that apply to a particular View (ex: Default).
When selecting this option, a View drop-down is displayed on the toolbar, and then select a

View.
3. Refresh: Click this button to refresh the data in the Publish Log.
4. Main Pane: Displays the Grid of Publish Log data, filtered by View.
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Convert to a Group Business Object

Share a set of common items (Fields, Relationships, Actions, and a default Grid) with other Business
Objects by converting any Major or Supporting Business Object into a Group Object.

Convert a Business Object to a Group Object from a Blueprint or from a mApp Solution.
After the conversion:

» The converted Business Object becomes a Group Member of a newly created Group Object.

« All relevant properties of the converted Business Object are applied to the Group Leader. This
includes items such as Fields, stored Expressions, and Relationships.

» Security settings for the converted Business Object, including rights, are applied to the newly
created Group Leader. You may receive warnings about security changes when you publish the
Blueprint. You can ignore these warnings.

« All existing records in the converted Business Object are associated with the new Group Member.

» The newly created Group Leader is given the name of the converted Business Object and a new
Business Object ID. "Default" is appended to the name of the converted Business Object, which
retains its Business Object ID. You can change these default names as needed.

Converting a Business Object to a Group Object

Tip: Before you convert, modify the security rights for the Business Object you plan to convert so
f ™ that all records, even closed records, can be updated. If you do not, you will receive a warning
indicating that some records could not be converted due to an issue with security rights.

To convert a Business Object to a Group Object:

1. Create a Blueprint or mApp Solution.

2. Open a Business Object in the Object Manager.

3. Select the Major Business Object or Supporting Business Object that you want to convert.
4

. Verify that the Business Object you want to convert includes the items you want to be inherited by
Group Members.

o

From the tasks pane, select Convert to Group Object.

6. Click Yes to confirm that you want to convert the Business Object.

Related concepts

Group Business Objects

Open the Object Manager

Define Group Properties for a Business Object
Related tasks

Create a Blueprint
Report on Groups with Relationships with Themselves
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Configuring Business Objects

To use Business Objects for managing data and to use features like delegation, you need to configure
Business Objects using CSM Administrator.

To configure Business Objects in CSM Administrator, use the Business Objects tab in the Security
Group Manager to define access to data for a Security Group. See Define Business Object Rights
(Access to Data).

To configure users' ability to manage delegates, select Manage delegates from the Users category as
described in Users Security Rights. Then select your choice of check boxes from View, Add, Edit,
Delete.
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Business Object Lifecycles

A Business Object lifecycle controls how work flows through your business processes. For example, what
actions a technician needs to take to fix an Incident, or what actions an HR staff member needs to take to
grant a sabbatical to an employee. Lifecycles can be associated with any Major or Supporting Business Object

and some Group Business Objects.
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About Business Object Lifecycles

Use Business Object lifecycles to manage workflows for business processes (example: Incident
Management, HRSM).

When you define a lifecycle for a Business Object, you determine what statuses and stages an item
passes through when a user works with it. For example, you could set up a lifecycle for the Change
Request Business Object that has stages such as Assessment and Authorization, and statuses such as

Draft, Risk Analysis, and Planning.

You can set up a lifecycle for any Major or Supporting Business Object and some Group Business
Objects. Lifecycles comprise statuses and stages, jumps and transitions.

B
~ Note: Only Administrators can see and change Business Object Lifecycles.

Example lifecycles include:

* Incident Resolution (IT Services Management).
» Change Request Resolution (IT Services Management).

» Onboarding Process (Human Resources Services Management).

P Note: Business Objects and their associated lifecycles and form changes, are all managed within
a Blueprint. To commit changes to your system, you must publish the Blueprint.

Related concepts
About Statuses and Stages

About Transitions
Migrate a Business Obiject Lifecycle
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About Statuses and Stages

A Business Object lifecycle comprises statuses, stages, and transitions.

At a minimum, you need two statuses and one stage to make up a lifecycle. One of the stages must be
marked as the final stage.

Statuses

Use statuses to describe each step that an item has to go through in a lifecycle in order to complete a
business process. For example, an Incident could have multiple statuses including: Open, In Progress, In
Test, and Closed. After adding a status, you see a default status name (example: Status 2) inside the box
that you can then change to fit your lifecycle. It can be useful to think about statuses as being adjectives
that describe the current state of a record.

