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1 Overview

AutomationEdge is an Automation platform for the digital enterprise. It is an Intelligent RPA platform
for IT as well as Business Robotic Process Automation.

AutomationEdge Integration Services can work with different ITSM systems, as well as other Target
systems. Integration Services can be setup for any external system that can potentially trigger
workflows, and handle response results. AutomationEdge Ul Integration menu options can be used to
setup Integration Services.

This Integration is known as AutomationEdge Pull Integration. Following are the basic operations the
Integration system performs,
e [nitialization
Poll for Automation Requests from Target system (Fetch Requests)
Forward Requests to AE Server
Send Request Submission Statuses to Target system
Send Request Response to Target system.

AutomationEdge also supports the following,

e Target system Pushing Requests directly to AutomationEdge known as Push Integration.
This is discussed in the following Guide — ‘AutomationEdge Remedyforce Push
Integration_R5.X.0’.

e Request Response can also be sent directly to Target system using Plugins.

Following is terminology in the Integration System,

e Integration Service: A tomcat-based service that hosts all the integrations for a given tenant.

¢ Integration: One instance of integration that is configured for a tenant to communicate with
one third-party service.

e Integration type: Group of integrations which integrate with the same third-party service.
Typically, one integration type maps to one code base.

e Integration (configuration): One instance of integration that is configured for a tenant to
communicate with one third-party service.

This document illustrates integration of Remedyforce with AutomationEdge. AutomationEdge Agents
or Virtual Engineer’s, work seamlessly along with Remedyforce to automate and accelerate incident
resolution and fulfillment of service requests.

We will discuss the following in the sections below.
1. Configuration and Setup: AutomationEdge Salesforce App for Remedyforce.
2. AutomationEdge Ul Setups.
3. Automatic AutomationEdge Service Request Fulfillment.



2 Prerequisites

Following, are the software applications required.
1. Remedyforce instance: Trial, Sandbox or Production
2. AutomationEdge Application available on Salesforce AppExchange is installed to work with

Remedyforce.

3. AutomationEdge Server on cloud/on premise.
If a customer wishes to AutomationEdge cloud instance for this integration, AutomationEdge
Support can provide Tenant details and credentials to login to AutomationEdge Cloud
instance. A reference of the Tenant Org Code needs to be provided in the AutomationEdge
Salesforce Application Setups.

4. Tenants/Users created for Remedyforce customers should have some workflows
corresponding to Service Requests in demo data of Remedyforce. AutomationEdge support
should provide the workflows.

3 Remedyforce Setups

3.1 AutomationEdge App installation

AutomationEdge Salesforce Application is available in the AppExchange. Once installed from
AppExchange it is visible in the App Launcher.

Read and accept the EULA (Agreement) under AutomationEdge Administration to proceed further to
configure AutomationEdge. After EULA acceptance, you can populate the demo by acknowledging
the message.
The following setups are to be done on AutomationEdge Administration tab,
e AutomationEdge Config allows addition of new Service Requests but has the sample data as
a reference point.
e AutomationEdge Salesforce Application Setup, needs to be configured with the following,
» AutomationEdge Integration Type
» AutomationEdge server Tenant Org Code
» Status Configurations
¢ AutomationEdge Status for the fulfillment lifecycle of the Service Request.

On AutomationEdge side Integration Services need to be setup. To establish the communication of
AutomationEdge Server and AutomationEdge App with Remedyforce, Remedyforce Administrator
credentials are required, which are stored as a Credential Object on AutomationEdge Server.
AutomationEdge Ul setups are discussed in the next section.

If you get a trial instance of Remedyforce from BMC, AutomationEdge Salesforce App comes pre-
bundled with it. If you are already a Remedyforce customer and don’t have AutomationEdge
Salesforce App, you can install it from Salesforce App Exchange. Following are the detailed steps to
install and upgrade AutomationEdge Salesforce App.
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Login to your Remedyforce instance using appropriate Salesforce URL. For
Sandbox instance: https://test.salesforce.com,
Production instance: https://login.salesforce.com
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Click the icon marked in red below to open the App Launcher.
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https://login.salesforce.com/
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3. Search for AutomationEdge in quick find box. Click AutomationEdge App as seen below in the

App Launcher.
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5. In case AutomationEdge is not visible in App Launcher search in AppExchange. Search for
AutomationEdge in search box and in search result select AutomationEdge.

