News Object mApp EXCALIBUR

| DATA SYSTEMS
Overview:

The News Object mApp provides functionality to add a News Widget to your default portal to keep your customers up-to-
date on any major News item or Problem. It also allows you to set an expiration date on the news item as well as renew it
before it expires if the issue is still causing a major problem.

How the mApp Works

Download the mApp from the Cherwell mApp Exchange. Use the Apply mApp wizard to apply the mApp to

your CSM system. The Apply mApp wizard generates a Blueprint, which can then be viewed and published to a test or
Live system to commit the changes.

After the mApp is applied, Users will need to create a new blueprint to apply the News Widget to any dashboard to keep
customers informed of important news. Add the News Widget to a dashboard by clicking Create New
Blueprint>Managers>Dashboards>Dashboard Manager in CSM Administrator.

The mApp includes the following items:

mApp Item Item Type Item Parent Merge Action | Target Item
Incident Business Object Merge Incident
Show on Portal Field Incident Import New
News Object Link Form Incident Import New
Incident Owns News Relationship Incident Import New
News Business Object Import New
Body Field News Import New
Created By Field News Import New
Created By ID Field News Import New
Created Date Time Field News Import New
End Date Time Field News Import New
General News Field News Import New
Last Modified By Field News Import New
Last Modified By ID Field News Import New
Last Modified Date Time Field News Import New
LastModTimeStamp Field News Import New
Major Incident News Field News Import New
News ID Field News Import New
Parent RecID Field News Import New
Parent Record Type Field News Import New
Problem News Field News Import New
RecID Field News Import New
Start Date Time Field News Import New
Title Field News Import New
News Form arrangement News Import New
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Portal Default with News Object
Create New General News

Create News Object

Create Portal Problem News
Create/Expire/Renew Portal News
Create/Renew/Expire News
Expire News

Expire Portal News

Go to Incident Record

Go to Problem Record

Go to Related Record

Renew News

Renew Portal News

Member of IT Management Team
Required Filed Border Color
Active News for Major Incident
Active News for Problem

All Open, Major Incidents with News
All Top Issues - With Unexpired News

Open Problems with News

Problems set as Top Issues - With
Unexpired News
IT Management Team

News for Major Incidents

News for Problems

Open Major Incidents with News
Open Problems with News

Steps to Apply the mApp:

1. Download the mApp.

2. Apply the mApp using the Apply mApp wizard in CSM Administrator.
After applying the mApp, following the basic configuration steps below:
In the CSM Administrator click Create a New Blueprint>Incident>Edit form

Click the Form drop down box and you will see the new form created ‘News Object Link’; select this form.

Form: | Default Form <

|: Default Form
Incident Backup Default
H In Mews Object Link
= Fartal Comments

=I-*4 Portal Comments CSM
i Portal Comments for CSM
Portal Default Elements
¢ Portal Reason for Breach
| Portzl Resolution Details
i| Reason for Breach
Resolution Details
{| Vendor Info

Dashboard
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
One-Step
Stored expression
Stored expression
Search
Search
Search
Search
Search
Search

Stored value
Widget
Widget
Widget
Widget

Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import
Import

Import
Import
Import
Import
Import

New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
New
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New
New
New
New
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On this form you will see the Priority field, Major Incident checkbox, Impact and Urgency fields from the default Incident
form. You will also see the ‘Publish News to Portal’ link. Select the link and then copy this to your default Incident form
and place appropriately for your work flow.

Pricrity:

[ [z

ublish Mews to Portal

Impact:
rgency:

Once you have placed the ‘Publish News to Portal’ link on your Incident default form, select it and view the Expression.