» A status can only be associated with one stage.

* You cannot have duplicate status names (example: Open, OPEN and open are duplicates).

+ Status names can be 1 - 32 characters in length.

Stages

Use stages to group statuses together (example: statuses Approval and Rejected could be part of stage
Authorization). After adding a status to a lifecycle, the stage or grouping is the name shown across the
top of the box.

Within each box/stage, you associate a status.

» A stage can be associated with one or more statuses.

* You cannot have duplicate stage names (example: Authorization, AUTHORIZATION and
authorization are duplicates).

» Stage names can be 1 - 32 characters in length.

Tip: In both the CSM Desktop and Browser clients, use the Column Selector to add either status
’.' *andlor stage columns, and then filter on those lifecycle columns to show selected data (example:
All the records in status In Test).

Related concepts

Open the Lifecycle Editor

About Transitions

Filter a Grid in the CSM Browser Client
Related tasks

Add and Remove Columns from a Grid in the Browser Client
Filter a Grid in the Desktop Client
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About Transitions

Use a transition to define the task that changes the status of the Business Object within a Business
Object lifecycle.

When you add a status using the Lifecycle Editor, a transition is added linking the current and previous
statuses. The list of created transitions you see in the Transitions area matches the representation on
the designer board (example: four statuses results in three transitions 1 -> 2 -> 3 -> 4).

Think about statuses being adjectives that describe the current state of a record (example: Closed, In
Progress, Awaiting Approval) and transitions as verbs that act on the record resulting in the state being
changed (example: Close, Begin Work, Approve).

Transition Rules

Use transition rules to add expressions to a transition.

* You can have no rules or multiple rules associated with a transition.

* When you create a transition rule, it has to have a name and a logical outcome defined by one
expression (stored or custom).

» For a transition rule to be fulfilled, all conditions must be true in the expression.
* No two rules within the same transition can have the same name assigned.

 Transition name length is restricted to a maximum of 32 characters.

. Important: How you name your transition rule is very important for users. This is because
A the name of the transition rule is shown in the Transition Status Control on the form if a
transition is invalid. When a user hovers over an unavailable transition, the name of the rule
can give them information on what they need to update so the transition can succeed (“Risk
Assessment Incomplete” or “Planning Fields Incomplete").

Transitions and Approvals

You can add approvals to your Business Object lifecycle. This means that an object cannot be
transitioned between specified states without being approved or denied by a specified user or user group.
For example, your transition, between statuses Pending Approval and Approved, could be nhamed
Approve.

The approved/denied selections can be optionally linked to specific paths in the lifecycle. A successful
approval must be linked to at least one specified status and only allowed to transition when the approval
is provided. If an approval is denied, the object can move to any status that is not linked to the 'successful'
approval.

» For example, you can create an expression for Approval.Status Equals Approved OR .Approved
Date and Time Not Empty.

 Denial of an approval forces the Business Object down a path that doesn't require a successful
approval.
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» The form control for approvals must be on the Business Object form.

/3i Note: When a Business Object is created that has a lifecycle, a journal entry records that fact.
o The initial status is recorded along with changes in status, user details, and time stamps.

Related concepts
Migrate a Business Object Lifecycle

Managing Business Object Lifecycles
Configure Business Object Lifecycles
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Managing Business Object Lifecycles

Business Object lifecycles are managed using the Business Object Lifecycle Editor.

Use the Business Object Lifecycle Editor to create and manage lifecycles for your business processes
(example: ITSM processes, HRSM processes).
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Open the Lifecycle Editor

Open the Lifecycle Editor from the Object Manager (within a Blueprint in CSM Administrator).

1. In the CSM Administrator main window, select the Blueprints category, and then select the Create
a New Blueprint task.
»
Note: If working on a saved Blueprint, open the existing Blueprint.

The Blueprint Editor opens, showing the Object Manager in its Main Pane. The Object Manager lists
the existing Business Objects.

2. In the Object Manager, select a Major or Supporting Business Object in the Object tree, and then
select the Edit Lifecycle task in the Structure area.

The Lifecycle Editor opens showing the designer board.