AppExchange 5 . H
he Salestorce sore ) ' ‘ -

AutomationEdge

LR 8 & 8 ab

Ty , -

Al ma neds ; Ay
&c WCe IT Autom: for R jyforce
Service Desk Automation for Digital Work Place ,‘

7. Click on Confirm and Install
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3.2 Upgrade AutomationEdge App

1. Follow the link to upgrade post installation
https://login.salesforce.com/packaging/installPackage.apexp?p0=04t1C0000000Du5

Note: This upgrade is mandatory. Even though AutomationEdge Salesforce App is pre-
bundled with Remedyforce, you need go to this link to upgrade it.

If AutomationEdge salesforce app is not yet installed this link both installs and upgrades the

App.
https://login.salesforce.com/packaging/installPackage.apexp?p0=04t1C0000000Du5

3.3 Setup AutomationEdge App in Remedyforce
Follow the steps below to setup AutomationEdge Salesforce App for Remedyforce.

1. Atfter installation of AutomationEdge in your Salesforce Org, select AutomationEdge App under
application list.

BMC Remedyforce -~

Content

Salesforce Chatter

[=]

AutomationEdge

‘ AppExchange
Developer Community

Success Community

2. Navigate to AutomationEdge Administration tab. If you have AutomationEdge installed through
Remedyforce Trial, you will be asked to accept AutomationEdge EULA. Go through EULA and
accept to continue. If you have installed AutomationEdge from AppExchange, skip to step 4.

p‘ AutomationEdgs
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https://login.salesforce.com/packaging/installPackage.apexp?p0=04t1C000000ODu5
https://login.salesforce.com/packaging/installPackage.apexp?p0=04t1C000000ODu5
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4. Navigate to AutomationEdge Administration tab and select AutomationEdge Setup from View
dropdown and click on the Edit button.

5. There are two radio buttons - selection will depend on type of AutomationEdge server you are
using for automation.
Pull (AutomationEdge Pulls Automation Requests): Recommended for on premise
AutomationEdge server setup
Push (Push Automation Requests to AutomationEdge): Recommended for on cloud
AutomationEdge server setup
Fill in the required details under the Connectivity Configurations section. The AutomationEdge
Tenant Org Code, is provided by AutomationEdge Support.
Here, we are selecting “Pull” integration type and connect to AutomationEdge on cloud server
https://t3.automationedge.com
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7. Under Status Configuration section, provide status which will be set on particular action
performed by AutomationEdge. These actions are as follows:
a. Task status on submission to AutomationEdge: Choose a status to set when a task
under a service request is submitted to AutomationEdge. (for example: AUTOMATION IN-
PROGRESS)
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Task status on failure from AutomationEdge: Choose a status to set when
AutomationEdge has failed to fulfill the task under a service request. (for example:
FAILED)

Task status on success from AutomationEdge: Choose a status to set when a task
under a service request is successfully completed by AutomationEdge. (for example:
CLOSED)

Service Request status on success from AutomationEdge: Choose a status to set to
parent service request when task is successfully completed by AutomationEdge. (for
example: COMPLETED)

Task status on Diverted response from AutomationEdge: Choose a status to set when
AutomationEdge has failed to fulfill the task under service request due to business
process failure. (for example: WAITING FOR...)

8. Navigate to AutomationEdge Status under View dropdown. This is one-time configuration to
activate AutomationEdge application. In this section, Create Remote Site Setting by clicking on
the ‘Create Remote Site’ button. Similarly create 2 fields on the Remedyforce Task object by
clicking on the ‘Create Fields’ button. Click on the ‘Start Scheduler’ button to start scheduled job,

specify the Interval time, minimum 30 seconds.
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Note: Remote Site Setting is not applicable in Pull (AutomationEdge Pulls Automation Requests)
integration type, and hence Create Remote Site option will not be available.

9. Once all the steps are configured, the status on the top right corner will show as ‘Configuration

Complete’. (Refresh the page if required).

Actumsticat dge Conhiy
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10. There is no need to verify the connection with AutomationEdge from Remedyforce side for Pull
integration as we have selected. AutomationEdge polls Remedyforce for new Requests.
Remedyforce connection details need to be provided and tested on Automationedge Server as
discussed in the next section.

