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1. Introduction Unwired Accelerator 8.0

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 Theinstructionsin this Technical Bulletin show Remedy AR 6.0.x
examples. Most procedures are the samein Unwired Accel erated, regardl ess 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 examplesthat 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 EBFsinclude:

* 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 useintegrated 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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Unwired Accelerator 8.0 2. Creating a mobile application with Remedy

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 Planthe 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
HelpDesk_Query_Service GetListBy_Requester_FullName
HelpDesk_Modify_Service SetBy Case ID
HelpDesk_Submit_Service Create_HelpDesk_Case

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

[ IExposing Remedy Web services
1 Openthe Remedy Administrator and enter your login information.
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3. Creating a Remedy Web service

Unwired Accelerator 8.0

2  Select Servers | Host | Web Services, where Host is the name of the
Remedy server, such as 17sMe 0demo. Right-click Web Services, and select

New Web Service.

3 Inthe 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

=l
‘wieh Service |W’SDL| Permissionsl Change Historyl Help Textl =
- Basic [nfo
Hame:
Base Form: IHPD:HeIpDesk ;I
Sevice Type: Idocument-literal LI
#ML Schema: I al Load... I [ptions I
= Additional [rfo
Label: I
Description: IEreate an entry in Helpdesk form j
— O peration:
Operations List
MHew
LCopy I %
T mdifyy I
Bemove I
Manmi
I ame IEreate_HeIpdesk_Ease SRRIng
Input Mapping... | Output Mapping... I
Type ICreate 'I [ptiors... |
Hualification
=] [FI= =7 %] ==z = ]5=|(IRE| [anD|oR|HOT|
] .
=

4 Click Input Mapping to definetheinput mapping. Figure 2 showsexample

input mapping entries for HelpDesk_Submit_Service.
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Figure 2: Input mapping window

Mapping - CreatelnputMap: 1'

ML Data Type S ource-

7 5L Schema Choose... |
! Custorized Generate & Map |

Farms = Restricted List
j il ML Data Type [~ Suppaort %51 Type
E- ® HFD HelpDesk f’ =- R
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Department Department
Description Drescription
Escalated? Map Escalated
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Phaone Mumber Phone_Mumber
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Mapping Sumnmary

Faorm.Field [nfa #ML Element Info MapType I appi <

HEL:Helpl AROOT Foorm fapping

Caze Type /ROOT/Case_Type Field Mapping

Category ROOT /Category Field Mapping

Department AROOT /Department Field Mapping

Description ROOT /Description Field Mapping

Elsc:alated? /ROOT/E scalated Field Mapping | _ILI
4 3

()3 Cancel
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
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8

You can leave the ROOT element unmapped, but the case ID entryis
mapped to the HPD:HelpDesk entry in the Remedy Form.

Click OK.

Click the Permissionstab to assign the appropriate permissionsto the Web
Service. From the No Permission list, select Public and click Add.

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

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.

Technical Bulletin for Windows 2003 and XP



Unwired Accelerator 8.0

3. Creating a Remedy Web service

A WSDL, similar to the one shown below, displays, which indicates
the WSDL isaccessible from the Remedy AR middle-tier server; you
can useit 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

'igModify Web Service - HelpDesk: Submit_!

g [mf o

‘wieh Service WSOL | Permissionsl Change Historyl Help Textl

MOTE: For Mid Tier 6.3, depending on permizsions, you must inzert public or protected inta your LIRL after
SDL. WS with public permissions, inzert public, othenwize inzert protected.

Example: hitp:/f<midtier_servers farsps S DLApublicd< servernames fzample

Specify mid-tier's WSDL handler IRL
hitp: # fitzmB0demayarsys WS DL publicitzmB0demasHelpDesk_Submit_Service

=7xml version="1.0" encoding="UTF-8" 7=
- =wsdl:definitions
targetNamespace="urn:HelpDesk_Submit_Service"
smins="http://schemas.xmlsoap.org/wsdl/"
smins: s="urn:HelpDesk_Submit_Service"
smins: soap="http:/ fschemas.xmlsoap.org/wsdl/soap/"
umins: soapenc="http:/ /schemas.xmlsoap.org/soap/encoding/"
smins: wsdl="http:/ /schemas.xmlsoap.org/wsdl/"
smins: xsd="http:/ /www.w3.0rg/2001/XMLSchema">
<wsdl types=
- =xsdischema elementFormDefault="qualified"
targetNamespace="urn:HelpDesk_Submit_Service">
<xsdielement name="Create_Helpdesk_Case"
type="s:CreatelnputMap" />
- «xsdicomplexType name="CreatelnputMap">
- <xsdisequences
<xsdielement name="Case_Type"
type="s:Case_TypeType" />
<xsdielement name="Category"
type="xsd:string" />
<xsdielement minCccurs="0"
name="Department" type="xsd:string" />
<xsd:element name="Description" =
‘. i —

|+

]

Once compl ete, 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 Unwired Accelerator 8.0

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 aso 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.

[ ICreating the GetHelpDeskList application

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

2 Click thedown arrow to theright of Add, and select Web Service Element.

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

a InWSDL URL, enter:

http://ITSM60Demo. sybase.com/arsys/WSDL/public/ITSM60Demo/HelpDesk
Query Service.

Note You must replace the strings I TSM60Demo 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.

¢ InMethod, select
HelpDesk Query ServicePortType:GetListBy Requester
FullName fromthelist.
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Figure 5: GetHelpDeskList application Web service

Ly Mobile Web Studio - New Element
Web Service Element Definition SAEEE I Next » I iz I
=
Service Type: & wspL
" UDDI Key UDDI Registry; |Microsoft Test Registry =
Use standardization XSLT: [ siebel Application: [

WSDL URL: try‘sybase.cDm/arsyS/WSDL/Dubllc/[TSM6DDEmDfHe\pDesk,Query,Serwce ‘GEt Methﬂil Authentication: [/

Method: |HeIpDesk_Query_EerwcePnrtType:GetListBy_Requester_FuHName LI ?:32:2;15: -
Enable Grid Rules: [/ Define Login Methad: [ Enable BASIC Authentication: [ advanced: [ |
Gontent XSLT: | ["Search | | @EE | [create |
UL xsLT: | [searen | [EEET]

Input I
Please enter values for following input parameters

H
4

2] Core [ T [ |4 mtemnet

4  Make sure Enable Grid Rules is selected.

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

a Nextto Content XSLT, click Create.
b  InWeb Services Output XSLT Template Customization, enter:
¢ Name-enter aname such as GetHelpDeskList.
e Roles—click Add All to add al the roles to Assigned Roles.

e Select Output Parameters for Display — highlight a parameter,
such as getListValues.Requester Name. Thevaue
displaysin 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 displaysin
thefield.

Figure 6: HelpDeskList application XSLT template

Web Services Qutput XSLT Template Customization

Name: IGetHeIpDeskList

Roles: Available Roles Assigned Roles

PortalAdmin
PortalGuest
Portaluser
StudioAdmin
everybody
manager
superuser

Select Output Parameters for Display:

Available: Selected:
| AarlelE ls.Phone_Murmber ;I
5. Priority &
el =.Fegion
s.Requestiurgency_I
’ml Is.Rrequester_Login_|
= Requester Name SR

D

<< Remove AIII

Update Output Display Name:

lRequester_Name

Select node level that contains one or more child records | Select I
lgetLlstVa\ues

Content XSLT File: [

@'I Done

O [ y

¢ IntheWeb Services Output XSLT Template Customization Window,
click Save, then click OK in the confirmation window.