Related concepts
Open an Existing Blueprint
Blueprint Editor

Object Manager

Related tasks

Create a Blueprint
Related information
Add Statuses and Stages
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Add Statuses and Stages

Add statuses and stages to your Business Object lifecycle to represent your business process.

Use the Lifecycle Editor (accessed from within a Blueprint in CSM Administrator) to add stages and
statuses. At a minimum, you need one stage and two statuses to make up a lifecycle. One of the statuses
must be marked as the final stage.

% Tip: You can have multiple final statuses (example: Closed Done, Closed Won't Do, Closed
/ Duplicate) but you cannot have multiple final stages.

1. Drag a status on to the yellow cross on the designer board.
A box appears with default status and stage names.

2. In the Status section of the Properties area, select Status 1 in the Status Name field and rename
the status to your choice of name (example: Emergency Change). Select Tab or Enter to apply your
name change to the box.

3. Select the New Stage button and change the name of the stage to your chosen name (example:
Classification). Select Tab or Enter to apply your name change to the box.
The stage name displays in the box and the stage changes color. The stage name is also added to
the drop-down list.

4. Optional: Repeat steps 1-3 until you have all the statuses and stages you need to complete your
lifecycle.
» Note: When a status is dropped between stages, it adopts the name & color of the previous
stage.

When choosing stage names from the drop-down list, you see a logically available list depending on
the location of the status in the lifecycle.

5. Highlight the stage that you want to be the final one and select Set Final Stage.
The banner across the box changes color to show that the stage is the final one in the lifecycle.

6. Select Save on the toolbar (or select Ctrl+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.

7. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
Open the Lifecycle Editor

About Blueprints

Related information
Manage Transitions

Add Branches and Jumps
Add a Post-Transition Action
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Manage Transitions

Transitions between statuses in a Business Obiject lifecycle can be used to carry out simple or complex
actions.

Use the Lifecycle Editor (accessed from within a Blueprint in CSM Administrator) to add or edit transitions.
Default transitions are automatically added when you connect a status to another status on the designer
board. If you define a transition from one status to multiple statuses, you are asking users to make a
choice at that point in a business process (example: Accept or reject a Change Request).

To add/edit a transition:

Open an existing lifecycle in the Business Object Lifecycle Editor.
Select the status for which you want to edit the transition.
Select the transition in the Transitions area and then select Edit.

~wh =

On the Properties tab, change the name of the transition (example: Send for Approval).

Think of statuses as being adjectives that describe the current state of a record (example: Closed, In
Progress, Awaiting Approval) and transitions as verbs that act on the record resulting in the state
being changed (example: Close, Begin Work, Approve).

% Tip: The transition name is the text that is displayed to the user on the Transition Status
.!" control so make it as clear as possible.

5. On the Rules tab, select (+] to add a new transition rule using expressions. Select to edit an
existing transition rule.

6. Enter a name for your transition rule (example: ECAB Approval is required).

Important: How you name your transition rule is very important for users. This is because

A the name of the transition rule is shown in the Transition Status Control on the form if a
transition is invalid. When a user hovers over an unavailable transition, the name of the rule
can give them information on what they need to update so the transition can succeed (“Risk
Assessment Incomplete” or “Planning Fields Incomplete").

7. Select the ellipsis to choose an existing expression from the Expressions Manager or select 1* to
create a custom expression. See Create an Expression.
Any logical expression can be used as a valid transition rule but you cannot use stored expressions
which don't have a logical return type.

8. Select Hide transition on failure if necessary.
Select this option to hide the transition from the user if it fails. Use this option when the rule detects
a record that is not targeted for that branch of the lifecycle and so it will always fail.
For example, use this option in the following situation: You are creating a lifecycle for users to create
change request tickets. The ticket has paths or "routes"”, one for each priority level (example:
Emergency, Normal, Standard). If the transition relies on a ticket of a certain priority to pass, all
tickets that don't fulfill this rule will always fail; and, therefore you wouldn't want to display that
transition.

9. Select OK twice.
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10. Select Save on the toolbar (or select Ctrl+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.

11. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
Open the Lifecycle Editor

About Blueprints

Related tasks

Define a Logical Expression
Related information

Add Branches and Jumps
Add a Post-Transition Action
Validate a Lifecycle
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Add Branches and Jumps

Use branches and jumps to customize your Business Object lifecycle.