This completes Integrations setups required on Remedyforce side.

3.4 Whitelisting AutomationEdge Server
There are two ways to Whitelisting AutomationEdge Server on Remedyforce,

1. Whitelisting AutomationEdge Server IP on Remedyforce
2. Appending Security token to Remedyforce password

The two methods are discussed in the sections below,

3.4.1 Whitelisting AutomationEdge Server IP on Remedyforce
The following setup is required on Remedyforce instance to whitelist AutomationEdge server IP
Address.

1. Click My Settings under you username.
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3. Click Advanced User Details
It's Better in Lightning

Mave to Lightr

9 and gae your usars 3 productivity Doost

° Cnasge wy pastward
Moy Wy Aamen

e Vurage ey Chanw sead neefcasom
o Sty
Caatarrire my it
warse Wy lata

4. Click Profile
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6. Add IP ranges as required (e.g. 0.0.0.0 and end as 255.255.255.255)



3.4.2 Appending Security token to password
Following are the steps to get the Security token to append to Remedyforce password during login.

Click your user name in top right corner of a Remedyforce instance.

Select My Settings.

Select Personal in left panel.

Sixth option is "Reset My Security Token". Click this to generate a Security
token. You may append this security token to your password to login to
Remedyforce. However, note that this option is not visible if you have already
gone for the first option and whitelisted your AutomationEdge Server IP address.

E A

4 AutomationEdge Integration Services

4.1 Integration Services Setup
Before you can start using Integration, Integration setup needs to be done. Following, is the setup for
Generic Integration Services,

1. Create AE_INTG_HOME environment variable on a machine where integration service will
run

2. Integration Service binaries (WAR file) are available with AutomationEdge Release
package. Deploy Integration Service war on AutomationEdge Web Server or another Web
Server. Start web service.

3. Once deployed, Integration menu is visible on AutomationEdge Ul with System
Administrator login. Add an Integration Service. Download Integration Service
configuration file acintegrationservice.conf. The file can downloaded from Integration
Service listing using the download action. (Refer sections below on how to Add Integration
Service and download Integration Service configuration file)

4. Create a conf directory under AE_INTG_HOME and place the Integration Service
Configuration file aeintegrationservice.conf in it.



As a part of startup,

Integration Service creates one hidden file named “.intgprops” inside AE_INTG_HOME/conf
directory. It has some properties/information which Integration Service keeps modifying like
“Last Sync Time”.

Integration Service also creates a directory for Integration Types with sub directories for each
unigue integration type. For example, if integration types configured are “Remedyforce”,
“‘ROD” and “HDFC Email Service” etc. then following directory structure is created by the
integration service.

AE_INTG_HOME
conf

Eaeintegrationservice.conf
& .intgprops (hidden)
F—
intg_type
intg.]
remedyforce -> rf intg.jar
F—
rod -> rod_intg.jar
hdfc_emall_ser\uce -> hdfc email service.jar
F—
intg_storage
F—
input

output

During Integration service startup, has the following validations are done,

v' If AE_INTG_HOME is created and exists then proceed. Else throw error and stop
application.

v' If file aeintegrationservice.conf present then proceed. Else throw error and stop
application

v' Get machine username and hostname and validate against the values in conf. If
mismatch then throw error and stop application

v" Initialize Proxy if proxy conf file is present under conf directory

v' Connect to server and get configurations and initialize local cache. Subsequent calls from
integration service will have this UIK in the request header fetched from local cache.
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5 Enable Integration Service for Tenant
When you request for Remedyforce Trial instance Integration Service is enabled for the user's
Tenant.

5.1 Integration Service

Integration Service is a Web Server (e.g. tomcat) based service that hosts all the integrations for a
given tenant.

5.1.1 Add Integration Service
Following are the steps to create an Integration Service,

1. Navigate to Integration—> Services menu.
2. Click the Add New button.

/’\ AutomationEdgea

Services - [

|t |G | e

Ne record(s) found!

Figure 14f. Add Integration Service
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3. A pop up to configure an Integration Service appears. This Integration Service is not
assigned to any Tenant to begin with. Once the service is created, you may click Enable

button to assign it to Tenants.

