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1.  Introduction
This document describes how to create mobile applications using Unwired 
Accelerator (UA) 8.0 Mobile Web Studio and Remedy Action Request (AR) 
system version 6.0.x or 7.0.x.

A Common Security Infrastructure (CSI) security provider is available for the 
Remedy AR system Version 6.0.x. The CSI security provider implements 
authentication and role-based access checks against the Remedy AR system. 
See “Configuring CSI Remedy AR security provider” on page 56, and the UA 
8.0 Installation Guide for information.

Note  The instructions in this Technical Bulletin show Remedy AR 6.0.x 
examples. Most procedures are the same in Unwired Accelerated, regardless of 
the Remedy AR system version. See “Creating a mobile application with 
Remedy AR 7.0” on page 35 for Remedy AR 7.0.x examples that are different.

 1.1 Requirements
This document assumes you have already installed Unwired Accelerator 8.0 
and EBFs on Windows 2003 or XP, and have installed a Remedy AR system. 
Current EBFs include:

• UA 8.0 with Remedy 6.0.x – requires EBF #13973

• UA 8.0 with Remedy 7.0.x – requires EBF #14516

If you have not already installed these products, see the UA 8.0 Installation 
Guide and Release Bulletin, and Remedy AR system documentation. 

You must set up the Remedy AR system server, and configure the CSI Remedy 
security provider to use integrated security. See “Configuring the Remedy AR 
System security provider” on page 56.

Note  To use UA 8.0 with Remedy AR system Version 7.0.x, install patch 4. 
See “Configuring for Remedy AR system version 7.0” on page 58.

This document also assumes that you are familiar with Remedy AR System 
and Web services.
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 1.2 Limitation
The CSI 3.0 security provider is not certified with Remedy AR 7.0.x.

2.  Creating a mobile application with Remedy
The basic process for creating a Remedy mobile application is:

1 Plan the Remedy mobile application, including which Remedy Web 
services to expose, and the mobile application capabilities required.

2 Expose any required Remedy Web services using the Remedy 
Administration GUI. See “Creating a Remedy Web service” on page 3.

3 Create the mobile application using UA 8.0 Mobile Web Studio. Include 
multilevel lookups and linked parameters as needed. See “Creating a 
mobile application” on page 8.

4 Deploy the mobile application to your mobile device. See “Deploying a 
Remedy mobile application” on page 35.

See the sections that follow for detailed procedures.

3.  Creating a Remedy Web service
This section provides an overview of how to expose Web services in Remedy 
AR system Version 6.0.x. For detailed procedures, see the Remedy 
Administrator documentation.

Table 1 shows the Web services in the Remedy AR system Version 6.0.x 
example:

Table 1: Web services used in the Remedy AR 6.0.x example 

See section “Creating a Remedy Web service” on page 35 for Web services 
used in a Remedy AR system Version 7.0.x example.

❖ Exposing Remedy Web services

1 Open the Remedy Administrator and enter your login information.

HelpDesk_Query_Service GetListBy_Requester_FullName

HelpDesk_Modify_Service SetBy_Case_ID

HelpDesk_Submit_Service Create_HelpDesk_Case
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2 Select Servers | Host | Web Services, where Host is the name of the 
Remedy server, such as ITSM60demo. Right-click Web Services, and select 
New Web Service.

3 In the New Web Service window, make entries for the Web service. 
Figure 1 shows example entries for HelpDesk_Submit_Service.

Figure 1: New Web Service window

4 Click Input Mapping to define the input mapping. Figure 2 shows example 
input mapping entries for HelpDesk_Submit_Service.
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Figure 2: Input mapping window

Click OK.

5 Click Output Mapping to define the output mapping. Figure 3 shows 
example output mapping entries for HelpDesk_Submit_Service.
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Figure 3: Output mapping window

You can leave the ROOT element unmapped, but the Case_ID entry is 
mapped to the HPD:HelpDesk entry in the Remedy Form.

Click OK.

6 Click the Permissions tab to assign the appropriate permissions to the Web 
Service. From the No Permission list, select Public and click Add.

7 From the main menu, select File | Save | Web Service to save the Web 
Service.

8  Verify the WSDL is accessible from the Remedy middle-tier server.

a Click the WSDL tab.

b Edit the WSDL URL field according to the instructions on the tab.

c Click View.
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d A WSDL, similar to the one shown below, displays, which indicates 
the WSDL is accessible from the Remedy AR middle-tier server; you 
can use it from Unwired Accelerator to create the Web service. An 
error message indicates the WSDL is not accessible from Remedy 
AR; you will not be able to use it from Unwired Accelerator.

Figure 4: Remedy WSDL file

Once complete, you can use the Web Service in Unwired Accelerator 
to obtain and link the Case_ID values automatically to Remedy 
applications created in UA.
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4.  Creating a mobile application
This section shows how to use the Web Service Element wizard to create a 
master Remedy application, and manually link it to update and insert 
applications. It also shows you how to add multilevel lookup functionality 
using the linked parameters mechanism. You can use the resulting application 
with other applications to mobilize the data on the Remedy server and deliver 
it to your handheld devices.

 4.1 Creating the master application
This section describes how to create a master application called 
GetHelpDeskList, using a Remedy HelpDesk Web service example. See the 
UA 8.0 Developer’s Guide for additional information about Web Service 
Element.

❖ Creating the GetHelpDeskList application

1 From Mobile Web Studio, select Applications in the left pane, select New 
in the Application Manager Status menu, and click the New button to 
launch Application Builder.

2 Click the down arrow to the right of Add, and select Web Service Element.

3 In the Web Service Element Definition window, make sure the WSDL 
option is selected, then identify the Web service to use:

a In WSDL URL, enter:

http://ITSM60Demo.sybase.com/arsys/WSDL/public/ITSM60Demo/HelpDesk_
Query_Service.

Note  You must replace the strings ITSM60Demo with the host name 
and the middle-tier server specific to your own installation.

For example:

http://uademo-remedy.try.sybase.com/arsys/WSDL/public/ITSM60Demo/
HelpDesk_Query_Service

b Click Get Method. Several methods are returned.

c In Method, select 
HelpDesk_Query_ServicePortType:GetListBy_Requester_

FullName from the list.
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Figure 5: GetHelpDeskList application Web service 

4 Make sure Enable Grid Rules is selected.

5 In the Web Service Element Definition window, define an XSLT template, 
which transforms output from XML format to the grid format required to 
build mobile applications:

a Next to Content XSLT, click Create.

b In Web Services Output XSLT Template Customization, enter:

• Name – enter a name such as GetHelpDeskList.

• Roles – click Add All to add all the roles to Assigned Roles.

• Select Output Parameters for Display – highlight a parameter, 
such as getListValues.Requester_Name. The value 
displays in Update Output Display Name.
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• Select Node Level That Contains One or More Child Records – 
click Select.

The Select Node Level window displays. Select 
getListValues, and click OK. The selected value displays in 
the field.

Figure 6: HelpDeskList application XSLT template 

c In the Web Services Output XSLT Template Customization Window, 
click Save, then click OK in the confirmation window.

6 In Web Service Element Definition window, enter input parameter values:

a Click Input to display input parameters.

b Make entries in the input parameter fields for which you want to 
establish default values. This example uses Demo for user name, and 
Steve Security for Requester_Full_Name.
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Figure 7: GetHelpDeskList application input parameters

c Click Next.

d When you are asked if you want to proceed even though the 
parameters are not all filled in, click OK.

7 In the Define window, select Records Contain Labels, accept 1 to indicate 
the first row is a header row and not a data row, and click Next.

8 In the Filter window, click Next.

9 In the Configure Parameters window, configure the input parameters:

a Configure – select the boxes for the parameters you want. For this 
example:

• _HEADER.AuthenticationInfo.userName
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• GetListBy_Requester_Fullname.Requester_Full_Name

Note  The selected parameters move to the bottom of the list as they 
are selected, in the order selected.

b Display Name – for the selected parameters, change the name to make 
it shorter or easier to read:

• _HEADER.AuthenticationInfo.userName – change to User 
Name.

• GetListBy_Requester_Fullname.Requester_Full_Name – 
change to Requester Name.

c Optional. You could make additional modifications to the 
configuration parameters using Table 2 as a guide. For this example, 
accept the default values.