=] Cherwell Service Management Administrator - 20170227 _1115_UpdatesAfterNewsObjectmApp Blueprint - Cherwell2 connect
File View Edit Managers Tools Form Help
@ TX $hro@m=m
Form default - o ELE_::HT.&.A.f.m.m.mﬁ.g.@.
- @ Custom Expression X
Expression
Form: | Default Forf ~ Editor: | Text -
I: Value Value Value Value on 1st Call! 1
% Incident B Text Expression :
nci helds u
A - d the Details
=-% Incident Fig Expression: i
% g:ll sof  Custom expression - E Call Source:
-] Catego
B Cause (NS Custom Expression - |
[ ClDow
-48) Cloned
- Coned| Neme: [FYETIERTEE &Y
Editor: | Case -
o Mew ¥ Delete h
Cases: ‘fy Search Classifications:
If Incident.Show an Portal equals True and Mews.End Date Time is less than Curent Date Time() then
3 If Incidert Show on Portal equals True and News End Date Time is greater than Cumrent Date Time () they L.
B Default: Publish News to Portal Priority: )
B ~ View Related KB Articles [ = » Impact
B Prima -
ry Cl!
-] Deserd EI =
EHEN IR
- Inciden{] r-2=1 | condition is |E| hle
= % Inciden if( )i Select an Available Service Catalog Template
[ Last Mg 777 _ -
4 O Simple  ® Advanced (O Named expression |E|
€) Level 2
-] Level 3
@) level §  Advanced Bpression:  Custom exprassion
o
< m
\i? Controls HHEY Then assign this
-2 Standard Value: |News Expired - Renew |E| [ Valueis a color
i (2 Banner
-y Button
@) Elipse
53 Group
--[ad] Image
gt Label
-y Ling
& Link L

You will see how the wording on the Link changes based on each case in the expression. Make any changes necessary
for your Incident work flow. Click OK on the Custom Case Expression, Click OK on the Custom Text Expression.

Save your blueprint.
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Right-click on the ‘Publish News to Portal’ link and choose Control properties...

Bring-to-front
Send-to-back

jCI® #  Background color 3
A Foreground color 4
3n Available Servi¢ & Anchoring b
] Auto-size dynamically
Tab Stop
,{ Border color 4
[ Border Style 3
f,
%
@

Control properties..,
Position..  Ctrl+Shift+P

Click on the One-Step action ‘Create/Renew/Expire News’ to review.

@ Action

Action: | #8 Create/Renew/Expire News

[ ] Don't disable control just because form is disabled
[ ] Show Progress

done.

Edit Expire News Action condition

[ Only run action Expire News if condition is true
Expression: | Incident Show on Portal equals T.. v| I:‘

-~ Step Details for Expire News I % Grouping

® All of the items in the group must be true

Name: |Expire Mews
® One-step: '.., Renew News (O At least one of the items in the group must be true
(O Based on scope and value: | Globa " |B Simple A
Number of times to run: a
5 ltems where all of the following are true:

Incident. Show on Portal equals True
and Mews.End Date Time is greater than CurrentDateTime()




ﬁ - N .
With the ‘Publish News to Portal’ link still selected, click on the visibility button * and review the custom expression.

The link is currently only visible to members of the IT Management Team. Please make any updates as necessary, then
click OK.

With the ‘Publish News to Portal’ link still selected, click on the disability button Q - and review the custom expression.
The link is currently only available to members of the IT Management Team. Please make any updates as necessary,
then click OK.

WValue:

| - | |Tn.|e

e Save your blueprint.
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In the CSM Administrator click Managers>Dashboards>Dashboard Manager

@
File Miew Edit | Managers| Tools Help
# = %5  Automation Processes
N Blueprint s Calendar Manager... b New Blueprint *
X @ Counters..
A Objact Ma
H Dashboards b( E¥  Dashboard Manager...
Save Bluep|
E Document Repositories.., A |
Scan Bluep|
- Expressions... E Metric Manager...
Publish Bl
L] External Connections... nt view: | [] Default
© Closeblue) F  Eormats.., object types:
% G M tajor () Supporting ) Lookup
« Commaon| ¥ &roup Maps..
() hew Busin Bl mages.. ] (New Object)
Knowledge » *;T\)Agreement
LR owa
LY | el
d T 1 Underpinning Contract
% Help £ Searches... £ Change Request
@ Blueprint i B site Manager... #_,i Configuration Item
H iy Config - Computer
SloEdiialac - Maobile Device
" Teams - Netwark Device
T Themes. - Other I
- - Printer
%  Visualizations... - Server
B}  Web Services... - Software License
T - Svstem

Open the ‘Portal Default with News Object’ Dashboard located here: /Global/Portal/ by right clicking on the dashboard
and choosing edit.

EE Dashboard Manager = |[= -

File | Edit | View Help Search hé
[+ P View « | A -
Dashboards Mame - Description
+ Pinboard Department kems
+ B|U3I3!'il'ﬂ Executive tems
+ User (CSDAdmin) Frequently Asked Questions
= glaabml Knowledge Aricles
= 0= Devices
Change Management x hems
- gg:_ltl;aer;:e Usage My Service Cart Digplays all Service Requests th
Executive Dashboard Pack My Service Orders Crder history and status of cumg
IT Management Portal {not logged in)
Portal Portal Default
Supplier Dashboards Portal Default with News Object

Service Catalog
Status and Problems

< ] ¥

tems in this folder are available to all users of the system.