New Service

Update Conf Job Lower Limit (in minutes):™

5

Update Response Job Lower Limit (in seconds):*

30

Machine Details

Machine Name:* User Name:* Cluster IP:*

+ Add More

Figure 14g: Integration Service Configuration pop up

Cluster Port:*

4. The table below explains these configuration parameters.

Table 20: Parameters for Integration Service Configuration

not provided.

Prarameter Description

Name The name of the new Integration Service to be
created.

Update Conf Job Lower Specify the job schedule in minutes to update the

Limit (in minutes) Integration Services configuration file

(aeintegrationservice.conf).

Integration Service creates a new scheduled job for
each Integration Service to check for updated
configurations/jars if any on AutomationEdge
server. The update message from AE Server, is
broadcasted to all cluster node’s

This job runs every 5 minutes by default if a value is

Lower Limit (in seconds): seconds.

Update Response Job Specify the update Response - job schedule in

Integration Service has one more scheduled jobs

© 2020 AutomationEdge Inc All Rights Reserved.
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that run every 30 seconds for the list of Integration
configurations for each Tenant.

Machine Name The machine name on which the Integration Service
is to be created.

User Name The User Name on the machine with which the
Integration Service runs.

Cluster IP The machine IP where the service runs (known as

Cluster IP in HA setup).

High availability is in built in AutomationEdge
Integration services. You may configure a cluster of
nodes while creating an Integration service on
AutomationEdge UlI.

Integration service HA is in the form of active —
passive polling mechanism, which means polling
happens from one of the integration service nodes
in the cluster. In case active node goes down, then
passive node becomes active and polling starts
from this node.

Note:

It is recommended to install integration service on
different machine, other than AE.

If not, at least the tomcat for integration service

should be different from AE Tomcat and the port of
integration service should be other than AE cluster
ports (i: e 5900 port).

Cluster Port The machine Port where the service runs (known as
Cluster Port in HA setup).

5. Configure an Integration Service as seen below. Click Submit.
6. On Submit the following validations are performed,
e Name must be unique across all the tenants.

¢ No other service is registered with the same combination of machine hostname and
machine username

e Cluster Port must be different other than Server’s hazelcast port
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New Service

Mame:™

AutomationEdge Integration Service

Update Conf Job Lower Limit (in minutes):*

5

Update Response Job Lower Limit (in seconds):*
30
Machine Details
Machine Name:® User Name:” Cluster IP:* Cluster Port:*

LPT-0782 seemak 10.41.7.15 5900

+ Add More

Figure 14h: Integration Service Configuration Details

7. Alternately, you may click Add More for this Integration Service to be created on one or
more machines. Click Submit.

Name:*
AutomationEdge Integration Service
Update Conf Job Lower Limit (in minutes):”
5
Update Response Job Lower Limit (in seconds)y”
30
Machine Details
Machine Name:* User Name:* Cluster [P:* Cluster Part:*
LPT-(1782 seemak i041.7.15 5900
Machine Name:" User Name:” Cluster [P: Cluster Pory”
VAE-PRD-Engine Administrator 10514361 S800

+ Add

Figure 14i: Integration Service Add More Machine Details
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8. Integration Service is registered successfully.

~
Services : Sl e | © A wew |

ow Columns
~

I ey e e ey

AutomationEdge Integration Sarvice  LPT.0782 teemak 10.81.25.10 5901 Stopped ¥ & @

VAE-PRD-Engine Admirustrator I10.514.161 5901 Stopped

Figure

14j: Integration Service registered successfully

51.2 Integration Service: Download configuration file
Tenant Administrators have the option to register integration service and download the integration
service configuration. Only one integration service registration is allowed for a Tenant Administrator.

This configuration is saved in the database and it also generates a configuration file named
aeintegrationservice.conf. The file should be downloaded and placed in AE_INTG_HOME/conf
directory on a machine where integration service runs. The configuration file properties highlighted in
Maroon color are not editable.

1. Navigate to Integration>Services
2. Click Download icon in the Actions column next to the service to be downloaded.
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3. Notice that aeintegrationservice.conf is downloaded.