Table 2: Configure Parameters fields

Field Description

Position arrows Changes the order of the parameters using the position arrows.
Display Name Modifies a display name so it is easier to read or shorter. However, it is important to use 

the same display names used in the XSLT template definition for all parameters.

Default Value Assigns a default value.
Type Assigns a display type for the parameter; the type determines how the value will 

be used in the mobile application:
None Hides parameters in the setup window.

Text Field Displays text.

Calendar Date Displays a calender for selecting a date.

Password Masks the password.

Select Creates a list of values.

Text Area Displays text.

Boolean Indicates a true or false, or yes or no choice.

Grid Indicates a grid format.

Linked Indicates that linked parameters are used. The Add 
and Clear buttons display when Linked is selected, 
enabling you to link to a linked parameters 
application, such as LinkedRemedyParams.

Personalize Used to personalize the entry.

Key Used to indicate a key for personalization.
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d Select Next.

10 The Preview window displays. In Element Name, enter 
GetHelpDeskList and click Finish.

11 In Application Builder, click Save.

12 On the Finish window, make these entries (accept the defaults for all other 
fields):

Mobile tab  Select Make Available For Disconnected Mobile Devices.

Roles tab  Click Add All to add all roles to this application.

13 Click Finish to save the application, and click OK to confirm.

14 Optional. In Application Builder, select Params, then click Next to view 
the parameter settings. The Configure Parameters window displays, as 
shown in Figure 8 on page 14. Click Close to exit Configure Parameters.

Note  If you choose to change the parameter settings, be sure to click Save, 
then return to Application Builder and click Save, and OK to confirm.

Kind Identifies the kind of parameter:
Search Search for a value.

Update Update a value.

Required Identifies required parameters. The required fields are marked with an asterisk on 
the mobile application.

Field Description
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Figure 8: GetHelpDeskList parameters

15 In Application Builder, click Close in the upper-right corner to close the 
window.

16 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The GetHelpDeskList application 
displays in the detail pane.

17 In Mobile Web Studio, right-click the GetHelpDeskList application in 
the detail pane, and select Approval Status | Approved.

Click OK to confirm.

18 Select Approved from the Application Manager Status menu. You see the 
newly approved GetHelpDeskList application in the detail pane.

19 Optional. Select GetHelpDeskList and click Preview to view the 
application. Required fields are marked with an asterisk.

You have successfully created the master Remedy application.



Unwired Accelerator 8.0 4. Creating a mobile application

Technical Bulletin for Windows 2003 and XP 15

❖ Optional. Viewing the XSLT template definition

When creating Remedy application with linked parameters, it is important to 
use the display names used in the XSLT template definition to help ensure that 
your parameters work once the application is deployed to mobile devices. This 
section describes how to obtain the display names, so you can use the 
information as a reference.

1 From Mobile Web Studio, select Templates in the left pane, select 
Approved in the Application Manager Status menu.

2 In the right pane, select the XSLT template, such as GetHelpDeskList, and 
click Preview. The contents shows Display Names used in the XSLT 
template:

Assignee_Login_Name Case_ID Case_Type Category Create_Time Department 
Description Item Office Phone_Number Priority Region Request_Urgency 
Requester_Login_Name Requester_Name Site Source Status Submitted_By 
Summary Type Assignee_Login_Name 1 Case_ID 2 Case_Type 3 Category 4 
Create_Time 5 Department 6 Description 7 Item 8 Office 9 Phone_Number 10 
Priority 11 Region 12 Request_Urgency 13 Requester_Login_Name 14 
Requester_Name 15 Site 16 Source 17 Status 18 Submitted_By 19 Summary 20 
Type 21 

3 For any of these parameters, be sure to use the display name format shown 
when configuring the display name for additional applications. For 
example, always use “Assignee_Login_Name,” and not “Assignee Login” 
or Assignee Login Name.”

For parameters not shown here, you can change the Display Name format.

4 Close the window to exit the Preview window.

5 Optional. You can select GetHelpDeskList and click Edit to see detailed 
information about the XSLT template definition. Click Close to exit the 
window.
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 4.2 Creating the update application
In this procedure, you will create an application called ModifyHelpDeskCase, 
which allows you to update designated fields according to the specified 
Case_ID on your handheld device. When you save the updates, they are cached 
until the next synchronization. The updates are then pushed to the UA server, 
then applied to the Remedy server through the associated Web service method. 

Note  You may encounter a series of CCL, SOAP, and Java messages while 
doing this procedure. These are typically Remedy messages in SOAP format 
that are not processed by Unwired Accelerator. You can ignore the messages, 
and continue the procedure. As long as you can save the application 
successfully later in the procedure, the mobile application is created. If you 
cannot save the mobile application later it indicates another problem.

❖ Creating the ModifyHelpDeskCase application

1 From Mobile Web Studio, select Applications in the left pane, select New 
in the Application Manager Status menu, and click the New button to 
launch Application Builder.

2 Click the down arrow to the right of Add, and select Web Service Element.

3 On the Web Service Element Definition window, make sure the WSDL 
option is selected, then identify the Web service to use.

a In WSDL URL, enter: 
http://ITSM60Demo.sybase.com/arsys/WSDL/public/ITSM60D

emo/HelpDesk_Modify_Service.

Note  Replace the string ITSM60Demo with the host name of the 
middle-tier server specific to your own installation.

For example:

http://uademo-remedy.try.sybase.com/arsys/WSDL/public/ITSM60Demo/
HelpDesk_Modify_Service

b Click Get Method. In this example, only one method is returned: 
HelpDesk_Modify_ServicePortType:SetBy_Case_ID.

c Make sure Enable Grid Rules is selected.

d In the Web Service Element Definition window, click Input and enter 
the default values for the fields you want to update. For this example, 
use these values (leave the field blank if no value is provided):
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Table 3: HelpDesk_Modify_Service – sample input parameter entries

e Click Next.

f When you are asked if you want to proceed without specifying a 
Content XSLT Template, click OK. Since there is no output defined 
for the WSDL, you do not need to specify a Content XSLT Template.

g When you are asked if you want to proceed even though the 
parameters are not all filled in, click OK.

4 In the Define window, select Records Contain Labels, accept 1, and click 
Next.

Parameter Default value

userName Demo

Accounting_Code 1500

Assignee_Login_Name Demo

Assignee_Manager_Full_Name Demo

Case_Type Incident

Category Hardware

Department Engineering

Description Test

Hotlist No

Item IBM

Office #3 Sybase Dr.

Phone_Number 925-236-5000

Priority Low

Region USA

Request_Urgency Low

Requester_Login_Name Demo

Requester_Name Demo

Site 25 Bay St, Mountain View, CA

Solution_Description This is a brand new case

Solution_Summary This is a brand new case

Source Requester

Status Assigned

Submitted_By Demo

Summary This is a brand new case

Type Laptop

Case_ID HD0000000000142
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5 In the Filter window, select Next.

6 In the Configure Parameters window, configure the input parameters:

a Under Configure, select the boxes for the parameters you want.

Note  The parameters move to the bottom of the list as they are 
selected, in the order they are selected. To make it easier to follow the 
example, select the parameters in the order listed in Table 4.

For this example, select all parameters except:

• _HEADER.AuthenticationInfo.password

• service_wsdl

• _Header.AuthenticationInfo.timeZone

• _HEADER.AuthenticationInfo.locale

• service_method

• _HEADER.AuthenticationInfo.authentication

b For the selected parameters, modify the parameter values as needed. 
See Table 4 for values used in the example; and see Table 2 on 
page 12 for a description of the parameter settings.

Note  For the parameters with the Display Type set to “Linked”—
Category, Type, Item, Region, Site, and Department—the Add and 
Clear buttons display. In a later step, “Linking parameters to add 
multilevel lookup” on page 29, you will use these buttons to link 
parameters for multilevel lookup.

For the parameter with the Display Type set to “Select”—Status—the 
Add and Clear buttons display. Select Add, then make entries for 
these selections: Assigned (the default), Approved, New, and Deleted.