6 InWeb Service Element Definition window, enter input parameter values.
a Click Input to display input parameters.

b Makeentriesin theinput parameter fields for which you want to
establish default values. This example uses pemo for user name, and
Steve Security for Requester Full_Name.
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Figure 7: GetHelpDeskList application input parameters
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|
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UL XSLT: | [search | [ |

Input I
Please enter values for following input parameters
__HEADER.AuthenticationInfo.userName: IDEmD

__HEADER.AuthenticationInfo.password: l—
__HEADER.AuthenticationInfo.authentication: l—
__HEADER.AuthenticationInfo.locale: l—
__HEADER.AuthenticationInfo.timeZone: l—
GetListBy_Requester_FullName.Requester_Full_Name: IW

NLEN

& Done T T | |4 mtemet

¢ Click Next.

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

7 IntheDefinewindow, select Records Contain Labels, accept 1 toindicate
thefirst row is aheader row and not a data row, and click Next.

8 IntheFilter window, click Next.
9 Inthe Configure Parameters window, configure the input parameters:

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

e« HEADER.Authenticationlnfo.userName
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e 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 sel ected parameters, change the nameto make
it shorter or easier to read:

 _HEADER.Authenticationlnfo.userName — change to user
Name.

» GetListBy_ Requester Fullname.Requester Full_Name —
changeto requester Name.

¢ Optional. You could make additional modificationsto 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 Modifiesadisplay name so it is easier to read or shorter. However, it isimportant to use
the same display names used in the XSLT template definition for all parameters.

Default Value Assigns a default value.

Type Assigns adisplay 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 alist of values.

Text Area Displays text.

Boolean Indicates atrue or false, or yes or no choice.

Grid Indicates agrid format.

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

Personalize Used to personalize the entry.
Key Used to indicate a key for personalization.

12
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Field Description
Kind Identifies the kind of parameter:
Search Search for avalue.
Update Update avalue.
Required I dentifiesrequired parameters. Therequired fields are marked with an asterisk on

the mobile application.

10

1
12

13
14

d Select Next.

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

In Application Builder, click Save.

On the Finish window, make these entries (accept the defaultsfor al other
fields):

Mobile tab Select Make Available For Disconnected Mobile Devices.
Roles tab Click Add All to add all roles to this application.
Click Finish to save the application, and click OK to confirm.

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 chooseto changethe parameter settings, be sureto click Save,
then return to Application Builder and click Save, and OK to confirm.
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14

Figure 8: GetHelpDeskList parameters

Configure Parameters [Step 2] Setup Configuration | _vein W close ||
| Advance I | back I Save I
[ Enter Setup Description HTML:
Unigue Caonfigurable Parameters
Position Display Name Component Default value Display Type Personalize Key Kind Required
4 ®  User Name Jpemo [TextField =] | = =] [search =]
4 % Requester Name [steve security [Text Fisld =] | = = [seareh =] =

Instructions:

Displayed above are all the unique variable GGI Parameters.

® Provide a "Default Yalue" and "Display Type" for each parameter.

e Select "Display Type = None" to hide parameters in the setup window.
® Enterin HTML for the setup description in the entry box.

2] one [ [ [ [ [ memet Vi

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

16 Whenyou returnto the Mobile Web Studio main window, select New from
the Application Builder Statusmenu. TheGetHelpDeskList application
displaysin the detail pane.

17 In Mobile Web Studio, right-click the GetHelppeskList applicationin
the detail pane, and select Approval Status | Approved.

Click OK to confirm.

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

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

You have successfully created the master Remedy application.
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[ IOptional. Viewing the XSLT template definition

When creating Remedy application with linked parameters, it isimportant to
use the display names used in the X SLT template definition to help ensure that
your parameterswork once the application is deployed to mobile devices. This
section describes how to obtain the display hames, so you can use the
information as areference.

1

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

Intheright pane, select the XSLT template, such as GetHelpDeskL ist, 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

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

For parameters not shown here, you can change the Display Name format.
Close the window to exit the Preview window.

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_|D onyour 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.

[ICreating the ModifyHelpDeskCase application

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

2  Click thedown arrow to theright of Add, and select Web Service Element.

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

a InWSDL URL, enter:
http://ITSM60Demo.sybase.com/arsys/WSDL/public/ITSM60D
emo/HelpDesk Modify Service.

Note Replace the string ITSMI60Demo 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.

¢ Make sure Enable Grid Rulesis selected.

d IntheWeb 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 thefield blank if no valueis provided):

16 Technical Bulletin for Windows 2003 and XP
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Table 3: HelpDesk_Modify_Service — sample input parameter entries

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 S, Mountain View, CA

Solution_Description

Thisisabrand new case

Solution_Summary

Thisisabrand new case

Source Requester
Status Assigned
Submitted By Demo
Summary Thisisabrand new case
Type Laptop
Case ID HD0000000000142
e Click Next.

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

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

4 Inthe Define window, select Records Contain Labels, accept 1, and click

Next.
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5 IntheFilter window, select Next.

6 Inthe 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 asthey are
selected, in the order they are selected. To makeit easier to follow the
example, select the parametersin the order listed in Table 4.

For this example, select all parameters except:

» _HEADER.Authenticationlnfo.password

* service wsdl

» _Header.Authenticationlnfo.timeZone

« HEADER.Authenticationlnfo.locale

e service method
 HEADER.Authenticationlnfo.authentication

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 alater 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 “ Sel ect” —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

Display
Parameter Display name | Default value type Kind Required
SetBy Case ID.Description | Description Test Text Field Update Yes
SetBy Case |D.Case ID Case ID HDO0000000000142 | Text Field | Search No
SetBy Case ID.Hotlist Hotlist No Text Field Search No
SetBy_Case ID.Submitted_ | Submitted By Demo Text Field Search No
By

18
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Display
Parameter Display name | Default value type Kind Required
SetBy_Case |D.Phone_ Phone_Number | 925-236-5000 Text Field Update No
Number
SetBy_Case |D.Solution_ Solution Thisisabrand new | Text Field Search No
Summary Summary case
SetBy_Case ID.Assignee Assignee Demo Text Fidd Search No
Manager_Full_Name Manager
SetBy_Case ID.Item Item IBM Linked Update Yes
SetBy_Case |ID.Summary Summary Thisisabrand new | Text Field Update Yes
case
_Header. Authenticationinfo. | User Name Demo None Search No
userName
SetBy _Case |ID.Office Office #3 Sybase Dr. Text Field Update No
SetBy _Case |ID.Status Status Assigned Select Search Yes
Note SelecttheAdd
button, then create
entries: Assigned,
Approved, New, and
Deleted.
SetBy_Case ID.Region Region USA Linked Search No
SetBy_Case ID.Accounting | Accounting Code | 1500 Text Fied Search No
_Code
SetBy _Case ID.Type Type Laptop Linked Update Yes
SetBy Case ID.Requester | Requester_ Demo Text Field Search Yes
Login_Name Login_Name
SetBy_Case ID.Source Source Requester Text Field Search Yes
SetBy_Case ID.Department | Department Engineering Linked Update No
SetBy_Case ID.Site Site 25Bay &, Mountain | Linked Update No
View, CA
SetBy_Case ID.Assignee Assignee Demo Text Field Update No
Login_Name Login_Name
SetBy_Case |D.Solution_ Solution Thisisabrand new | Text Field Search No
Description. case
SetBy_Case ID.Priority Priority Low Text Field Update Yes
SetBy _Case ID.Request_ Request_ Low Text Field Update No
Urgency Urgency
SetBy Case ID.Case Type | Case Type Incident Text Field Search Yes
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Display
Parameter Display name | Default value type Kind Required
SetBy Case ID.Requester | Requester_Name | Demo Text Field Search Yes
Name
SetBy _Case |D.Category Category Hardware Linked Update Yes
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1

c Select Next.