2t Portal Default with News Obiect
Service Catalog MNew
Status and Problems Edit
< m Delete
s of the system. MNew Folder
Cut Cirl+X
Copy Ctrl+C

Rename

A Pinning »
Add To Blueprint
Refresh

Find dependencies...
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Both the ‘News for Major Incidents’ and ‘News for Problems’ Widgets are on this dashboard.

into your current Dashboard(s) where appropriate for your work flow.

‘ News for Major Incidents

Result list will appear here

! News for Problems

Result list will appear here

Right click on each widget and choose ‘Widget Properties...’

[ )

Result list wi

d» News for Major Incidents

(- 31-
& Background color 3
A Foreground color 2
&  Anchorin g r
Style 3
Glossy
#  Border color 4
[0 Border Style 2
™, Ering-to-front
5". Send-to-back
Position... Ctrl+Shift+P
“A Widget properties...

Please copy and paste them
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Review the Widget Properties and make any necessary changes; i.e. the Search Criteria as appropriate. Click OK when
done.

e, Widget -

Mame: NewsforM' Incidents | Tre: | iR

ii Search Results List

Default title: |News for Major Incidents |

Business obiect: | &% News - Show all
rDispIa‘;—

(O Show results in a grid

Allow drill down

® Show results as links

3

F

] Limit results: 2

<

Search criteria

Criteria:  Active News for Major Incident EI

Date Range

® Range | Any time - Mew...
O User selectable

Field used for date range: | Created Date Time =

[l Refresh every |5 | Minute... -

Info | ok || cancel |

Ensure to review the News for Problems widget properties as well if necessary and click OK when done.

Save your blueprint. Publish your blueprint.

In the CSM Administrator ensure the UserlID you will log into the Rich client with to create a test record is a member of
the IT Management Team (or whichever team you gave visibility/disability rights to on the News Link on the Incident
form).
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Create a Test Record:

In the Rich Client, Reload Definitions; Create a new Incident Record, ensuring you fill in the required fields. Click the

‘Publish News to Portal’ link and you will be prompted for additional information.

e

Incident 102291

Status

Step 1: Record the Details

Short Description:

Last Edited by

Call Source:

\F.imaf ot functioning in Patient Surgery Certer

Phone [v]

Description:
The printer in the Patient Surgery Center is not functioning.

ﬁ T 8
Ak | o) 3867000

Owned By: Assign To...

- select owner -
1st Level Support

SLA: More Info...

Gold
(Customer SLA)
() Respond By: 2/15/2017 4:49 PM

@ Resolve By: 2/16/201712:19 AM

I Want To:

Take Ownership
Escalate to Level 2
View Detailed Date/Time Information

Link to Existing Major Incident

Step 2: Classify

Service:

[ —| [T

Category:

(clear classifications

Priority:

[ Maigclacident
Impact: Department
2 ] uptish Hevss to Portal rgency: High

[Netwark [v]

Primary Cl:
m]

Subcategory:
| Submit Incident [v]

Step 3: Investigate the Incident

Printer

1st. Call Resolution:
[1 Is the Power On?
[ Any Loese Cables?

[ Out of Paper?
[ Paper Jam?

[iis it Online? } [ Toner Low?

Save the Incident. You will now see the ‘Publish News to Portal’ link say ‘Expire News'.

Incident 102291

Status

Altemate Contact Info

Requestor:

Hemn Byce =
ﬁ Henri.Bryce@RiverT Corp.com
.4

*| [719) 386.7000
‘Owned By: Assign To...
- select owner -
1st Level Support
SLA: More Info...
Gold
(Customer SLA)
(D Respond By: 2/15/2017 4:49 PM
(&) Resolve By: 2/16/2017 12:19 AM
| Want Ta:
Take Ownership

Escalate to Level 2

View Detailed Date/Time Information

Link to Existing Major Incident
ubmitto Base

Step 1: Record the Details

Short Description:

e

Last Edited 2/15/2017 4:38 PM by Teri Flicek

Call Source:

\ana not functioning in Patient Surgery Certer |

Phane [+]

Description:
The printer in the Patient Surgery Center is not funcioning. ~ »

Step 2: Classify

Service:

[ T— | T

Category:

clear classifications

Impact: Department
Urgency: High

priority: .
=
Primary CI

[Network v

\ m]

Subeategory:
| Submit Incidert v

Step 3: Investigate the Incident

Printer

1st. Call Resolution:
[ Is the Power On?
[ Any Loose Cables?
O Is it Online?