Table 4: ModifyHelpDeskCase – sample entries

Parameter Display name Default value
Display 
type Kind Required

SetBy_Case_ID.Description Description Test Text Field Update Yes

SetBy_Case_ID.Case_ID Case_ID HD0000000000142 Text Field Search No

SetBy_Case_ID.Hotlist Hotlist No Text Field Search No

SetBy_Case_ID.Submitted_
By

Submitted_By Demo Text Field Search No
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SetBy_Case_ID.Phone_
Number

Phone_Number 925-236-5000 Text Field Update No

SetBy_Case_ID.Solution_
Summary

Solution 
Summary

This is a brand new 
case

Text Field Search No

SetBy_Case_ID.Assignee_
Manager_Full_Name

Assignee 
Manager

Demo Text Field Search No

SetBy_Case_ID.Item Item IBM Linked Update Yes

SetBy_Case_ID.Summary Summary This is a brand new 
case

Text Field Update Yes

_Header.AuthenticationInfo.
userName

User Name Demo None Search No

SetBy_Case_ID.Office Office #3 Sybase Dr. Text Field Update No

SetBy_Case_ID.Status Status Assigned

Note  Select the Add 
button, then create 
entries: Assigned, 
Approved, New, and 
Deleted.

Select Search Yes

SetBy_Case_ID.Region Region USA Linked Search No

SetBy_Case_ID.Accounting
_Code

Accounting Code 1500 Text Field Search No

SetBy_Case_ID.Type Type Laptop Linked Update Yes

SetBy_Case_ID.Requester_
Login_Name

Requester_
Login_Name

Demo Text Field Search Yes

SetBy_Case_ID.Source Source Requester Text Field Search Yes

SetBy_Case_ID.Department Department Engineering Linked Update No

SetBy_Case_ID.Site Site 25 Bay St, Mountain 
View, CA

Linked Update No

SetBy_Case_ID.Assignee_
Login_Name

Assignee_
Login_Name

Demo Text Field Update No

SetBy_Case_ID.Solution_
Description.

Solution This is a brand new 
case

Text Field Search No

SetBy_Case_ID.Priority Priority Low Text Field Update Yes

SetBy_Case_ID.Request_
Urgency

Request_
Urgency

Low Text Field Update No

SetBy_Case_ID.Case_Type Case_Type Incident Text Field Search Yes

Parameter Display name Default value
Display 
type Kind Required
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c Select Next.

Note  You must have write privilege to modify the Remedy AR database.

7 The Preview window displays. In Element Name, enter 
ModifyHelpDeskCase, and click Finish.

Note  When prompted to fill in all required fields for preview, click OK to 
bypass.

8 In the Application Builder, click Save.

9 On the Finish window, make this entry (accept the defaults for all other 
fields):

Roles tab  Click Add All to add all roles to this application.

10 Click Finish to save the application, and click OK to confirm.

11 Optional. Select Params, then click Next to view the parameter settings as 
shown in Figure 9, then click Close. If you choose to change the parameter 
settings, be sure to click Save; then return to Application Builder, click 
Save, and OK to confirm.

SetBy_Case_ID.Requester_
Name

Requester_Name Demo Text Field Search Yes

SetBy_Case_ID.Category Category Hardware Linked Update Yes

Parameter Display name Default value
Display 
type Kind Required
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Figure 9: ModifyHelpDeskCase parameters

12 Click Close in the upper-right corner to close the Application Builder 
window.

13 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The ModifyHelpDeskCase 
application displays in the detail pane.

14 In Mobile Web Studio, right-click the ModifyHelpDeskCase application 
in the detail pane, and select Approval Status | Approved.

Click OK.

15 Select Approved from the Application Manager Status menu. You see the 
newly approved ModifyHelpDeskCase application in the detail pane.

16 Optional. Select ModifyHelpDeskCase and click Preview to view the 
application. The lists are not yet populated.
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You have successfully created the update Remedy application.

 4.3 Creating the insert application
In this procedure, you will create an application called CreateHelpDeskCase, 
which allows you to create a new help desk case by entering values in the 
required fields. A new Case_ID number is returned once you have successfully 
created the application.

❖ Creating the CreateHelpDeskCase application

1 From Mobile Web Studio, select Applications in the left pane, select New 
in the Application Manager Status menu, and click the New button to 
launch Application Builder.

2 Click the down arrow to the right of Add, and select Web Service Element.

3 On the Web Service Element Definition window, make sure the WSDL 
option is selected, then identify the Web service to use.

a In WSDL URL, enter 
http://ITSM60Demo.sybase.com/arsys/WSDL/public/ITSM60D

emo/HelpDesk_Submit_Service.

Note  Replace the string ITSM60Demo with the host name of the 
middle-tier server specific to your own installation.

For example:

http://uademo-remedy.try.sybase.com/arsys/WSDL/public/ITSM60Demo/
HelpDesk_Submit_Service

b Click Get Method. One method displays, 
HelpDesk_Submit_ServicePortType:Create_Helpdesk_

Case.

c Make sure Enable Grid Rules is selected.

d Next to Content XSLT, click Create. The Web Services Output XSLT 
Template Customization window appears.

• Name – enter CreateHelpDeskCase.

• Roles – click Add All to add all the roles to Assigned Roles.

• Select Output Parameters for Display – highlight a parameter, 
such as Case_ID. The value displays in Update Output Display 
Name.
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• Select Node Level That Contains One or More Child Records – 
click Select.

The Select Node Level window appears. Select “/,” and click 
OK.

• In the Web Services Output XSLT Template Customization 
Window, click Save, then click OK in the confirmation window.

e In the Web Service Element Definition window, click Input and enter 
the default values for the fields you want to update. For this example, 
use these values (or leave blank if omitted):

Table 5: HelpDesk_Submit_Service – sample input parameter entries

f Click Next.

g When you are asked if you want to proceed even though the 
parameters are not all filled in, click OK.

4 In the Define window, select Records Contain Labels, accept 1, and click 
Next.

5 In the Filter window, click Next.

Parameter Default value

userName Demo

Case_Type Incident

Category Networking

Department Marketing

Description Test

Hotlist No

Item Dial-up

Office #3 Sybase Dr.

Phone_Number 925-236-5000

Priority Low

Region USA

Request_Urgency Low

Requester_Login_Name Demo

Requester_Name Demo

Site 25 Bay St, Mountain View, CA

Source Requester

Status New

Summary New case

Type Connectivity
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6 In the Configure Parameters window, configure the input parameters.

a Under Configure, select the boxes for the parameters you want.

Note  The parameters move to the bottom of the list as they are 
selected, in the order they are selected. To make it easier to follow the 
example, select parameters in the order listed in Table 6.

For this example, select all parameters except:

• _HEADER.AuthenticationInfo.password

• service_wsdl

• Create_Helpdesk_Case.Pending

• _HEADER.AuthenticationInfo.timeZone

• _HEADER.AuthenticationInfo.locale

• Create_Helpdesk_Case.Escalated

• Create_Helpdesk_Case.WorkLog

• service_method

• Create_Helpdesk_Case.Create_Time

• _HEADER.AuthenticationInfo.authentication

• Create_Helpdesk_Case.Orig_Submitter

b For the selected parameters, modify the parameter values as needed. 
See Table 6 for values used in the example; and see Table 2 on 
page 12 for a description of the parameter settings.

Note  For the parameters with Display Type set to “Linked”—
Category, Type, Item, Region, Site, and Department—the Add and 
Clear buttons display. In a later step, “Linking parameters to add 
multilevel lookup” on page 29, you will use these buttons to link 
parameters for multilevel lookup.

Table 6: CreateHelpDeskCase – sample entries

Parameter Display name Default value
Display 
type Kind Required

_Header.AuthenticationInfo.
userName

User Name Demo None Update No
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c Select Next.