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

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

Note When prompted tofill inal required fieldsfor preview, click OK to
bypass.

In the Application Builder, click Save.

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

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

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

Optional. Select Params, then click Next to view the parameter settings as
showninFigure 9, then click Close. If you chooseto 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 9: ModifyHelpDeskCase parameters

Configure Parameters [Step 2] Setup Configuration |_tels (W close ||
[Advance | [beek | [save |
[ Enter Setup Description HTML:
FusIIUN LIspray arne wumpuneny veauL vae vispiay 1ype versunanze  ney nnu ez gy
4 ¥ Description Test [TestFied = | = =l update =] &=
4% Case_ID HDoooDODDDOO142 [TestFied = | = ol [search =] T
A& ®  Hotlist o [TestFied = | = ol [search =] T
4 ¥ Submitted_By Demo [TestFied = | = ol [search =] T
4 ¥  Phone_Number 935-235-5000 [TestFied = | = =l Jupdate =] T
4% Solution Summary This is a brand new ¢ [Text Field =] | = = [search =] T
& ®  Assignee Manager Demo [TestFied = | = ol [search =] T
A ®  Item & & Jiem [Cirked =1 | = = [Update =] &=
& w  Summary [This is a brand new ¢ [Text Field =] | =y =] [pdate =] @
4w User Name Dema [Nane = =y <] [search =] ™
aw Office #3 Sybase br [Text Fied =] | =y <] Jupdate =] ™
& % Status [Fadd N clear ] [essigned assigned,a;  [Sslect =1 =1 = [search =] =
& ®  Region =2 & Jusa [Linked =N =] =1 [search =] ™
A"  Accounting Code J1500 [TextFied =] | =1 =] [search =] T
AF  Type =2 & |Laptap [Linked =1 =1 =] Jupdate =] @
4 ¥  Requester_Login_Name Jpema [TestFied = | = =l [search =] =
4  Source [requester [TestFied = | = =l [search =] =
& %  Department & & [Engineering [Cirked =1 | = = [pdate =] ™
&% Site [Fadd B clear T8 Je5 Bay t, Mountain © [Linked =1 =1 = [updats =]
& W Assignes_Login_Name Dermo [Text Field =1 =1 =1 [update =] T
A ¥ Solution Thiz is & brand new ¢ [Text Field =] | =1 =l [search =] T
A ®  Priority Low [TextFied =] | =1 =] Jupdate =] @
& W Request_Urgency Low [Text Field =1 =1 =1 [update =] T
A ®  Case Type ncident [TextFied =] | =1 =] [search =] @
A ®F  Requester_Name Dermo [TextFied =] | =1 =l [search =] —
4w  Catenan add W clear [hardware [linked -1 T ~1 [ ~1 [undate [+1 & b
Instructions:
Displayed above are all the unique variable GGI Parameters.
& Provide a "Default Yalue" and "Display Type" for each parameter.
+ Select "Display Type = None" to hide parameters in the setup window.
+ Enterin HTML for the setup description in the entry bos.

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

13 Whenyoureturnto the Mobile Web Studio main window, select New from
the Application Builder Status menu. The Modi fyHelpDeskCase
application displaysin the detail pane.

14 InMobile Web Studio, right-click theModi fyHelpDeskCase 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 Modi fyHelpDeskCase application in the detail pane.

16 Optional. Select ModifyHelpDeskCase and click Preview to view the
application. Thelists are not yet popul ated.
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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 valuesin the
required fields. A new Case_ID number isreturned once you have successfully
created the application.

[ICreating the CreateHelpDeskCase application

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

2  Click thedown arrow to theright of Add, and select Web Service Element.

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

a InWSDL URL, enter
http://ITSM60Demo.sybase.com/arsys/WSDL/public/ITSM60D
emo/HelpDesk Submit Service.

Note Replace the string ITSVMI60Demo 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.

¢ Make sure Enable Grid Rulesis selected.

d NexttoContent XSLT, click Create. The Web Services Output XSLT
Template Customization window appears.

e Name-—enter createHelpDeskCase.
* Roles—click Add All to add al therolesto Assigned Roles.

»  Select Output Parameters for Display — highlight a parameter,
such as case_ID. Thevauedisplaysin 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.

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

e IntheWeb 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

Parameter Default value
userName Demo
Case_Type Incident
Category Networking
Department Marketing
Description Test
Hotlist No
Item Dia-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 S, Mountain View, CA
Source Requester
Status New
Summary New case
Type Connectivity
f  Click Next.

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

4 Inthe Define window, select Records Contain Labels, accept 1, and click

Next.

5 Inthe Filter window, click Next.
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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 asthey are
selected, in the order they are selected. To makeit easier to follow the
example, select parametersin the order listed in Table 6.

For this example, select all parameters except:
» _HEADER.Authenticationlnfo.password
* service wsdl

» Create Helpdesk Case.Pending
 HEADER.Authenticationlnfo.timeZone
« HEADER.Authenticationlnfo.locale

» Create Helpdesk Case.Escalated

» Create Helpdesk Case.WorkLog

e service method

» Create Helpdesk Case.Create Time
 _HEADER.Authenticationlnfo.authentication
» Create Helpdesk Case.Orig_Submitter

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 parameterswith Display Type set to “Linked”—
Category, Type, Item, Region, Site, and Department—the Add and
Clear buttons display. In alater 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

Display
Parameter Display name | Default value type Kind Required
_Header.Authenticationlnfo.

userName

24

‘ User Name ‘ Demo ‘ None ‘ Update ‘ No
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Display
Parameter Display name | Default value type Kind Required
Create Helpdesk_Case. Reguester_Name | Demo Text Field Update Yes
Requester_Name
Creste Helpdesk_Case. Phone_Number | 925-236-5000 Text Field Update No
Phone_Number
Create_Helpdesk_Case. Requester_ Demo Text Field Update Yes
Requester_Login_Name Login_Name
Create_Helpdesk_Case. Request_ Low Text Field Update No
Request_Urgency Urgency
Create_Helpdesk_Case. Case_Type Incident Text Field Update Yes
Case_Type
Create_Helpdesk_Case. Summary New case Text Field Update Yes
Summary
Create_Helpdesk_Case. Description Test Text Field Update Yes
Description
Create Helpdesk_Case. Priority Low Text Field Update Yes
Priority
Create Helpdesk_Case. Category Networking Linked Update Yes
Category
Create Helpdesk_Case.Type | Type Connectivity Linked Update Yes
Create Helpdesk_Case.ltem | Item Dial-up Linked Update Yes
Create_Helpdesk_Case. Region USA Linked Update No
Region
Create Helpdesk_Case.Site | Site 25Bay &, Mountain | Linked Update No
View, CA
Create_Helpdesk_Case. Department Marketing Linked Update No
Department
Create_Helpdesk_Case. Office #3 Sybase Dr. Text Field Update No
Office
Create_Helpdesk_Case. Source Regquester Text Field Update Yes
Source
Create Helpdesk_Case. Status New Text Field Update Yes
Status
Create Helpdesk_Case. Hotlist No Text Field Update No
Hotlist
¢ Select Next.
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The Preview window displays. In Element Name, enter
CreateHelpDeskCase, and click Finish.