[J Qut of Paper?
[ Paper Jam?
[ Toner Low?

Log into your portal and check the dashboard you added the new News Incident Widget to. If you do not see the

News items you added, double check your security in CSM Administration.



e@| $ http://localhost/ CherwellPortal/IT PL~-a || = A | |

# Home 1@, Service Catalog 1 My Devices B IT Calendar o] Charts and Items ¥ & Service Orders ¥

Top Problems

Network Services

I;‘ad?:‘ r;:c-:liﬁed 11/2/2016 @ 11:19 AM by Cherwell 8/29/2016 12:35 PM

Install New Switch Status: New

Owned By Team: HR
Mew Employee
(Submitted via Portal)

My Open Incidents and Requests

AddiChange, New Employee Setup, Incident ID 102189 . News for Major Incidents

INTERNET DOWN - Alumni Building

The Network Team is aware the Internet is
down in the Alumni Building and is diligently
working to restore service.

Printer Down
Computer, Request New Computer, Incident ID 102195

Printer in the Patient Surgery Center is not
functioning. The Support Team is diligently
working on this issue.

9/4/2016 9:57 AM

Status: In Progress

Owned By Team: 3rd Level Support
I want a computer

(Submitted via Portal)

~—

Twitter Feed - @Cherwell_CSM Discussions

Carpool to next week's conference

Last Modified 12/212015 @ 2:30 PM

Does anyone want to carpool to next week's
conference? | have room for 6 in my SUV,

! News for Problems

Donuts!
Last Modified 11/118/2015 @ 4:42 PM
There are donutz in the conference room; get them

while they lastl Mo records found

Streaky printouts

Last Modified 11/118/2015 @ 4:46 PM

Anyone else having frouble with the upstairs printer? |

am. v

po 5o Do

Add New Discussion

In CSM Administration, click on ‘Security’ on the left nav menu, then click Edit security groups

@
File Help

# Common Tasks
O Create a new Blueprint

Security

Pick a task...

© viewlogged-insers © Edit users
° Site Manager ° Edit security groups
© Edit roles

% Categories
4 Home

'Ea Automation Processes

° Edit teams and workgroups
© Edit security settings

© Edit REST API client settings
© Edit SAML settings

X Blueprins
49 Erowserand Moble © view currently logged-in users
% Config Managemert © Lock the system
B Database
2 E-mail and Event Monitoring S
© Audit Log
¥ mipps
Performance Back to categories
uling
n Security
-Q' Settings

Click the drop down by Group and choose Portal Customer. Click on the Business Objects tab, then on the Business
Object drop down choose News. Ensure to check the View checkbox to allow Portal Customers the rights to view the
News object.
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File Options Help

O - | My X | Group: | Portal Customer v|

[Info | Rights | Business Objects | File Attachments | Roles

Business Object:

=0 New Field
B) Body

2 Created By

D) Created By ID

Created Date Time

End Date Time

€) General News

2 Last Modified By

D Last Modified By ID
Last Modified Date Time
LastModTimeStamp

€ Maijor Incident News

2 Mews ID

2 Parent ReclD

B Parent Record Type

€ Problem News

2 ReclD

Start Date Time

3 Title

General
M View [JAdd [ Edit

[1 Limit records based on criteria

Encrypted Fields
[ View [ Edit

File Attachments
Wl View [JAdd [ Edit

[ Delete

[] Delete

[] Different rights based on requester

These are the rights that will be assigned to the News business object.

Then click on the New Field under News and ensure to check the View checkbox here as well:

File Options Help

Business Object:

0 = | m x | Group: | Portal Customer v|

_ Business Objects | Fiie Attachmerts | Roles

|News

wr News

B Body

2 Created By

2 Crested By ID
Created Date Time
End Date Time

€) General News

2 Last Modified By

2 Last Modified By ID
Last Modified Date Time
g LastModTimeStamp
€ Major Incident News
2 Mews 1D

2 Parent ReclD

B Parent Record Type
€ Problem News

2 ReclD

Start Date Time

2 Title

General
[l View [ Edit

[] Different rights based on requester

These are the rights that will automatically be assigned to new News fields until you set them using Security Groups.
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