Create_Helpdesk_Case.
Requester_Name

Requester_Name Demo Text Field Update Yes

Create_Helpdesk_Case.
Phone_Number

Phone_Number 925-236-5000 Text Field Update No

Create_Helpdesk_Case.
Requester_Login_Name

Requester_
Login_Name

Demo Text Field Update Yes

Create_Helpdesk_Case.
Request_Urgency

Request_
Urgency

Low Text Field Update No

Create_Helpdesk_Case.
Case_Type

Case_Type Incident Text Field Update Yes

Create_Helpdesk_Case.
Summary

Summary New case Text Field Update Yes

Create_Helpdesk_Case.
Description

Description Test Text Field Update Yes

Create_Helpdesk_Case.
Priority

Priority Low Text Field Update Yes

Create_Helpdesk_Case.
Category

Category Networking Linked Update Yes

Create_Helpdesk_Case.Type Type Connectivity Linked Update Yes

Create_Helpdesk_Case.Item Item Dial-up Linked Update Yes

Create_Helpdesk_Case.
Region

Region USA Linked Update No

Create_Helpdesk_Case.Site Site 25 Bay St, Mountain 
View, CA

Linked Update No

Create_Helpdesk_Case.
Department

Department Marketing Linked Update No

Create_Helpdesk_Case.
Office

Office #3 Sybase Dr. Text Field Update No

Create_Helpdesk_Case.
Source

Source Requester Text Field Update Yes

Create_Helpdesk_Case.
Status

Status New Text Field Update Yes

Create_Helpdesk_Case.
Hotlist

Hotlist No Text Field Update No

Parameter Display name Default value
Display 
type Kind Required
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7 The Preview window displays. In Element Name, enter 
CreateHelpDeskCase, and click Finish.

Note  If prompted to fill in all required fields for preview, click OK to 
bypass.

8 In the Application Builder, click Save.

9 On the Finish window, make this entry (accept the defaults for all other 
fields):

Roles tab  Click Add All to add all roles to this application.

10 Click Finish to save the application, and click OK to confirm.

11 Optional. In Application Builder, select Params, then click Next to view 
the parameter settings as shown in Figure 10, then click Close. If you 
choose to change the parameter settings, be sure to click Save; then return 
to Application Builder, click Save, and OK to confirm.
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Figure 10: CreateHelpDeskCase parameters

12 Click Close in the upper-right corner to close the Application Builder 
window.

13 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The CreateHelpDeskCase 
application displays in the detail pane.

14 In Mobile Web Studio, right-click the CreateHelpDeskCase application 
in the detail pane, and select Approval Status | Approved.

Click OK.

15 Select Approved from the Application Manager Status menu. You see the 
newly approved CreateHelpDeskCase application in the detail pane.

16 Optional. Select CreateHelpDeskCase and click Preview to view the 
application. The lists are not yet populated. The Case_ID at the bottom is 
used when a user saves a new record, and a Case_ID is assigned.
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You have successfully created the Remedy application.

 4.4 Linking the applications
Once you have created the master, update, and insert applications, link the 
ModifyHelpDeskCase and CreateHelpDeskCase applications to the 
GetHelpDeskList master application.

❖ Linking the update applications to the master application

1 In Applications | Approved, select the GetHelpDeskList application, 
and click Edit.

2 In Application Builder, click Properties.

3 In the Properties Editor window, click the Mobile tab.

4 Link GetHelpDeskList to ModifyHelpDeskCase:

a Under Linked Applications, click Add.

b In the Find Application window, click Search.

c From the Results pane, select the ModifyHelpDeskCase 
application, and click Add.

d In the Properties Editor window, where you see the 
ModifyHelpDeskCase application listed as a linked application, 
enter:

• Action Type – select Update from the list.

• Menu Level – accept the default value of 1.

5 Link GetHelpDeskList to CreateHelpDeskCase:

a Under Linked Applications, click Add.

b In the Find Application window, click Search.

c From the Results pane, select the CreateHelpDeskCase 
application, and click Add.

d In the Properties Editor window, where you see the 
CreateHelpDeskCase application listed as a linked application, 
enter:

• Action Type – accept Insert from the list.

• Menu Level – accept the default value of 1.
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Figure 11: Linking applications

6 Click OK. 

7 In Application Builder, click Save, and OK to confirm.

8 Click Close in the upper-right corner of Application Builder.

 4.5 Linking parameters to add multilevel lookup
The Remedy Administration GUI enables you to make choices from lists, and 
have those choices affect the choices in other fields. For example, if State, City, 
and Zip Code fields are in a chained relationship, when the user selects a state 
from a list, only cities within that state present in the City list, and only zip 
codes within the selected city present in the Zip Code list.

The Unwired Accelerator integration with Remedy mimics this capability 
using the linked parameters feature. This section describes how.

 4.5.1 Creating the linked parameters application

In this procedure, create an application called RemedyLinkedParams, which 
enables you to link UA applications with the Remedy data source table of 
chained parameters. You can watch a demo on Try Sybase at 
http://uademo01.try.sybase.com/onepage/samples/remedy/HelpDeskSample.ht
m. Scroll down to Appendix A, “Multilevel lookups in Remedy” and select the 
“Linked Parameter Lookup application: Category and Location” link.

❖ Creating the RemedyLinkedParams application

1 Before you start, locate the Web application. If the Web application is part 
of a WAR file, unzip the WAR file within the ...\onepage directory 
structure. For this example, skip to the next step.
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2 From Mobile Web Studio, select Build | Applications in the left pane, 
select New in the Applications Manager Status menu, and click the New 
button.

3 In Application Builder, click the down arrow to the right of Add, and select 
JSP Element.

4 In the JSP Element Definition window, select Use Web Application to use 
a Web application archive (WAR) file that is on the application server. 
Then make these selections (accept the default entries for all other fields):

• WAR file – enter onepage.jar.

• Web App Display Name – enter onepage.

• Enter the Initial Resource – enter the path to the Web application, in 
this case, /portlets/samples/RemedyLinkedParam.jsp.

• Enable Grid Rules – select to enable the use of grid rules. See the UA 
8.0 Developer’s Guide for information about using grid rules.

• Select Preview. The five-column table displays. This ensures UA can 
see the Remedy WSDL.
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Figure 12: RemedyLinkedParams application

5 Click Next.

6 In the Define window, select Records Contain Labels, accept 1 to indicate 
the first row is a header row and not a data row, and click Next.

7 In the Filter window, click Next.

8 In the Preview window, in Element Name, enter RemedyLinkedParams, 
and click Finish.

9 In Application Builder, click Save.

10 On the Finish window, click Finish, and click OK to confirm.

11 Click Close in the upper-right corner to close the Application Builder 
window.
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12 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The RemedyLinkedParams 
application displays in the detail pane.

13 In Mobile Web Studio, right-click the RemedyLinkedParams application 
in the detail pane, and select Approval Status | Approved.

Click OK.

14 Select Approved from the Application Manager Status menu. You see the 
newly approved RemedyLinkedParams application in the detail pane.

 4.5.2 Using the linked parameters application in the update and insert 
applications

In this procedure, link ModifyHelpDeskCase and CreateHelpDeskCase to the 
data source table, RemedyLinkedParams. It is important for parameters to use 
the same display name used in the Display_Name column in the data source 
table, or the linked parameters will not work.

For example, if the display name for a linked parameter is 
“Create_Helpdesk_Case.Department” in an application, but the display name 
is “Department” in the data source table, you must change the display name to 
“Department” in the application in order for the linked parameter to work.

❖ Linking parameters for multilevel lookup

1 From Mobile Web Studio, select Build | Applications in the left pane, 
select Approved in the Applications Manager Status menu.

2 Select ModifyHelpDeskCase in the detail pane, and click Edit to launch 
Application Builder.

Note  When prompted to fill in all the required fields for preview, click OK 
to bypass.

3 Select Params, and click Next.

4 In Configure Parameters, look for the parameters with the Add and Clear 
buttons exposed. (When you created the applications, you selected Linked 
in Display Type to expose the Add and Clear buttons).

5 Click one of the Add buttons.
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6 In Find Portlet, click Search, then find and select the 
RemedyLinkedParams application, and click Add. This links all the 
linked parameters to the data source file.

Note  To remove a linked parameter, click Clear.

7 Click Save, and close the window. The linked application displays in the 
Component column. Figure 13 shows several parameters—Item, Region, 
Type, Department, Site, and Category—that are linked to the 
RemedyLinkedParams.jsp file for the CreateHelpDeskCase application.

Figure 13: Linking parameters for multilevel lookup

8 Optional. Make any additional configuration parameter settings you 
require, and edit your application using regular procedures.

9 In the Configure Parameters window, click Save, and close the window.
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10 In Application Builder, click Save, and OK to confirm.