Note If prompted tofill inall required fields for preview, click OK to
bypass.

In the Application Builder, click Save.

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

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

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

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 sureto click Save; then return
to Application Builder, click Save, and OK to confirm.
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Figure 10: CreateHelpDeskCase parameters

Configure Parameters

[Step 2] Setup Gonfiguration | Heip (B close ||

Advance I

[ Enter setup Description HTML:

| back | Save |

Unigue Configurable Parameters
Position Display Name Gomponent Default value Display Type Personalize  Key Kind Required
& % User Name Demo [mane = = = [update =] T
& ¥ Reguester_Name Demo [TertFied = | =y = Jupdate =] =
& % Phone_Number 925-236-5000 [Textried =] | = =l [update =] ™
& ¥ Requester_Login_Name Demo [Test Fied =] | = | [update =]
& W Request_Urgency Low [Text Field | 2] =] [update =]
4w Case_Type [ncident [Textried = | =] = [updste =] &
A ®  Summary New case [TestFied =] | =l = [search =] =
& % Description Test [Textried =] | = =l [update |
& w  Priority Low [Test Fied =] | Eay | [update =]
A w  Category [=dd ] , [netwarking [Linked = = =] [updste =] &
A& ®  Type & & . [Camnectiity [Cinked = =l = [opaate =] &
& w Item & & . [oiai-up [Cinked =1 =y =1 [Opdate =] &
A& w  Region = S Jusa [Linked = = = [update =] ™
aw  Site & & . [z Bay 5t, Mountain +  [Linked = =l = [update =] 0
& ¥  Department = , [marceting [Linked = = = [update =]
aw  office #3 Sybase Or, [Textried 1 [ =i [ L=l [update =] T
& w  Source Requester [Text Fied =] | =l = Jupdate =] =
& %  Status hew [Textried =] | = =l [update |
& ®  Hotlist o [Test Fied =] | Eay =] [update =] [~

Instructions:

Displayed above are all the unique variable CGI Parameters.

* Provide a "Default value" and "Display Type" for each parameter.

e select "Display Type = None" to hide parameters in the setup window.
® Enter in HTML for the setup description in the entry box.

12

13

14

15

16

Click Closein the upper-right corner to close the Application Builder
window.

When you returnto the M obile Web Studio main window, select New from
the Application Builder Status menu. The CreateHelpDeskCase
application displaysin the detail pane.

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

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

Optional. Select createHelpDeskCase and click Preview to view the
application. Thelists are not yet populated. The Case ID at the bottom is
used when a user saves anew 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 CreateHel pDeskCase applications to the
GetHelpDeskList master application.

[Linking the update applications to the master application

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

2 InApplication Builder, click Properties.
3 Inthe Properties Editor window, click the Mobile tab.
4  Link GetHelpDeskList t0 ModifyHelpDeskCase:
a Under Linked Applications, click Add.
b Inthe Find Application window, click Search.

¢ From the Results pane, select the Modi fyHelpDeskCase
application, and click Add.

d Inthe Properties Editor window, where you see the
ModifyHelpDeskCase application listed as alinked application,
enter:

e Action Type— select Update from the list.
e Menu Level —accept the default value of 1.
5 Link GetHelpDeskList t0 CreateHelpDeskCase:
a Under Linked Applications, click Add.
b Inthe Find Application window, click Search.

¢ From the Results pane, select the createHelpDeskCase
application, and click Add.

d Inthe Properties Editor window, where you see the
CreateHelpDeskCase application listed as alinked application,
enter:

» Action Type— accept Insert from the list.
e Menu Level —accept the default value of 1.
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Figure 11: Linking applications

Properties Editor | Help B Close ([
ok I
‘ Content Mobile Raoles Presentation List/Detail Data walidation sdministration | Answers Anywhers Statistics ‘

¥ make Available for Disconnected Mobile Devices
[ contains Meta-Application Definitions

(| Only Spider Through Default Yalues of Select Parameters

Linked applications

E Application Display Name Action Type MenuLevel Sequence
CreateHelpDeskcase  [CreateHelpDeskCase [Insert =] [1 = aw
ModifyHelpDeskCase lMDd\fyHe\pDeskCase |Update ;I |1 ;‘

6 Click OK.

7 InApplication 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 choicesfrom lists, and
have those choices affect the choicesin other fields. For example, if State, City,
and Zip Codefields are in achained relationship, when the user selects a state
from alist, only cities within that state present in the City list, and only zip
codes within the selected city present in the Zip Codelist.

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 lookupsin Remedy” and select the
“Linked Parameter Lookup application: Category and Location” link.

[ICreating the RemedyLinkedParams application

1 Beforeyou start, locate the Web application. If the Web application is part
of aWAR file, unzip the WAR file within the ...\onepage directory
structure. For this example, skip to the next step.
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From Mobile Web Studio, select Build | Applicationsin the left pane,

select New in the Applications Manager Status menu, and click the New
button.

In Application Builder, click thedown arrow to theright of Add, and select

JSP Element.

In the JSP Element Definition window, select Use Web Application to use

aWeb application archive (WAR) file that is on the application server.
Then make these selections (accept the default entriesfor 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. Seethe UA
8.0 Developer’s Guide for information about using grid rules.

Select Preview. Thefive-column table displays. Thisensures UA can
see the Remedy WSDL.
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Figure 12: RemedyLinkedParams application

L5y Mobile web Studio - New Element | Hein M close ||

J8P Element Definition B e T

[=]

® use web application

WAR File: [onapags.jar

Web App Display Name: Ionepage

Initial Resource: l/pDrtlel5/5amp\es/RemedyLmkedParam jsp
[ web app Qualified URL's
[¥ Enable Grid Rules
[ single-sign On Required
@ 18P Include  1sp Farward 302 Redirect

 use ISP Template

JSPTempIate:l | szlzct EER I

 use Remote URL

Remote URL: |

Input Parameters: |

Previev: |

Index ‘Display_Name Value [Value_Name [Link !

0 ‘Regiou |Genna11y |Genna11y

1 ‘Site |Im Atricom, A5, Franldint |Im Atricom, A5, Franldint 0

2 ‘Depmhneut |Sales: |Sales: 1

3 ‘Regiou |U11ite(l Kingdom |U11ite(l Kingdom

4 ‘Site |5 Wyecott, Bracknell, Berkshire |5 Wyecott, Bracknell, Berkshire 3

5 ‘Depmhneut |qu01mati0n Services |qu01mati0n Services 4 - =
€] Dore T T T [ [simtemet 4

5 Click Next.

6 IntheDefinewindow, select Records Contain Labels, accept 1 toindicate
the first row is a header row and not a data row, and click Next.

7 Inthe Filter window, click Next.

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

9 InApplication Builder, click Save.
10 On the Finish window, click Finish, and click OK to confirm.

11 Click Closein the upper-right corner to close the Application Builder
window.
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12

13

14

When you returnto the M obile Web Studio main window, select New from
the Application Builder Status menu. The RemedyLinkedParams
application displaysin the detail pane.

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

Click OK.

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

32

In this procedure, link ModifyHelpDeskCase and CreateHel pDeskCase to the
data source table, RemedyL inkedParams. It isimportant 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 alinked 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 nameto
“Department” in the application in order for the linked parameter to work.