- R

= F AN AutomationEdge

Services » - [ Addtew
Show Columns

w

Machine Name | User Name \ Cluster IP/Hostname n
;
VICES PTO7HI spomak 1041.7.1%

901 Stopped (7 & 0O

Automationgdqge integratan Ses

£-Demo-Seema  Administrator 1051419

5901 Stopped

Figure 15d: Download Integration Service Configuration File

4. The contents of the downloaded file are seen in below.

{
"name" : "techedge",
"uik" :
"YmFKYJE1NzQtOThkMyOOMmNmMLWEYNTCtNTRIZjY1IMzAOMjk5MTU30ODkyMDI3MzEyMg==",
"tenantOrgCode" : null,
"aeServerUrl" : "http://localhost:8080",
"aeServerVersion" : "5.6.0",
"machineDetails" : [ {
"hostname" : "LPT-0782",
"username" : "seemak",
“"clusterlp" : "10.41.7.15",
"clusterPort" : "5900"
o
"hostname" : "VAE-PRD-Engine",
"username" : "Administrator",
"clusterlp" : "10.51.4.161",
"clusterPort" : "5900"
H
"cleanuplinputFileStorage" : true,
"cleanupOutputFileStorage" : true,
"verification" : "YmIlyZTI4ZjhmODQ3ZDUzZTJhMzhhZTIONTNmY2M2N2U="

}

The contents of the integration configuration file aeintegrationservice.conf are listed in the
table below,

Table 21: Integration configuration file contents

Contents in Integration configuration file
Unique Identifier Key (UIK) (generated, encrypted)




Tenant OrgCode (if configured by Tenant Administrator)
AE Server URL (internally stamped)
AE Version (internally stamped)
Multiple pairs of following:
e Machine Username and Hostname (user provided of the machine where
Integration Service will run)
e Cluster IP Address (user provided in case of HA)
e Cluster Port (user provided in case of HA)
Flag for cleanup of input files
Flag for cleanup of output files
Hash of the contents(in Maroon Color) for verification so that it should not be
modified
Conf Update Job Lower Limit (in Minutes) (user provided)
Response Update Job Lower Limit (in Seconds) (user provided)

In case of AutomationEdge Cloud Instance you may use an existing
&\ Note: Integration Service.

5.2 Integration Type

Integration type is a Group of integrations which integrate with the same third-party service. Typically,
one integration type maps to one code base.

Tenant Administrator has the option to add/update/remove integration types. Integration type name
has to be unique across all tenants. Each integration type has its corresponding JAR. Tenant
Administrator can configure an Integration Type on the Integration Service configured.

In this guide we will create Remedyforce- Integration Type with Remedyforce REST type integration
jar provided with AutomationEdge Release 5.6.0.
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521 Add Integration Type
Following are the steps to create an Integration Type,

1. Navigate to Integration>Types

AutomationEdge

Types o

Tenant Crawind ™ Updated Actions

No record(s) found)

Figure 16a: Add new Integration Type

2. The New Type configuration window opens.

New Type

Description:*

Select File( jar):”

Choose File

Figure 16b: Integration Type Configuration

© 2020 AutomationEdge Inc All Rights Reserved.
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3.
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Provide desired configuration details. Click Submit.

Name:*

Remedyforce

Description:*

Integrate AutomationEdge and Remedyforce

Select File(jar):™

TestIntgJar-0.0.9-complete.jar

Figure 16c: Integration Type Configuration Details

Integration Type created successfully message appears.

z AutomationEdge

Name Description Tenant Created Last Updated Actions
Remedyforce  Integrate AutomationEdge with SYSADMIN  18-Jul-2020 18-Jul-2020 Z o
Remedyforce 10:32:58 10:32:58

Success X

Integration type [Remedyforce] created successfully

Figure 16d: Integration Type created successfully

¥ Not In case of AutomationEdge Cloud Instance you may use an existing
ote:

Integration Type or create New Integration Type.
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5.3 Integration Type Configuration

Integration Type configuration is an instance of integration type that is configured for a tenant to
communicate with one third-party service. Integration Type menu option is only available to Tenant
Administrators.

The following sections discuss the operations for Integration Type configuration.

53.1 Add Integration Type Configuration
Following are the steps to Add Integration Type Configuration,

1. Navigate to Integration>Type Configuration

ﬁ AutomationEdge

- e

No record(s) found!

Type Configurations

Figure 98c: Add New Integration Type Configuration



2.