11 Click Close to exit Application Builder.

12 Repeat the procedure for the CreateHelpDeskCase application.

 4.5.3 Previewing an application

Optional. You can preview the CreateHelpDeskCase and 
ModifyHelpDeskCase applications.

❖ Previewing the CreateHelpDeskCase application

1 From Mobile Web Studio, select Build | Applications in the left pane, then 
select Approved in the Applications Manager Status menu.

2 Select CreateHelpDeskCase in the detail pane, and click Preview. The 
lists are now populated.

Figure 14: Previewing CreateHelpDeskCase

3 Select Telecom from the Category list.
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4 In the Type field, the values in the list have changed from accounting 
values to telecommunications values.

5 Make some other changes, then click OK. The Case_ID value increments. 
When you close the window, the values return to their default values, since 
the preview screen is not linked to a database.

5.  Deploying a Remedy mobile application
If your application is online, it is deployed when a mobile device is connected. 
Offline applications have “Make Available For Disconnected Mobile Devices” 
selected on the Mobile tab in the Application Builder Finish window. For an 
application hierarchy, you need deploy only the top-level application. The 
linked applications are online applications, which are automatically available 
to MobiLink server, for synchronization to mobile devices.

See the UA 8.0 Developer’s Guide for additional deployment information. If 
you have problems, see “Troubleshooting” on page 59.

6.  Creating a mobile application with Remedy AR 7.0
This section provides information for creating a mobile application with 
Unwired Accelerator 8.0 and Remedy AR system 7.0.x. Examples are provided 
for creating a Remedy Web service, a master application, update application, 
and create application. Once you create these applications, you can link 
applications, link parameters, and deploy the master application using the same 
procedures described in the preceding sections.

 6.1 Creating a Remedy Web service
This section provides an example of how to expose Web services in Remedy 
AR system 7.0.x. For detailed procedures, see the Remedy Administrator 
documentation. Table 7 on page 36 shows the Web services used in the 
Remedy AR system Version 7.0.x example.
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Table 7: Web services used in the Remedy AR 7.0.x example 

❖ Exposing Remedy Web services

1 Open the Remedy Administrator and enter your login information.

2 Select Servers | Host | Web Services, where Host is the name of the 
Remedy server (this example uses itsm71tm). Right-click Web Services, 
and select New Web Service.

HPD_IncidentInterface_Create_WS HelpDesk_Submit_Service

HPD_IncidentInterface_WS HelpDesk_Query_Service

HelpDesk_QueryList_Service

HelpDesk_Modify_Service
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3 In New Web Service, make entries for the Web service. Figure 15 shows 
example entries for HPD_IncidentInterface_Create_WS.

Figure 15: New Web Service window – Remedy AR 7.0.x example

4 Click Input Mapping to define the input mapping. Figure 16 shows 
example input mapping entries for HPD_IncidentInterface_
Create_WS.
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Figure 16: Input mapping window – Remedy AR 7.0.x example

Click OK.

5 Click Output Mapping to define the output mapping. Figure 17 shows 
example output mapping entries for HPD_IncidentInterface_
Create_WS.
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Figure 17: Output mapping window – Remedy AR 7.0.x example

You can leave the ROOT element unmapped, but the Incident_Number 
entry is mapped to Incident Number under the 
HPD:IncidentInterface_Create entry in the Remedy Form.

Click OK.

6 Click the Permissions tab to assign the appropriate permissions to the Web 
Service. From the No Permission list, select Public and click Add.

7 From the main menu, select File | Save | Web Service.

8  Verify the WSDL is accessible from the Remedy middle-tier server.

a Click the WSDL tab.

b Edit the WSDL URL field according to the instructions on the tab 
(this example uses itsm7rtm as the middle-tier server).

c Click View.
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d If a WSDL displays as shown in Figure 18, the WSDL is accessible 
from the Remedy AR middle-tier server, and you can use it from 
Unwired Accelerator to create the Web service.

Figure 18: Remedy WSDL file – Remedy AR 7.0.x example

Once complete, you can use the Web Service in Unwired Accelerator 
to obtain and link the Incident_Number values automatically to 
Remedy applications created in UA.

 6.2 Creating the master application
This section describes how to create a master application called 
RemedyHPDList, using a Remedy AR system 7.0.x HelpDesk Web service 
example. See “Creating the master application” on page 8 for detailed 
procedures, and the UA 8.0 Developer’s Guide for additional information about 
Web Service Element.
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❖ Creating the RemedyHPDList application

1 From Mobile Web Studio, select Applications in the left pane, select New 
in the Application Manager Status menu, and click the New button to 
launch Application Builder.

2 Click the down arrow to the right of Add, and select Web Service Element.

3 In the Web Service Element Definition window, make sure the WSDL 
option is selected, then identify the Web service to use:

a In WSDL URL, enter:

http://itsm7rtm.sybase.com/arsys/WSDL/public/itsm7rtm/HPD_Incident
Interface_WS

Note  You must replace the string itsm7rtm with the host name and the 
middle-tier server specific to your installation.

b Click Get Method. Several methods are returned.

c In Method, select 
HPD_IncidentInterface_WSPortType:HelpDesk_QueryList

_Service from the list.

4 Make sure Enable Grid Rules is selected.

5 In the Web Service Element Definition window, define an XSLT template, 
which transforms output from XML format to the grid format required to 
build mobile applications:

a Next to Content XSLT, click Create.

b In Web Services Output XSLT Template Customization, enter:

• Name – enter a name such as RemedyHPDList.

• Roles – click Add All to add all the roles to Assigned Roles.

• Select Output Parameters for Display – highlight a parameter, 
such as getListValues.Last_Name. The value displays in 
Update Output Display Name.

• Select Node Level That Contains One or More Child Records – 
click Select.

The Select Node Level window displays. Select 
getListValues, and click OK. The selected value displays in 
the field.
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c In the Web Services Output XSLT Template Customization Window, 
click Save, then click OK in the confirmation window.

6 In Web Service Element Definition window, enter input parameter values:

a Click Input to display input parameters.

b Make entries in the input parameter fields for which you want to 
establish default values. This example uses Demo for userName, and 
20 for maxLimit.

c Click Next.

d When you are asked if you want to proceed even though the 
parameters are not all filled in, click OK.

7 In the Define window, select Records Contain Labels, accept 1 to indicate 
the first row is a header row and not a data row, and click Next.

8 In the Filter window, click Next.

9 In the Configure Parameters window, configure the input parameters:

a Configure – select the boxes for the parameters you want. For this 
example:

• _HEADER.AuthenticationInfo.userName

• HelpDesk_QueryList_Service.maxLimit

Note  The selected parameters move to the bottom of the list as they 
are selected, in the order selected.

b Display Name – for the selected parameters, change the name to make 
it shorter or easier to read:

• _HEADER.AuthenticationInfo.userName – change to 
userName.

• HelpDesk_QueryList_Service.maxLimit – change to maxLimit.

c Optional. You could make additional modifications to the 
configuration parameters using Table 2 on page 12 as a guide. For 
this example, accept the default values.

d Select Next.

10 The Preview window displays. In Element Name, enter RemedyHPDList 
and click Finish.

11 In Application Builder, click Save.
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12 On the Finish window, make these entries (accept the defaults for all other 
fields):

Mobile tab  Select Make Available For Disconnected Mobile Devices.

Roles tab  Click Add All to add all roles to this application.

13 Click Finish to save the application, and click OK to confirm.

14 Optional. In Application Builder, select Params, then click Next to view 
the parameter settings. The Configure Parameters window displays, as 
shown in Figure 19. Click Close to exit Configure Parameters.

Note  If you choose to change the parameter settings, be sure to click Save, 
then return to Application Builder and click Save, and OK to confirm.

Figure 19: RemedyHPDList parameters – Remedy AR 7.0.x example

15 In Application Builder, click Close in the upper-right corner to close the 
window.

16 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The RemedyHPDList application 
displays in the detail pane.

17 In Mobile Web Studio, right-click the RemedyHPDList application in the 
detail pane, and select Approval Status | Approved.

Click OK to confirm.



6. Creating a mobile application with Remedy AR 7.0 Unwired Accelerator 8.0

44                              Technical Bulletin for Windows 2003 and XP

18 Select Approved from the Application Manager Status menu. You see the 
newly approved RemedyHPDList application in the detail pane.