[ ILinking parameters for multilevel lookup

1

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

Select ModifyHelpDeskCase inthedetail pane, and click Edit to launch
Application Builder.

Note When promptedtofill inall therequiredfieldsfor preview, click OK
to bypass.

Select Params, and click Next.

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).

Click one of the Add buttons.
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6 InFind Portlet, click Search, then find and select the

RemedyLinkedParams application, and click Add. Thislinksall the

linked parameters to the data source file.

Note To remove alinked parameter, click Clear.

7 Click Save, and close the window. The linked application displaysin the
Component column. Figure 13 shows several parameters—Item, Region,
Type, Department, Site, and Category—that are linked to the
RemedyL inkedParams.jsp file for the CreateHel pDeskCase application.

Figure 13: Linking parameters for multilevel lookup

Configure Parameters
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Unigue Configurable Parameters

Display Name Component
Description

Case_ID

Hotlist

Subrmitted_By

Phone_humber

Solution Summary

Assignee Manager

Item ED &P remedylinkedparams, 241

Summary
User Name

Office

Status f(sdd JCelear ]
Region @ @ RemedyLinkedParams, 241

Accounting Code

Type ED &P remedylinkedparams, 241

Requester_Login_Mame

Source

Department ED EED remedylinkedparams,241
Site @ @ RemedyLinkedParams, 241

Assignee_Login_Name
Solution

Priority
Request_Urgency

Case_Type

Default Value Display Type Personalize  Key Kind

Test [testried ] | =l =l Jupdate =]
HDDOODOODOOD 142 [Textried = | = | [search =]
Mo [Text Field =1 =l | [search =]
Demo [Text Field =1 =l | [search =]
925-236-5000 [Textried = | = =l Jupdate =]
This is a brand new ¢, [TextField = | | = =] [search =]
Demo [Text Field =1 =l | [search =]
Jrem [Lirked =1 =l =l Jupdate =]
[This is @ brand new ¢ [Text Field =] | =l =] [update =]
bemo [Mane =1 =l =] [search =]
#3 Sybae Dr. [TextFies =] | B <] [update -]
[assigned# assigned, & [Select =1 =l =] [search =]
Jusa [Linked = Ea]| =] [search =]
J1500 [testried ] | =l | [search =]
JLaptap [Lirked =1 =l =l Jupdate =]
[pema [TextFied =] | =l [~ [search -]
[Requester [TextFies =] | B [~ [search -]
[Engineering [Linked =1 =l =] [update =]
[25 eay st, Mountain © [Linked = Ea]| =] [Update =]
Demo [testried ] | =l =l Jupdate =]
This is a brand new ¢, [TextField = | | = =] [search =]
Low [testried ] | =l =l Jupdate =]
Low [testried ] | =l =l Jupdate =]
incident [Text Field = = = [search =]

Required

AAAIOO MO0 OO000003

IS B i R B |

=

Lor”

Instructions:

Displayed above are all the unique variable CGI Parameters.

e Pprovide a "Default value" and "Display Type" for each parameter.

® Select "Display Type = None" to hide parameters in the setup window.
® Enter in HTML for the setup description in the entry box.

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

9 Inthe 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 Closeto 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.

[ IPreviewing the CreateHelpDeskCase application

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

2 Select createHelpDeskCase inthe detail pane, and click Preview. The
lists are now populated.

Figure 14: Previewing CreateHelpDeskCase

X http sybase.com: ge/serulet o] x|
* Requester_Name: l?mo Ll
Phone_Number: W
* Requester_Login_Name: lDemD
Request_Urgency: |Low
* Case_Type: IW
* Summary: IW
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* Description

* Gategory
* Type

* Item
Region
Site

Department

* Source

Hotlist

Case_ID
HDO00D000000321

* Priority:

Office:

* Status:

dfrest ]

Lo

: [access Problem =

g |Im Atricom, AL, Frankfurt LI
[Fasypaseor.

: [pequester |

MNeww

: o [ ok

@ Done

L | ntemet

=
4

3  Select Telecom from the Category list.
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4 Inthe Typefield, the valuesin the list have changed from accounting
values to telecommunications values.

5 Make some other changes, then click OK. The Case ID valueincrements.
When you close thewindow, the valuesreturn to their default values, since
the preview screen is not linked to a database.

5. Deploying a Remedy mobile application

If your applicationisonline, it is deployed when a mobile device is connected.
Offline applicationshave“Make Avail able 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. Examplesare 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 depl oy 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

HPD_IncidentInterface Create WS

HelpDesk_Submit_Service

HPD_IncidentInterface WS

[ IExposing Remedy Web services

HelpDesk_Query_Service

HelpDesk_QueryList_Service

HelpDesk_Modify_Service

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 (thisexampleuses i t sm71tm). Right-click Web Services,

and select New Web Service.
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In New Web Service, make entries for the Web service. Figure 15 shows

example entriesfor HPD IncidentInterface Create WS.

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

:!Modify Web Service - HPD_IncidentInterface Create WS (itsnﬂrtm): = |EI|1|
'wieb Service | WSOL I Fermizzions I Change History I Help Text I
- Basic [nfo
Hame:
Baze Form: IHF'D:Inc:identInterface_Ereate j
Semvice Type: Idocument - likeral j
#ML Schema: I = I Load... | [ptions |
= Additional [rfo
Label: I
Description: IHeIpDesk Submit_Service Create = |
L " - - ;I
— O peration:

Operations List

MHew

LCopy |
I mdifyy |
Bemove |

Mapping:
’7| Input Mapping... I

2= FIEEFE] ElElRIEE =] RE| [ARD)|or|HoT|

MNarme IHelpD esk_Submit_Service

| Output Mapping... I

Type IEreate 'l [ptions... |
Hualification

Start Record

Il & Lirri

]

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

)
liMapping - CreateInputMap I I ll
1

kL Data Type Source

| 5L Schema

Chooze ... |
Generate & Map |

§ FEarms ™| Resticted List
L s |
E- @ HPD:Incidentinterface_Create

Aszszigned Group

Aszszigned Group Shift Mame
Aszszigned Support Company
Aszszigned Support Organization
Aszsignes

Categorization Tier 1
Categorization Tier 2
Categorization Tier 3

Cl Mame

Closure Manufacturer

Closure Product Category Tierl
Closure Product Category Tier2

7

ML Data Type I~ Support #51Type

ROOT -
Aszsigned_Group
Aszzigned_Group_Shift_Mame
Aszzigned_Support_Company
Aszzigned_Support_Organization
Aszsignes

Categorization_Tier_1
Categorization_Tier_2
Categorization_Tier_3

CI_Mame

Closure_Manufacturer
Closure_Product_Category_Tier]
Closure_Product_Category_Tier2

Closure Product Category Tier3 LI EIIosure_F'roduct_Eategory_Ti.er3 LI
Mapping Sumnmary
Form/Field [nfo | #ML Element Info | MapType | Mapping |nfa
| | 0|
()3 Cancel

Click OK.

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

Mapping - CreateOutputMap I I 1‘
#ML Data Type Source

5L Schema

Chooze ... I
Generate & Map I

™| Resticted List

o [

Incident Mumber
----- 0O AreaBusiness

E- @ HPD:Incidentinterface_Create

!