Use branches to add divergent routes to your lifecycle. For example, for a Change Request lifecycle, you
could have a branch for a Normal Change, another for an Emergency Change, and another for a
Standard Change. Jumps allow you to go backwards through your lifecycle (example: if something is
rejected or to reopen a Closed ticket.), skip ahead, jump to another, or to close off a lifecycle. In practice,
branches give the users a choice of where to go next when using the Transition Status Control (example:
Reject or Approve).

Note: All branches need to be in one workflow. For example, if you want your users to choose
/*“ between the three types of Change Request when they create a new Change Request, you
o cannot have three separate lifecycles for Normal Change Requests, Standard Change Requests,
and Emergency Change Requests.

The following steps refer to example statuses from the image below. To see all the steps to replicate the
section of this lifecycle marked by the red line, see Example: Create a Lifecycle.

Change Management Stage & Status Process Flow

Stage: Classification Stage: Assessment Stage: Authorization I I] Stage: Implementation

toormal Change Status: Dra Sntus R
/ e SuE Analysis

To add a branch to a lifecycle:

1. Open an existing lifecycle in the Lifecycle Editor.

2. Drag a status on top of an existing status (example: Risk Analysis).
A branch appears as shown below. Here, it has been named as status On hold.
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/ Note: When you add branches, the transition information is added for you. In this example,
there are transitions added for Risk Analysis -> Planning and Risk Analysis -> On hold.

To replicate the two-way arrows shown on the workflow above, for example, between statuses Risk
Analysis and On hold, you need to use a jump.

To add a jump to a lifecycle:

3. Drag a jump on to your lifecycle and drop it on to your source status (example: Planning).
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4. Then drag the brown cross onto your destination status, in this case, On hold.

There is now a jump or two way arrow between the statuses Planning and On hold. You can tell
which statuses are joined together by a jump by matching up the pairs of jump numbers.

f—\- Tip: If you add multiple jumps which go to the same destination they all have the same jump
number.
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5. Select Save on the toolbar (or select Ctrl+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.

6. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related information

Add a Post-Transition Action
Validate a Lifecycle

Delete Parts of a Lifecycle
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Add a Post-Transition Action

Add One-Step™ Actions and other actions to execute after transitions in your Business Object lifecycle.

Use the Lifecycle Editor (accessed from within a Blueprint in CSM Administrator) to add post-transition
actions to your lifecycle.

1.
2.

Open an existing Business Object lifecycle in the Business Object Lifecycle Editor.

Select the status on the designer board that you want to add the post-transition action to.
The Transitions area is shown below the designer board.

Select the transition that you want to add the action after, and select Edit.
The Edit Transition window opens.

Select the Post Actions tab, ensure the rule is selected, and then select Edit .

Add a One-Step Action or select Execute Action and choose from the expanding list.

When you select Execute Action, you can select a "Direct Action" (as opposed to a One-Step
Action ), that should be executed automatically, when some event takes place. For more
information, see Define Actions for a Simple Action/Event Automation Process.

Select the Run in background check box if you are using actions that don't modify the Business
Object itself (example: sending emails, adding to queues). When the check box is selected, the
Service Host performs the actions in a queue, whereas when the check box is cleared, the action is
performed instantly (example: automatically populate a field).

Important: To execute post-transition actions successfully in the background, the Cherwell
Service Host must be running.

Select OK twice.

Select Save on the toolbar (or select Ctrl+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.

. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File

> Save Blueprint) to continue making other changes.

Related information
Validate a Lifecycle
Delete Parts of a Lifecycle
Delete or Move Jumps
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Validate a Lifecycle

Validation ensures that your lifecycle works correctly and doesn't create errors for your users.

Validation automatically checks the following for you every time you change your selection in the designer
board, select Save or select OK:

That duplicate names for stages and statuses are not allowed - this is checked in real time and not
on save.

That the lifecycle has no missing or invalid transitions.

That all routes allow transition to a final stage which has been defined.
That the final stage contains at least one status.

That the lifecycle has an initial status defined.

That all statuses are accessible in the lifecycle from one or more statuses.

Typical error messages include:

.‘_""

Incomplete Transition - You have a transition that doesn't have a destination.