19 Optional. Select RemedyHPDList and click Preview to view the 
application. Required fields are marked with an asterisk. Close the 
window to exit.

 6.3 Creating the update application
In this procedure, you will create an application called RemedyHPDModify, 
which allows you to update designated fields according to the specified 
Incident_Number on your handheld device. When you save the updates, they 
are cached until the next synchronization. The updates are then pushed to the 
UA server, then applied to the Remedy server through the associated Web 
service method. 

❖ Creating the RemedyHPDModify application

1 From Mobile Web Studio, select Applications in the left pane, select New 
in the Application Manager Status menu, and click the New button to 
launch Application Builder.

2 Click the down arrow to the right of Add, and select Web Service Element.

3 On the Web Service Element Definition window, make sure the WSDL 
option is selected, then identify the Web service to use.

a In WSDL URL, enter: 
http://itsm7rtm.sybase.com/arsys/WSDL/public/itsm7rtm/

HPD_IncidentInterface_WS.

Note  Replace the string itsm7rtm with the host name of the middle-
tier server specific to your own installation.

b Click Get Method. In this example, select: 
HPD_IncidentInterface_WSPortType:HelpDesk_Modify_

Service.

c Make sure Enable Grid Rules is selected.

d In the Web Service Element Definition window, click Input and enter 
the default values for the fields you want to update. For this example, 
use these values (leave the field blank if no value is provided):
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Table 8: RemedyHPDModify – sample input parameter entries for 
Remedy AR 7.0.x example

e Click Next.

f When you are asked if you want to proceed without specifying a 
Content XSLT Template, click OK. Since there is no output defined 
for the WSDL, you do not need to specify a Content XSLT Template.

g When you are asked if you want to proceed even though the 
parameters are not all filled in, click OK.

4 In the Define window, select Records Contain Labels, accept 1, and click 
Next.

5 In the Filter window, select Next.

Parameter Default value

userName appadmin

Categorization_Tier1 Connectivity

Categorization_Tier2 Application

Closure_Product_Category_Tier1 Service

Closure_Product_Category_Tier2 Corporate

Closure_Product_Category_Tier3 Email Services

Company Calbro Financial Services

Summary Email Password reset

Notes test

Impact 4-Minor/Localized

Product_Categorization_Tier1 Service

Product_Categorization_Tier2 Corporate

Product_Categorization_Tier3 Email Services

Reported_Source Other

Resolution Reset user's password

Service_Type User Service Request

Status Closed

Urgency 2-High

Work_Info_Summary Email Connectivity Issue

Work_Info_Type General Information

Work_Info_Source test

Work_Info_Locked No

Work_Info_View_Access Internal

Incident_Number INC000000000020
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6 In the Configure Parameters window, configure the input parameters:

a Under Configure, select the boxes for the parameters you want.

Note  The parameters move to the bottom of the list as they are 
selected, in the order they are selected. To make it easier to follow the 
example, select the parameters in the order listed in Table 9.

b For the selected parameters, modify the parameter values as needed. 
See Table 9 for values used in the example; and see Table 2 on 
page 12 for a description of the parameter settings.

Table 9: RemedyHPDModify – sample entries for Remedy AR 7.0.x 
example

Parameter Display name Default value
Display 
type Kind Required

HelpDesk_Modify_Service.
Summary

Summary Email Password 
reset

Text Field Update Yes

HelpDesk_Modify_Service.
Reported_Source

Reported_Source Other Text Field Update No

HelpDesk_Modify_Service.
Categorization_Tier1

Categorization_
Tier_1

Connectivity Text Field Update Yes

HelpDesk_Modify_Service.
Categorization_Tier2

Categorization_
Tier_2

Application Text Field Update Yes

HelpDesk_Modify_Service.
Work_Info_Type

Work_Info_Type General Information Text Field Search No

HelpDesk_Modify_Service.
Categorization_Tier3

Categorization_
Tier_3

Text Field Update No

HelpDesk_Modify_Service.
Urgency

Urgency 2-High Text Field Search Yes

HelpDesk_Modify_Service.
Work_Info_Notes

Work_Info_
Notes

Text Field Update No

HelpDesk_Modify_Service.
Impact

Impact 4-Minor/Localized Text Field Search Yes

HelpDesk_Modify_Service.
Product_Categorization_
Tier1

Product_
Categorization_
Tier_1

Service Text Field Search Yes

HelpDesk_Modify_Service.
Product_Categorization_
Tier2

Product_
Categorization_
Tier_2

Corporate Text Field Search Yes

HelpDesk_Modify_Service.
Product_Categorization_
Tier3

Product_
Categorization_
Tier_3

Email Services Text Field Search No
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c Select Next.

Note  You must have write privilege to modify the Remedy AR database.

HelpDesk_Modify_Service.
Resolution

Resolution Reset user’s 
password

Text Field Update Yes

HelpDesk_Modify_Service.
Company

Company Calbro Financial 
Services

Text Field Search Yes

HelpDesk_Modify_Service.
Resolution_Method

Resolution_
Method

Text Field Search No

HelpDesk_Modify_Service.
Notes

Notes test Text Field Update No

HelpDesk_Modify_Service.
Work_Info_Locked

Work_Info_
Locked

No Text Field Search Yes

HelpDesk_Modify_Service.
Incident_Number

Incident_
Number

INC000000000020 Text Field Search No

HelpDesk_Modify_Service.
Closure_Product_Category_
Tier1

Closure_Product
_Category_Tier1

Service Text Field Search Yes

HelpDesk_Modify_Service.
Closure_Product_Category_
Tier2

Closure_Product
_Category_Tier2

Corporate Text Field Search Yes

HelpDesk_Modify_Service.
Work_Info_View_Access

Work_Info_View
_Access

Internal Text Field Search No

HelpDesk_Modify_Service.
Closure_Product_Category_
Tier3

Closure_Product
_Category_Tier3

Email Services Text Field Search No

_HEADER.Authentication
Info.userName

userName appadmin Text Field Search Yes

HelpDesk_Modify_Service.
Manufacturer

Manufacturer Text Field Search No

HelpDesk_Modify_Service.
Status

Status Closed Text Field Update Yes

HelpDesk_Modify_Service.
Work_Info_Source

Work_Info_
Source

test Text Field Search No

HelpDesk_Modify_Service.
Service_Type

Service_Type User Service 
Request

Text Field Update Yes

HelpDesk_Modify_Service.
Work_Info_Summary

Work_Info_
Summary

Email Connectivity 
Issue

Text Field Update Yes

Parameter Display name Default value
Display 
type Kind Required
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7 The Preview window displays. In Element Name, enter 
RemedyHPDModify, and click Finish.

Note  When prompted to fill in all required fields for preview, click OK to 
bypass.

8 In the Application Builder, click Save.

9 On the Finish window, make this entry (accept the defaults for all other 
fields):

Roles tab  Click Add All to add all roles to this application.

10 Click Finish to save the application, and click OK to confirm.

11 Optional. Select Params, then click Next to view the parameter settings as 
shown in Figure 20 on page 14, then click Close. If you choose to change 
the parameter settings, be sure to click Save; then return to Application 
Builder, click Save, and OK to confirm.

Figure 20: RemedyHPDModify parameters – Remedy AR 7.0.x example
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12 Click Close in the upper-right corner to close the Application Builder 
window.

13 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The RemedyHPDModify application 
displays in the detail pane.

14 In Mobile Web Studio, right-click the RemedyHPDModify application in 
the detail pane, and select Approval Status | Approved.

Click OK.

15 Select Approved from the Application Manager Status menu. You see the 
newly approved RemedyHPDModify application in the detail pane.

16 Optional. Select RemedyHPDModify and click Preview to view the 
application.

 6.4 Creating the insert application
In this procedure, you will create an application called RemedyHPDCreate, 
which allows you to create a new help desk case by entering values in the 
required fields. A new Incident_Number number is returned once you have 
successfully created the application.

❖ Creating the RemedyHPDCreate application

1 From Mobile Web Studio, select Applications in the left pane, select New 
in the Application Manager Status menu, and click the New button to 
launch Application Builder.