ML Data Type I~ Support #51Type

=@ ROOT
o @ Incident_Nurmber

----- O Azzsigned Group

----- O Assigned Group 1D

----- O Azzigned Group Shift Mame

----- O Aszzigned Support Company

----- O Azzigned Support Organization
----- O Azzigned Ta

----- O Assignee

----- O Azsignee Groups

----- O Aszsignee Login ID

BiisR5_01

BiitRS_02 Ll

Mapping Sumnmary
Farm.Field [nfa

| #ML Element Info | MapType | Mapping |nfa

| | i

T

Cancel |

You can leave the ROOT element unmapped, but the Incident Number
entry is mapped to Incident Number under the
HPD:IncidentInterface Create entry inthe Remedy Form.

Click OK.

6 Click the Permissionstab to assign the appropriate permissionsto the Web
Service. From the No Permission list, select Public and click Add.

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 i t sm7rtm asthe middle-tier server).

¢ Click View.
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d If awSDL displaysas shown in Figure 18, the WSDL is accessible
from the Remedy AR middle-tier server, and you can useit from
Unwired Accelerator to create the Web service.

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

:!Modify Web Service - HPD_IncidentInterface Create WS (il:sm?l:tm_) I = IEIIlI

‘weh Service WSOL | Permissionsl Change Historyl Help Textl

MOTE: For Mid Tier B3+, depending on permissions, vou must ingert public or pratected into your IRL after
SDL. WS with public permissions, inzert public, othenwize insert protected.

Example: hitp:/f<midtier_servers farsps S DLApublicd< servernames fzample

Specify mid-tier's WSDL handler IRL
http: 4 fitzmrtm/ arspe S DL publicAtsm7im/HPD _Incidentinterface_Create WS

=7xml version="1.0" encoding="UTF-8" 7=
- =wsdl:definitions
targetNamespace="urn:HPD_IncidentInterface_Create_WS§"
smins: s0="urn:HPD_IncidentInterface_Create_WSs"
smins:soap="http:/ fschemas.xmlsoap,org/wsdl/soap/"
smins: soapenc="http:/ fschemas.xml p.org/soap/encoding/"
smins:wsdl="http://schemas.xmlsoap.org/wsdl/"
amins: xsd="http:/ /www.w3.0rg/2001/XMLSchema">
<wsdl typess
- «xsdischema elementFormDefault="qualified"
targetNamespace="urn:HPD_IncidentInterface_Create_WS">
<xsdielement name="HelpDesk_Submit_Service"
type="s0:CreatelnputMap" />
- «xsdicomplexType name="CreatelnputMap">
- «<xsdisequences
<xsd:element name="Assigned_Group"
type="xsd:string" />
<xsdielement
name="Assigned_Group_Shift_Name"
type="xsd:string" />
<xsdielement
name="Assigned_Support_Company"

type="xsd:string" /> =
l R | _>l_l

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
RemedyHPDL .ist, 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 Devel oper’s Guidefor additional information about
Web Service Element.
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[ ICreating the RemedyHPDList application

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

2  Click thedown arrow to theright of Add, and select Web Service Element.

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

a InWSDL URL, enter:

http://itsm7rtm.sybase.com/arsys/WSDL/public/itsm7rtm/HPD Incident
Interface WS

Note You must replacethe string itsm7rtmwith the host name and the
middle-tier server specific to your installation.

b Click Get Method. Several methods are returned.

¢ InMethod, select
HPD IncidentInterface WSPortType:HelpDesk QueryList
_Service fromthelist.

4  Make sure Enable Grid Rules is selected.

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

a Nextto Content XSLT, click Create.
b InWeb Services Output XSLT Template Customization, enter:
¢ Name—enter aname such as RemedyHPDLi st.
e Roles—click Add All to add all the roles to Assigned Roles.

e Select Output Parameters for Display — highlight a parameter,
such asgetListvalues.Last Name. Thevaluedisplaysin
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 displaysin
thefield.
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¢ IntheWeb Services Output XSLT Template Customization Window,
click Save, then click OK in the confirmation window.

6 InWeb Service Element Definition window, enter input parameter values.
a Click Input to display input parameters.

b Makeentriesin theinput parameter fields for which you want to
establish default values. This example uses pemo for userName, and
20 for maxLimit.

c Click Next.

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

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

8 IntheFilter window, click Next.
9 Inthe Configure Parameters window, configure the input parameters:

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

 _HEADER.Authenticationlnfo.userName
e 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 sel ected parameters, change the nameto make
it shorter or easier to read:

» _HEADER.Authenticationlnfo.userName — change to

userName.
* HelpDesk_QueryList ServicemaxLimit — change to maxLimit.

¢ Optional. You could make additional modificationsto 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

13
14

On the Finish window, make these entries (accept the defaultsfor al other
fields):

Mobile tab Select Make Available For Disconnected Mobile Devices.
Roles tab Click Add All to add all roles to this application.
Click Finish to save the application, and click OK to confirm.

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 chooseto changethe parameter settings, be sureto click Save,
then return to Application Builder and click Save, and OK to confirm.

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

Configure Parameters [Step 2] Setup Configuration | hein [N ciose ||
Advance | back | Save |
[~ Enter Setup Description HTML:

Urigue Configurable Parameters

Position  Display Name Component Default Value Display Type Personalize Key Kind Required
& ®  userName Jpema [TextFied =] | =1 = [search =] =
A& ®  maxlimit [20 [Text Field =] | =1 ] =] [search -] &

Instructions:

Displayed above are all the unique variable CGI Parameters.

® Provide a "Default Value" and "Display Type” for each parameter.

o select "Display Type = None" to hide parameters in the setup window.
& Enterin HTML for the setup description in the entry bosx.

@'] Cone.

15

16

17

[T [ [emeemet A

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

When you returnto the M obile Web Studio main window, select New from
the Application Builder Status menu. The RemedyHPDList application
displaysin the detail pane.

In Mobile Web Studio, right-click the RemedyHPDLi st applicationinthe
detail pane, and select Approval Status | Approved.

Click OK to confirm.
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18 Select Approved from the Application Manager Status menu. You seethe
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 RemedyHPDM odify,
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.

[ICreating the RemedyHPDModify application

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

2  Click thedown arrow to theright of Add, and select Web Service Element.

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

a InWSDL 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.

¢ Make sure Enable Grid Rulesis selected.

d IntheWeb 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):

44 Technical Bulletin for Windows 2003 and XP



Unwired Accelerator 8.0

6. Creating a mobile application with Remedy AR 7.0

Table 8: RemedyHPDModify — sample input parameter entries for

Remedy AR 7.0.x example

Parameter Default value
userName appadmin
Categorization_Tierl Connectivity
Categorization_Tier2 Application
Closure_Product_Category_Tierl 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/Locdized
Product_Categorization_Tierl 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

Genera Information

Work_Info_Source test

Work_Info_L ocked No
Work_Info_View_Access Internal
Incident_Number INC000000000020

e Click Next.

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

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

4 Inthe Define window, select Records Contain Labels, accept 1, and click

Next.