Jump transition is not complete: [transition name] - There is no target set for a
jump.

No final stage has been set - You need to mark a stage as final.

Status has no route to final stage: [status name] - A branch does not a route
through to the final stage.

No status exists in the final stage - The final stage is set, but it doesn't have a status.

Transition [transition name] rule [rule name] expression is not logical -
The transition rule has an expression associated with it that is not logical.

Transition [transition name] rule [rule name] expression does not exist -
There is no expression in the transition rule.

Transition Status Control/Lifecycle Progress Indicator cannot be used
with this Business Object - Error message occurring during Blueprint scanning when a
form has one of the lifecycle controls on it but there is no lifecycle associated with that Business
Object.

Note: If you select OK and then select Yes to leave the Lifecycle Editor without saving the
lifecycle, unsaved changes are abandoned and the lifecycle returns to the point where it was last
successfully saved. This can be useful when you are building a big workflow that you are saving in
stages and you realize you made a mistake; you can discard the most recent set of changes and
carry on from a previously saved point.

»

Note: When the Lifecycle Editor is closed, unassigned stages are automatically deleted.

Related information
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Delete Parts of a Lifecycle
Delete or Move Jumps
Example: Create a Lifecycle
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Delete Parts of a Lifecycle

Remove one or more statuses from your lifecycle or delete the entire lifecycle.

To delete a status from a lifecycle:

Open an existing lifecycle in the Business Objects Lifecycle Editor.
Select the status that you want to delete.
Right-click and select Delete status or use the menu in the toolbar.

Select Yes or No when prompted for confirmation.
The status is deleted together with the associated transition.

~whh =

.u" & Tip: If the initial status is deleted, the next status in the cycle becomes the initial one by
default.

To delete a status with its children:

5. As above but right-click and select Delete status and children or use the menu in the toolbar.

6. Select Yes or No when prompted for confirmation.
The stage/status and children are deleted.

To delete an entire lifecycle:

7. Select any stage or status in the lifecycle.
8. In the toolbar menu, select Clear entire lifecycle.

9. Select Yes or No when prompted for confirmation.
The entire lifecycle is deleted.

10. Select Save on the toolbar (or select Ctrl+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.

11. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts

Configure Business Obiject Lifecycles
Related information

Delete or Move Jumps

Example: Create a Lifecycle
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Delete or Move Jumps

Delete or move jumps to reconfigure your Business Object lifecycle.

To delete a jump from a lifecycle:

Open the lifecycle in the Business Object Lifecycle Editor.
Select the jump that you want to delete.
Right-click and select Delete jump.

Optional: Select Yes or No when prompted.
The jump is deleted.

]

i

wh o=

Note: If you delete a status with a jump, the jump is also deleted.

To move a jump:

5. As above but right-click and select Move jump.

6. Drag the jump to a different starting status and then drop it.
The corresponding "end" jump number moves to the new destination status.

7. Select Save on the toolbar (or select Ctri+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.

8. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
Configure Business Object Lifecycles

Related information
Example: Create a Lifecycle
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Example: Create a Lifecycle

Here is an example to show you how to create part of a big lifecycle using the Business Object Lifecycle
Editor.

Use branches to add divergent routes to your lifecycle. Jumps allow you to go backwards through your
lifecycle (example: if something is rejected or to reopen a Closed ticket), to visit a status more than once,

and to close off a lifecycle.

Change Management Stage & Status Process Flow

Stage: Classification J Stage: Assessment Stage: Authorization | isupa: Implementation

Status: On Hald Status: Rejected

| Z
Status: Risk F———— Stiafus;

L i
Statiis: raft Analyis Statis: Planrng Stans Approval Pragrass

/ tormal Change

To replicate this section of this lifecycle you need to use the following statuses, stages, branches,
jumps and transitions:

1. Open the Lifecycle Editor.
2. Drag a status on to the board to form an initial stage (not shown) and then drag another onto the
board to the right of that one.
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3. With the second stage still selected, go to the Properties area. Change the Status Name to Draft
and the Stage Name to Classification. Select Tab or Enter or click away to see the name
changes reflected on the designer board.

4. Drag another status on to the board to the right of Draft. Change the Status Name to Risk
Analysis and the Stage Name to Assessment.