3.
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Provide desired configuration details. Expand Polling Schedule.

f“ . AutomationEdge

New Configuration

Name:*
emedyiorce Service Reques

Description

¥ Update Response via Service

» Polling Schedule

A nEdge Integration ynce |
Types:”

Remedylorce
Sennces

AutomaticnEdge Integration Service

Figure 98d: Configuration Details

New Configuration

v Polling Schedule
Time Zone

Asia/Calcutta

Run Schadule Infinitely
Start Date: End Date;

Repest Every

Start Hour End Hour

o= -

The Polling Schedule configuration section is visible as below.

A'ﬁ AutomationEdge

Figure 98e: Polling Schedule form



4.

5.
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Provide desired Polling Schedule as seen below. Then expand Configuration Parameters

section.

/\ AutomationEdge |

New Configuration

¢ Run Schedule Infinitely
Start Date:
N ) )

Repeat Every

Start Hour End Mour

0 (
» Co ition Parameters

8 Submit RS

Figure 98f: Polling Schedule details

The Configuration Parameters section is visible as below.

» Configuration Parameters

Parameter 1 X

ype:
nng v Secret

Name Value

+ /

D -

Figure 98g: Configuration parameters form
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6. Provide desired Configuration Parameters values. Click Submit.

v Configuration Parameters

Parameter 1 X

Type:

String v Secret
Name: Value

Resut = Swc ess
+ Add I

Figure 98h: Configuration Parameters

7. Integration Type Configuration created successfully message appears.

AutomationEdge
Type Configurations earch Cl © A vew |
Name Description Last Updated | Actions
Remedyforce Service  AutomationEdge Integration Instance for 7-May-2020 7-May-2020 Zz o
Requests Remedyforce Service Requests 12:20:53 12:20:53

Success

Integration configutation [Remedyforce Service
Requests) crested

Figure 98i: Integration Type saved successfully

54 Import Seed Data Workflows

We populated our Remedyforce instance with Seed data. We need to import the corresponding
workflows in AutomationEdge from Ul. You may obtain the workflows from AutomationEdge Support
(support.automationedge.com)
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6 Remedyforce Service Request Fulfillment
There are three service requests as part of seed data in Remedyforce. In the following sections we
shall demonstrate end to end fulfillment of a Service Request.

6.1 Submit Service Requests in Remedyforce

1. Login to BMC Helix Remedyforce.
2. Navigate to More->Remedyforce Self Service.

& C @ 202002180041480471lightning.force.com/lightning/page/home * 0 @ :
v v 20 84 8
BMC Helix Remed... Home Chatter Getting Started  Dashboards Remedyforce Console  Knowledpe Articles Reports v o v P

Y Dashboard
SLA Dashboard: Incident and Service Request Management for L...

Last refreshad 3 days 2go. Refresh this dashboard 10 see the latest data

Pnonty 1 Incidents = Service Targets Due in This Week  *° Service Taroet Heaith for This Month *°

Remadyforce Self Seevice
D Alighna

l =)
Items to Approve

requests need your attent

3. Click Request a Service.

€ C & 200GIIADOAI404 71 Aghining furce com

BMC Halix Remed ‘ame Natter witting Started  Dastiooart Semecyturre Coman  Knawaedge Artce Rwrmedyfrce Seif Sa

& 2002 (FAF) Payrol Application - PERFORMANCE DEGRADATION

i)

oy
4
3
8
v

Popuiar Self Help Articies
Q Spmmmmees | Q Fma | Qy et
Heatt Qy Otvmrrer (@8 P Q

3 O Q|

2

E
)

Common Service Requests

2l

! oroer 31 3 OrOYe > et § CopyiLiense of
nw 1Yy Wy
_ i m




4. Click on AutomationEdge category.

& 22 (PAR) Fayroll Appicason - PERFORMANCE DEGRADATION

ot 3 Ticke Categories

i
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5. We shall execute Employee On-Boarding Service Request.

« C & 20ZDOZIB0OS JARDET I Aginning futew com

BMC Helx Remed O nate Cetting Sared  Oasnooar Deroayt

G ol P kDetry Croespree Server 5 Gowtt 1T 15 werking on the ssue

Service Requests

) [

z

1 Categens, 3 Aummanon Faye

Empioyes Os Eoadng
Manaoe Agptovan @ z y ”'. :.