5 IntheFilter window, select Next.
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6 Inthe 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 asthey are
selected, in the order they are selected. To makeit easier to follow the
example, select the parametersin 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
Display

Parameter Display name | Default value type Kind Required
HelpDesk_Modify_Service. | Summary Email Password Text Field Update Yes
Summary reset
HelpDesk_Modify_Service. | Reported Source | Other Text Field Update No
Reported_Source
HelpDesk_Modify_Service. | Categorization | Connectivity Text Field Update Yes
Categorization_Tierl Tier_1
HelpDesk_Modify_Service. | Categorization_ | Application Text Field Update Yes
Categorization_Tier2 Tier_2

HelpDesk_Modify_Service. | Work_Info_Type | General Information | Text Field Search No
Work_Info_Type

HelpDesk_Modify_Service. | Categorization Text Field Update No

Categorization_Tier3 Tier_3

HelpDesk_Modify_Service. | Urgency 2-High Text Field Search Yes
Urgency

HelpDesk_Modify_Service. | Work_Info_ Text Field Update No

Work_Info_Notes Notes

HelpDesk_Modify_Service. | Impact 4-Minor/Localized | Text Field Search Yes
Impact

HelpDesk_Modify Service. | Product_ Service Text Field Search Yes
Product_Categorization_ Categorization_

Tierl Tier_1

HelpDesk_Modify Service. | Product_ Corporate Text Field Search Yes
Product_Categorization_ Categorization_

Tier2 Tier_2

HelpDesk_Modify Service. | Product_ Email Services Text Field Search No

Product_Categorization_ Categorization_

Tier3 Tier_3
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Display

Parameter Display name | Default value type Kind Required
HelpDesk_Modify_Service. | Resolution Reset user’s Text Field Update Yes
Resolution password
HelpDesk_Modify_Service. | Company Calbro Financial Text Field Search Yes
Company Services
HelpDesk_Modify_Service. | Resolution_ Text Fied Search No
Resolution_Method Method
HelpDesk_Modify_Service. | Notes test Text Field Update No
Notes
HelpDesk_Modify_Service. | Work_Info_ No Text Field Search Yes
Work_Info_L ocked Locked
HelpDesk_Modify_Service. | Incident_ INC000000000020 | Text Field Search No
Incident_Number Number
HelpDesk_Modify_Service. | Closure Product | Service Text Field Search Yes
Closure_Product_Category | _Category_Tierl
Tierl
HelpDesk_Modify_Service. | Closure Product | Corporate Text Field Search Yes
Closure_Product_Category_ | _Category_Tier2
Tier2
HelpDesk_Modify_Service. | Work_Info_View | Internal Text Field Search No
Work_Info_View_Access _Access
HelpDesk_Modify_Service. | Closure Product | Email Services Text Fidd Search No
Closure_Product_Category_ | _Category_Tier3
Tier3
_HEADER.Authentication userName appadmin Text Fidd Search Yes
Info.userName
HelpDesk_Modify_Service. | Manufacturer Text Fied Search No
Manufacturer
HelpDesk_Modify_Service. | Status Closed Text Field Update Yes
Status
HelpDesk_Modify_Service. | Work_Info_ test Text Field Search No
Work_Info_Source Source
HelpDesk_Modify_Service. | Service Type User Service Text Field Update Yes
Service Type Request
HelpDesk_Modify_Service. | Work_Info_ Email Connectivity | Text Field Update Yes
Work_Info_Summary Summary Issue

¢ Select Next.

Note You must have write privilege to modify the Remedy AR database.
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7  The Preview window displays. In Element Name, enter
RemedyHPDModify, and click Finish.

Note When prompted tofill in al required fieldsfor preview, click OK to
bypass.

8 IntheApplication Builder, click Save.

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

Roles tab Click Add All to add al 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

Configure Parameters [Step 2] Setup Configuration

[Advance | | bsek || save_|

I Enter Setup Description HTML:

Position Display Name Component Default value Display Type Personalize Key Kind Required ;I
4% Summary Email Password reset|  [Test Field =] | = = [update =1 ™
& ®  Reported_Source [other [TextFied =] | = =] [update =] 7
A% Categorization_Tier_1 Connectivity [TestFied =] | e = [update =1 ™
4w  Categorization_Tier_2 [application [TextFied =] | = = [update =1 T
&% Work_Info_Type General Infarmation [textField =] | =1 =] [search =] I
4 ¥  Categorization_Tier_3 [TestFied =] | = = Jupdate =] T
A w  Urgency [2-High [text Field =] | = =] [search =] T
& F  Work_Info_Notes [TestFied =] | | =] [update =] ™
A%  Impact [4-Minar/Localized [TextFied =] | = = [search =1 T
& %  Product_Categorization_Tier_1 service [textField =] | =1 =] [search =] I
4 ¥  Product_Categorization_Tier_2 Corporate [TestFied =] | = =] [search =] T
& w  Product_Categorization_Tier_3 [Ernail Services [TextFied =] | = =] [search =] T
A% Resolution Reset user's passwore [ Test Field =] | e = [update =1 ™
A%  Company Calbro Financial Servii  [Text Field =] [ = = [search =1 T
A ®  Resolution_Method [textField =] | =1 =] [search 7] T
& ¥  HNotes test [TestFied =] | = = Jupdate =] T
& w  work_Info_tocked o [TextFied =] | = =] [search =] T
& ¥ Incident_Number 1ncoo0ooo000020 [TestFied =] | e =] [search =] ™
4w  Closure_Froduct_Category_Tiert [Service [TextFied =] | = =] [search =] T
& %  Closure_Product_Categary_Tier2 Corporate [textField =] | =1 =] [search =] I
& ¥ Work_Info_View_tccess internal [TestFied =] | = =] [search =] T
& w  Closure_product_Category_Tiers [Ernail Services [TextFied =] | = =] [search =] T
& ¥ userName [appadmin [TestFied =] | e =] [search =] ™
A w  Manufacturer [TextFied =] | = =] [search =] T
A% Status Closed [textField =] | =1 =] [update =] 7
& ¥  Work_Info_Source test [TestFied =] | = =] [search =] T
&%  Service_Type User Service Request.  |Text Field =] | = =] [update =1 ™ L
A ¥ Wark_Info_Summary [Email Connectivity Is [Test Field =] | e = [update =1 T -

Instructions:

Displayed above are all the unique variable CGI Parameters.

 Provide a "Default Value" and "Display Type" for each parameter.

o Select "Display Type = None" to hide parameters in the setup window.

 Enter in HTML for the setup description in the entry bos.
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14

15

16

Click Closein the upper-right corner to close the Application Builder
window.

When you returnto the M obile Web Studio main window, select New from
the Application Builder Status menu. TheRemedyHPDModi £y application
displaysin the detail pane.

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

Click OK.

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

Optional. Select RemedyHPDModi £y and click Preview to view the
application.

6.4 Creating the insert application

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

[ICreating the RemedyHPDCreate application

1

From Mobile Web Studio, select Applicationsin the |eft pane, select New
in the Application Manager Status menu, and click the New button to
launch Application Builder.

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

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

a InWSDL 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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¢ Make sure Enable Grid Rulesis selected.

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

¢ Name-—enter RemedyHPDCreate.
* Roles—click Add All to add all therolesto Assigned Roles.

e Select Output Parameters for Display — highlight a parameter,
such as Incident Number. Thevalue displaysin 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.

* IntheWeb Services Output XSLT Template Customization
Window, click Save, then click OK in the confirmation window.

e IntheWeb 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

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_L ocked No
Work_Info_View_Access Internal

f  Click Next.