2 Click the down arrow to the right of Add, and select Web Service Element.

3 On the Web Service Element Definition window, make sure the WSDL 
option is selected, then identify the Web service to use.

a In WSDL URL, enter 
http://itsm7rtm.sybase.com/arsys/WSDL/public/itsm7rtm/

HPD_IncidentInterface_Create_WS.

Note  Replace the string itsm7rtm with the host name of the middle-
tier server specific to your own installation.

b Click Get Method. In this example, only one method is returned: 
HPD_IncidentInterface_Create_WSPortType:HelpDesk_

Submit_Service.
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c Make sure Enable Grid Rules is selected.

d Next to Content XSLT, click Create. The Web Services Output XSLT 
Template Customization window appears.

• Name – enter RemedyHPDCreate.

• Roles – click Add All to add all the roles to Assigned Roles.

• Select Output Parameters for Display – highlight a parameter, 
such as Incident_Number. The value displays in Update 
Output Display Name.

• Select Node Level That Contains One or More Child Records – 
click Select.

The Select Node Level window appears. Select “/,” and click 
OK.

• In the Web Services Output XSLT Template Customization 
Window, click Save, then click OK in the confirmation window.

e In the Web Service Element Definition window, click Input and enter 
the default values for the fields you want to update. For this example, 
use the values shown in Table 10 on page 51 (leave blank if omitted):
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Table 10: RemedyHPDCreate – sample input parameter entries for 
Remedy AR 7.0.x example

f Click Next.

g When you are asked if you want to proceed even though the 
parameters are not all filled in, click OK.

4 In the Define window, select Records Contain Labels, accept 1, and click 
Next.

5 In the Filter window, click Next.

6 In the Configure Parameters window, configure the input parameters.

a Under Configure, select the boxes for the parameters you want.

Note  The parameters move to the bottom of the list as they are 
selected, in the order they are selected. To make it easier to follow the 
example, select parameters in the order listed in Table 11 on page 52.

Parameter Default value

userName Bob

Assigned_Group Internal Support

Assigned_Support_Organization IT Support

Assignee Francie Frontline

First_Name Joe

Impact 1-Extensive/Widespread

Last_Name User

Reported_Source Other

Service_Type User Service Request

Status Assigned

Action CREATE

Summary test

Notes test

Urgency 1-Critical

Work_Info_Notes test

Work_Info_Locked No

Work_Info_View_Access Internal
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b For the selected parameters, modify the parameter values as needed. 
See Table 11 for values used in the example; and see Table 2 on 
page 12 for a description of the parameter settings.

Note  For the parameters with Display Type set to “Select”—Urgency 
and Impact—the Add and Clear buttons display. Select the Add 
button, then add the select categories as directed in the Notes.

Table 11: RemedyHPDCreate – sample entries for Remedy AR 7.0.x 
example

Parameter Display name Default value
Display 
type Kind Required

_Header.AuthenticationInfo.
userName

userName Bob None Search No

HelpDesk_Submit_Service.
Assigned_Group

Assigned_Group Internal Support Text Field Update No

HelpDesk_Submit_Service.
Urgency

Urgency 1-Critical

Note  Select the Add 
button, then create 
entries: 2-High, 3-
Medium, and 4-
Low.

Select Update Yes

HelpDesk_Submit_Service.
Service_Type

Service_Type User Service 
Request

Text Field Update Yes

HelpDesk_Submit_Service.
Assigned_Support_
Organization

Assigned_
Support_
Organization

IT Support Text Field Update No
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HelpDesk_Submit_Service.
Impact

Impact 1-Extensive/
Widespread

Note  Select the Add 
button, then create 
entries with these 
values: 2-
Significant/ 
Widespread, 3-
Moderate/Limited, 
and 4-Minor/ 
Localized. Since the 
Display Name field 
does not accept the 
forward slash, use 
the format 2-
Significant-
Widespread as the 
Display Name, and 
2-Significant/ 
Widespread for the 
Value. Repeat for 
each entry.

Select Update Yes

HelpDesk_Submit_Service.
Summary

Summary test Text Field Update Yes

HelpDesk_Submit_Service.
Action

Action CREATE None Update Yes

HelpDesk_Submit_Service.
Notes

Notes test Text Field Update No

HelpDesk_Submit_Service.
Last_Name

Last_Name User Text Field Update No

HelpDesk_Submit_Service.
Assignee

Assignee Francie Frontline Text Field Update No

HelpDesk_Submit_Service.
First_Name

First_Name Joe Text Field Update No

HelpDesk_Submit_Service.
Work_Info_Notes

Work_Info_
Notes

test Text Field Update No

HelpDesk_Submit_Service.
Work_Info_Source

Work_Info_
Source

Text Field Update Yes

HelpDesk_Submit_Service.
Work_Info_Locked

Work_Info_
Locked

No Text Field Update Yes

Parameter Display name Default value
Display 
type Kind Required
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c Select Next.

7 The Preview window displays. In Element Name, enter 
RemedyHPDCreate, and click Finish.

Note  When prompted to fill in all required fields for preview, click OK to 
bypass.

8 In the Application Builder, click Save.

9 On the Finish window, make this entry (accept the defaults for all other 
fields):

Roles tab  Click Add All to add all roles to this application.

10 Click Finish to save the application, and click OK to confirm.

11 Optional. In Application Builder, select Params, then click Next to view 
the parameter settings as shown in Figure 21, then click Close. If you 
choose to change the parameter settings, be sure to click Save; then return 
to Application Builder, click Save, and OK to confirm.

HelpDesk_Submit_Service.
Resolution

Resolution Text Field Update No

HelpDesk_Submit_Service.
Work_Info_Type

Work_Info_Type Text Field Update No

HelpDesk_Submit_Service.
Reported_Source

Reported_Source Other Text Field Update Yes

HelpDesk_Submit_Service.
Product_Name

Product_Name Text Field Update Yes

HelpDesk_Submit_Service.
Work_Info_View_Access

Work_Info_
View_Access

Internal Text Field Update No

HelpDesk_Submit_Service.
Status

Status Assigned Text Field Update Yes

HelpDesk_Submit_Service.
Create_Request

Create_Request None Update No

Parameter Display name Default value
Display 
type Kind Required
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Figure 21: RemedyHPDCreate parameters – Remedy AR 7.0.x example

12 Click Close in the upper-right corner to close the Application Builder 
window.

13 When you return to the Mobile Web Studio main window, select New from 
the Application Builder Status menu. The RemedyHPDCreate application 
displays in the detail pane.

14 In Mobile Web Studio, right-click the RemedyHPDCreate application in 
the detail pane, and select Approval Status | Approved.

Click OK.

15 Select Approved from the Application Manager Status menu. You see the 
newly approved RemedyHPDCreate application in the detail pane.

16 Optional. Select RemedyHPDCreate and click Preview to view the 
application. Fill in all required fields using a value such as “test,” then 
click OK. The Incident_Number displays at the bottom of the window.
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7.  Configuring UA 8.0 and Remedy AR
This section describes configuration tasks:

• Configuring CSI Remedy AR security provider (Remedy AR System 
6.0.x only)

• Configuring for Remedy AR system version 7.0

 7.1 Configuring CSI Remedy AR security provider
This section describes how to configure security between Unwired Accelerator 
8.0 and the Remedy AR System 6.0.x:

• Configure the CSI Remedy AR security provider in the Unwired 
Accelerator file, default.xml.

• Set up Unwired Accelerator to use the security provider.

Note  For Remedy AR system 7.0.x, use an alternative security provider.

 7.1.1 Configuring the Remedy AR System security provider

Unwired Accelerator includes a Remedy AR system security provider, which 
implements authentication and role-based access checks against a Remedy AR 
system. The CSI Remedy AR system security provider consists of an 
authentication provider and role-check based authorizer:

• com.sybase.security.remedy.RemedyLoginModule – provides 
authentication services against the Remedy AR server.

• com.sybase.security.core.RoleCheckAuthorizer – provides authorization 
services using a CSI core class.

The CSI Remedy AR system security provider does not support any certificate 
authentication capability. A session is associated with a user once he or she logs 
in to the Remedy AR system. The length of the user’s session is determined by 
the timeout setting configured in the Remedy AR system. When the session 
exceeds this time, the user must log in again.