F HaD AR GRi ACTve Directory Lsers List
3 S My
I B Googe Ssack

B®oe

Vi 1 Wy ACoy

u Drans

B 208
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6. Fillin the Service Request parameters.

7. Service Request parameters may also have input files and output file names.

“« c & oSighining force com/agitmng VNG Serreleck Hnmedptoms Sef Smure

BMC Remedyforce some  Getting Stavtes  Cratwe AP0 Ramnsoytorce Console
Samvice Requast

Employee On-Boarding

Roguest Yor new Empoyee On-Boardng

D PRasd proving 1N ORI Of Naw 0MEicyed 10 D9 ONDOMDND

wst o Lot /

Saurabhy Kukarn

B SEIOMNOG 0N Lo Toniny

i3t BMCRemedyforce  #Home GoltingStated Cratter Dashboords v Remedyforce Consoke

Sarvee Request

Employee On-Boarding

Regues ©r new Employee On-Boamng

-

' :!:m; NANSALOMACHRIDN COM
Fune® ';; |

‘0(’)' 'nIOU OC=Automabontage DC=Com

Subme
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8. Service Requested submitted successfully message appears. Note the Service Request
number (00000884 in this case).

<« C & csShightningforce.com/lightning/n/BMCServiceDesk_Remedyforce_Self_Service % O ° :

Sandbox: devh

. Mow Search Salesforce *l. 2 ol | ;‘J

:::  BMC Remedyforce Home  GettingStarted  Cnatter  Dashboards v Remedyforce Console  Knowledpoe Articles ~  Remedyforce Seif Service More v @

° Service Request 00000884

Thank youl Your service request has been submitied

6.2 View Fulfillment Workflows in AutomationEdge Ul
1. Navigate to AutomationEdge Ul Requests menu.
2. You can see Employee Onboarding Workflow has successfully completed. AD user has been
created successfully and added to AD group. O365 email account has also been created.

AutomationEdge

Requests

*+ Adwvanced Search

show Columns: 23 v ‘

c Page Size 10 . iy > »
1 Priocity Status Fallure Reason Agent Name §
191 Employes Onboarding Default et (-} seemak@LPT |

Massage : AD user 'Sumit Xaie created successtully. User ‘sumit Kale has been added to group “testADgroup’. 0365 Email Created:Sumit Kale @ vy ‘

190 Google Stocks Defsult Faturs Pl + ] Unknawn Reason seemak@LIT |
189 Get Aictive Dizectory Users List Default ompiie o seemalc®LPT4
186 Employee Omboarding Detault et [+] SPRMak LT
187 Employee Cnboarding Default STl (4] seemak LT
178 Google Stocks Default Falkite g @ | Urknown Reason seemak®LPT A
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6.3 View Updated Service Request Status
You may view the updated Service Requests.

1. Navigate to Remedyforce console.

“ c 8 oSightrmng forcezom ightneyg

BMC Remeadyforce Homwee  Ounting Startia

Servics Requests
[ o | ‘ . .
Warree Prineity Trpe Descrptine Chese ID Status Due Date Due Date SmariView
Lervies Re..  Gog ASSIGH 000
\
J200C0K. L \
0 4

(PAF) Pagrnl Appication  PMERFOGMANCE DEGRADATION  Wetirnad s dumww FTA 1 Rl vl 11 0'¢

bk B Bttt 0 8 Mo [ 1)

VI Clarnt e Qu.»

T=0
#
<
#

B ad .

2. The Service Request details show that the updated Resolution as seen below.

M b Wemedytor He—e

BMC Remegyforce Home  Gatting Sanoes Bameaytarne Conss KAlwietpe Atices

~
Server Baqeeshs | S200000ML .

Closed 1 » ¥ Reoad m Adtions Agent Seok Serviee Request Form DUl | SnenView

Gererst Server Reguent [nfomanun Incitent Detain Aswgrmemt Detards Service Benuent Oetaih

v Incident Details

Tasuv Key

lesus D
Turmplate Benudeas
Imployes OnSoardng - INC Q
Owecription Hesohutic
-3 e mGu > . - -

Tmplyne OnBoantng

v Asstgniment Delails

et [ ’a

"

Aty Foed © e
.

3. This completes the process of Remedyforce Service Request fulfillment by AutomationEdge.
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