;f Note: Select the New Stage button to name stages.

5. Now you need to add a branch to replicate the section shown in the image for the statuses
Planning and On Hold. Drag a status and add it to the right of Risk Analysis. Then drag and drop
another on top of Risk Analysis.

You see a branch as per step 6 but with default status names.

6. Change the Status Names to P1anning and On hold. You don't need to change the stage name
because it was inherited from the previous stage.
Your branch should now look like this:

7. Now, add the statuses for Approval, Scheduled and Rejected using the same methods. These
three statuses are all part of stage Authorization.
Your lifecycle should now look like this:
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8. To clear the red warnings, you need to add a stage and mark it as final. Drag a status to the right of
Scheduled, select it and then select Set Final Stage in the Properties area.
Two of the red warnings disappear. If you hover over On Hold, you see a tool tip saying Status
has no route to final stage: On Hold. Thatwarning can be fixed in a minute by adding
our jumps.

9. In the original image of the lifecycle you can see double-headed arrows and also a route from
Rejected all the way back to Draft. You need to recreate these in the Lifecycle Editor using jumps,
so the first jump will be between Planning and On Hold. Drag a jump onto the board and drop it on
to Planning.

You see this on your screen:

10. Then drag the brown cross onto your destination status, in this case, On Hold.
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There is now a jump or two-way arrow between the statuses Planning and On Hold. You can tell
which statuses are joined by a jump by looking for the matching pairs of jump numbers.

11. Add the final two jumps: from Rejected to Draft, and from On Hold to Risk Analysis.
When you are finished, your lifecycle should look like the one shown at the top of this page. Take a
moment to reflect on the visual differences and similarities between the two images, in particular
how jumps represent arrows.

12. Lastly you need to name the transitions. Think about statuses being adjectives that describe the
current state of a record (example: Closed, In Progress, Awaiting Approval) and transitions as verbs
that act on the record resulting in the state being changed (example: Close, Begin Work, Approve).
For our example lifecycle above, suggested transition names could be as follows:

Selected Status Transition Name (shown on Control) To Status
Draft Submit ticket Risk Analysis
Pass risk check Planning
Risk Analysis
Fail risk check On Hold
Submit plans for approval Approval
Planning
Put on hold On Hold
Pass approval checks Scheduled
Approval
Fail approval checks Rejected
On Hold Give go ahead Risk Analysis

13. Select Save on the toolbar (or select Ctrl+S) to save your lifecycle while working. Select OK at the
end when editing is complete and you want to save your lifecycle and close the Lifecycle Editor.
If not valid, you are not allowed to save and are asked to fix the issues. See Validate a Lifecycle.
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14. Publish the Blueprint (File > Publish Blueprint) to commit the changes, or save the Blueprint (File
> Save Blueprint) to continue making other changes.

Related concepts
Configure Business Object Lifecycles

Migrate a Business Obiject Lifecycle
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Configure Business Object Lifecycles

Lifecycle configuration tasks include adding controls to your forms and setting up reports to identify items
in specific statuses.

To configure Business Object lifecycles:
1. Decide whether users can edit items when in the final stages of a lifecycle or not. See Define

Business Object Rights (Access to Data).

2. Configure your forms so that users can access lifecycle functionality. See Add Lifecycle Controls to
a Form.

3. Set up any reports you require. An example of how to produce a report showing the number of open
Incidents within the Incident lifecycle and a breakdown of the current status of each record. See
Report on Business Objects Based on Lifecycle Status.
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Add Lifecycle Controls to a Form

Use the Form Editor to add lifecycle controls to your forms. This enables a user to move their Business
Object (example: Incident, Change Request, HR request) through its business process.

<~ » Important: You need to add form controls to ALL the forms for the Business Object so that the
controls display. This is due to a sizing restriction.

< Note: If you add a lifecycle control to more than one place on a form, or you add them to several
forms in a form arrangement, they all update simultaneously with the same lifecycle information
when you change one of the form controls.

There are two lifecycle controls:

« Lifecycle Progress Indicator: This control is read-only and reflects where the user is, in terms of
the lifecycle status and stage, and as a result, also shows the user which branch of a lifecycle they
are in. It shows the user where they are now as well as the statuses ahead of them. If the workflow
is a long one, the lif