Configuration To configure the CSI Remedy AR system security provider:

1 Copy the arapi63.jar file from the Remedy AR system installation to the 
Unwired Accelerator directory %SYBASE%\jdk1.5.0_10\jre\bin; and add 
arapi63.jar to the CLASSPATH environment variable.
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2 Add these Remedy files to the PATH environment variable: arapi63.dll, 
arjni63.dll, arrpc63.dll, arutl63.dll, icudt28l.dll, icuin28.dll and 
icuuc28.dll. Alternatively copy the files to 
%SYBASE%\jdk1.5.0_10\jre\bin.

3 Modify the default.xml file, located in %SYBASE%\tomcat\conf\CSI. 
Search for RemedyLoginModule, to find the Remedy AR system section:

...
<config:authenticationProvider name=

"com.sybase.security.remedy.RemedyLoginModule" 
controlFlag="optional" >

<config:options name="ServerName" value="localhost" />
<config:options name="ServerPort" value="0" />
<config:options name="UserLocale" value="" />
<config:options name="AllowGuest" value="false" />

</config:authenticationProvider>

<config:provider name="com.sybase.security.portaldb.PortalDBAttributer" 
type="attributer" />

<config:provider name="com.sybase.security.core.RoleCheckAuthorizer" 
type="authorizer" />

<config:provider 
name="com.sybase.security.helpers.EverybodyRoleAuthorizer" 

type="authorizer" />

...

See the UA 8.0 Installation Guide for information about configuring 
security providers in default.xml, and for using stacked security providers. 
See the sections that follow for information about the Remedy AR system 
security provider.

Authentication Table 12 defines the configuration options. Enable any of the options by adding 
the option name and value to default.xml. You must add new option definitions 
within the authenticationProvider definition; that is, between the following two 
lines:

<config:authenticationProvider
name="com.sybase.security.remedy.RemedyLoginModule">

...
</config:authenticationProvider>
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Table 12: Remedy AR system configuration options

Authorization Remedy AR system role-based authorization uses the core 
RoleCheckAuthorizer. No Remedy-specific authorization provider is necessary.

For an authenticated user, Remedy APIs are invoked to return groups to which 
the user belongs. The CSI Remedy security provider relies on user group 
membership to compute user roles.

 7.1.2 Setting up Unwired Accelerator to use the security provider

After configuring the CSI Remedy AR security provider, you must configure 
any user name and password fields in your Unwired Accelerator Remedy 
applications to use the personalization adapter for user name and password. 
This will indicate to Unwired Accelerator that the user name and password 
should be automatically picked up from the logged in user’s session. The usage 
of the Remedy AR System security provider in this case enables the user to 
login with the same user name and password as on their Remedy AR System.

See the “Personalizing Application Content” chapter in the Unwired 
Accelerator 8.0 Developer’s Guide for information about setting up the user 
name/password adapter for single-sign on access to Remedy AR from Mobile 
Web Studio.

 7.2 Configuring for Remedy AR system version 7.0
To use UA 8.0 with Remedy AR system version 7.0, apply patch 4 to version 
7.0.x. See Remedy AR system documentation for specific procedures.

❖ Applying patch 4 to Remedy AR system 7.0

1 Install patch 4 on Remedy 7.0.x (AR server, Admin GUI, and middle-tier).

2 Resave the existing Web services.

3 Flush the middle-tier cache.

Configuration option Default value Description

ServerName localhost Remedy AR system server host name.

ServerPort 0 Remedy AR system server port number.

UserLocale " " (blank) Remedy AR system UserLocale.

AllowGuest false Indicates whether Remedy AR system allows a user as a guest. If set 
to true, an authenticated user can access Remedy AR; if set to false, 
an authenticated user receives error messages and cannot access 
Remedy AR.
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8.  Remedy mobile application samples
Two sets of customized device clients, which use the Remedy Help Desk 
sample that is built on Remedy AR 6.0.x, can be downloaded from the Try 
Sybase Web site:

• Pocket PC and Windows Mobile 5 device client

• BlackBerry 4.1 and 4.2 device client

These clients are hard-coded to connect to the Try Sybase UA and MobiLink 
servers, and download the Remedy Help Desk application.

❖ Downloading the Help Desk samples

1 From your mobile device or simulator, open a browser window and access 
the TrySybase Web site at http://uademo01.try.sybase.com/onepage/ota.

2 Select the mobile device client type:

• BlackBerry 4.1

• BlackBerry 4.2

• Windows Mobile Pocket PC

• Windows Mobile Smartphone

• Symbian J2ME (Sony Ericsson and Nokia)

3 Choose the client to download under Remedy Client.

4 Once downloaded to your mobile device, the Sybase Mobile Help Desk 
client is available for use.

9.  Troubleshooting
Table 13 identifies common Unwired Accelerator and Remedy AR system 
integration problems and provides troubleshooting information.

Table 13: Troubleshooting Remedy application problems

Problem Try this

Cannot connect to Web service. Verify the URL to the Web service was entered correctly, including 
the port number and the path.
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Encounter SOAP errors when creating a 
Remedy application.

This typically occurs in the Web Service Element Definition 
window if you are using a WSDL file that is configured to not 
produce output. For example, if you are creating an update 
application, the WSDL file does not need to produce output. You can 
ignore the message and continue to the next screen in the wizard. If 
you can save the mobile application, it will be created.

Encounter CCL, SOAP, and Java errors 
when creating a Remedy application.

These are typically Remedy messages in SOAP format that are not 
processed by Unwired Accelerator. You can ignore these and 
continue the procedure. As long as you can save the application 
successfully, the mobile application is created. If you cannot save the 
mobile application later, it indicates another problem.

The namespace in XML returned by 
Remedy 7.0.x Web service is inconsistent 
with what is defined in the WSDL.

Verify that patch 4 is installed properly on Remedy AR system 7.0.x. 
See “Configuring for Remedy AR system version 7.0” on page 58.

You do not have write license You do not have write permissions for one more Remedy fields. See 
the Remedy system or database administrator.

Entry does not exist in 
database

The default value you supplied for the input parameter does not exist 
in the Remedy database. Supply a valid value.

Cannot get the linked parameters to work. It is important for parameters to use the same display name used in 
the Display_Name column in the data source table, or the linked 
parameters will not work. Check the Display_Name values used in 
your applications and the data source table to make sure values are 
consistent. Review “Using the linked parameters application in the 
update and insert applications” on page 32.

Some display names do not show up in the 
deployed application on a BlackBerry 
device.

If the display names of parameters do not match the output display 
name in the XSLT template definition, parameters will not show up 
in the mobile application on the BlackBerry device. Check the 
display names used in the XSLT template (see “Optional. Viewing 
the XSLT template definition” on page 15) against the display 
names in your applications, and make the appropriate changes.

The application created from a Remedy 
Web service does not preview correctly 
with the default JSP template.

You may need to develop a custom JSP template to handle special 
formatting requirements for a particular Remedy Web service. See 
the UA 8.0 Developer’s Guide for information on JSP templates.

Remedy mobile applications do not work 
after the Remedy AR system server was 
changed.

Try flushing the cache in the Remedy middle-tier server. See the 
Remedy documentation for instructions.

Remedy mobile applications do not work 
after a Web service was changed.

Try cleaning up the “generated” and “XSD” directories in 
%SYBASE%\tomcat\webapps\onepage\WEB-INF.

Problem Try this
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 9.1 Troubleshooting tools
Unwired Accelerator log files are useful for troubleshooting problems. You 
may have to enable the Trace option to capture detailed information. Typically, 
Unwired Accelerator and Installer log files are found in  %SYBASE%\logs. 
These log files are especially useful for troubleshooting problems with 
Remedy applications:

• uwp.err – error log for Universal Window player (UWP), the navigation 
and playback component of Mobile Web Studio. Look for SOAP faults 
that arise during Web service calls.

• uwp.trc – trace log for UWP. This file is empty unless trace is enabled. See 
the UA 8.0 Administration Guide for information about enabling trace.

Additionally, Tomcat log files may include useful information. Tomcat log files 
are typically located in:

%SYBASE%\tomcat\logs\localhost_log<date>

Look for errors or status.
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