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

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

5 Inthe Filter window, click Next.
6 Inthe 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 asthey are
selected, in the order they are selected. To makeit easier to follow the
example, select parametersin the order listed in Table 11 on page 52.
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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 parameterswith 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
Display

Parameter Display name | Default value type Kind Required
_Header.Authenticationinfo. | userName Bob None Search No
userName
HelpDesk_Submit_Service. | Assigned Group | Internal Support Text Field Update No
Assigned_Group
HelpDesk_Submit_Service. | Urgency 1-Critical Select Update Yes
Urgency

Note SelecttheAdd

button, then create

entries: 2-High, 3-

Medium, and 4-

Low.
HelpDesk_Submit_Service. | Service _Type User Service Text Field Update Yes
Service_Type Request
HelpDesk_Submit_Service. | Assigned_ IT Support Text Field Update No
Assigned_Support_ Support_
Organization Organization
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Display

Parameter Display name | Default value type Kind Required
HelpDesk_Submit_Service. | Impact 1-Extensive/ Select Update Yes
Impact Widespread

Note Selectthe Add

button, then create

entries with these

values: 2-

Significant/

Widespread, 3-

Moderate/Limited,

and 4-Minor/

Localized. Sincethe

Display Name field

does not accept the

forward dash, use

the format 2-

Significant-

Widespread asthe

Display Name, and

2-Significant/

Widespread for the

Value. Repeat for

each entry.
HelpDesk_Submit_Service. | Summary test Text Field Update Yes
Summary
HelpDesk_Submit_Service. | Action CREATE None Update Yes
Action
HelpDesk_Submit_Service. | Notes test Text Field Update No
Notes
HelpDesk_Submit_Service. | Last_Name User Text Field Update No
Last Name
HelpDesk_Submit_Service. | Assignee Francie Frontline Text Field Update No
Assignee
HelpDesk_Submit_Service. | First_Name Joe Text Field Update No
First_Name
HelpDesk_Submit_Service. | Work_Info_ test Text Fied Update No
Work_Info_Notes Notes
HelpDesk_Submit_Service. | Work_Info_ Text Fied Update Yes
Work_Info_Source Source
HelpDesk_Submit_Service. | Work_Info_ No Text Field Update Yes
Work_Info_L ocked Locked
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Display
Parameter Display name | Default value type Kind Required
HelpDesk_Submit_Service. | Resolution Text Field Update No
Resolution
HelpDesk_Submit_Service. | Work_Info_Type Text Field Update No
Work_Info_Type
HelpDesk_Submit_Service. | Reported Source | Other Text Field Update Yes
Reported_Source
HelpDesk_Submit_Service. | Product_ Name Text Field Update Yes
Product_Name
HelpDesk_Submit_Service. | Work_Info_ Internal Text Field Update No
Work_Info_View_Access View_Access
HelpDesk_Submit_Service. | Status Assigned Text Field Update Yes
Status
HelpDesk_Submit_Service. | Create Request None Update No
Create_Request
c Select Next.
7  The Preview window displays. In Element Name, enter
RemedyHPDCreate, and click Finish.
Note When prompted tofill in al required fieldsfor preview, click OK to
bypass.
8 IntheApplication Builder, click Save.
9  Onthe Finish window, make this entry (accept the defaults for all other
fields):
Roles tab Click Add All to add al 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
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the parameter settings as shown in Figure 21, then click Close. If you
choose to change the parameter settings, be sureto click Save; then return
to Application Builder, click Save, and OK to confirm.
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Figure 21: RemedyHPDCreate parameters — Remedy AR 7.0.x example

Configure Parameters

[Step 2] Setup Configuration | Helo [N close ||

Advance I

[T Enter setup Description HTML:

back Save I

Position
&~ v
- v
- v
aw
&~ v
&~ v
&~ v
aw
&~ v
- v
&~ v
&~ v
aw
&~ v
- v
&~ v
&~ v
aw
&~ v
- v
&~ v
&~ v

Unique Configurable Parameters

Display Name
userame
assigned_Group
Urgency

Service_Type

Assigned_Support_Organization

Impact
Surmary

Action

Nates

Last_Name

assignee

First_Name
Wark_Info_Nates
wark_Infa_Source
Wark_Info_Locked
Resolution
wark_Info_Type
Reported_Source
Product_Name
Wark_Info_View_Access
Status

Create_Request

Component Default Value Display Type Personalize  Key Kind Required

Jeso [rons =T = =] [Seaen =1 T

[intermal support [textFied =] | = = [update =] ™

o2 & [i=critical#1-Critical 2 [Select = = =l [update =] &
Juser Service request! [Tent Fietd =] | = =] [update =] P

|7 support [rextried =] | = =] [opdate =] T

[fodd JFclear ] [t-Extensive/widespre.  [Select =] = =l [opdate =] &
test [textFied =] | = =] [update =] &

[cREATE [tane = = =] [update =] P

reet [forod =] | = =] [opdete =1 T

User [rest et = | = = [update =] T

[Francie Frontine [trextFied =] | = =] [update =] T

os [textFied =] | = =] [update =] T

test [textFied =] | = =l [update =] T

[rextried =] | = =1 Jupdate =] W

o [rest et = | = = [update =] =

[trextFied =] | = =] [update =] T

[textFied =] | = =] [update =] T

[Other [textFied =] | = =l [update =] =

[rextried =] | = =1 Jupdate =] W

(nternal [textFied =] | = = [update =] T

[assigned [rextFied <] | | =] [update =]

[tone = =1 =] [update =] T

Instructions:

Displayed above are all the unique variable CGI Parameters.
* Provide a "Default value" and "Display Type" for each parameter.

¢ Select "Display Type = None” to hide parameters in the setup window.
® Enterin HTML for the setup description in the entry box.

12

13

14

15

16

Click Closein the upper-right corner to close the Application Builder
window.

When you returnto the M obile Web Studio main window, select New from
the Application Builder Statusmenu. TheRemedyHPDCreate application
displaysin the detail pane.

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

Click OK.

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

Optional. Select RemedyHPDCreate and click Preview to view the
application. Fill in al 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 CSl 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 CSl core class.

The CSI Remedy AR system security provider does not support any certificate
authentication capability. A sessionisassociated with auser oncehe or shelogs
into 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 CSlI Remedy AR system security provider:

1 Copy the arapi63.jar file from the Remedy AR system installation to the
Unwired Accelerator directory %SYBASEY\jdk1.5.0_10\jre\bin; and add
arapi63.jar to the CLASSPATH environment variable.
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2 Add these Remedy filesto the PATH environment variable: arapi63.dil,
arjnie3.dll, arrpc63.dil, arutl63.dll, icudt28l.dll, icuin28.dll and
icuuc28.dll. Alternatively copy thefilesto
%SYBASE%\jdk1.5.0_10\jre\bin.

3 Modify the default.xml file, located in %SYBASEY0\tomcat\conf\CSl.
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:authenticationProviders>

<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 providersin default.xml, and for using stacked security providers.
Seethe sections that follow for information about the Remedy AR system
security provider.

Authentication Table 12 definesthe configuration options. Enable any of the optionsby 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:authenticationProviders>
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Configuration option

Table 12: Remedy AR system configuration options
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 fase Indicates whether Remedy AR system allows a user asaguest. If set

Authorization

to true, an authenticated user can access Remedy AR; if set to false,
an authenticated user receives error messages and cannot access
Remedy AR.

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

For an authenticated user, Remedy APIsare invoked to return groupsto 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.
Thiswill indicate to Unwired Accelerator that the user name and password
should be automatically picked up fromthelogged 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 accessto 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.

[ JApplying patch 4 to Remedy AR system 7.0
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1 Install patch 4 on Remedy 7.0.x (AR server, Admin GUI, and middle-tier).
2 Resavethe existing Web services.

3 Fush the middle-tier cache.
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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
e 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.

[ IDownloading the Help Desk samples

1 Fromyour mobiledeviceor simulator, open abrowser window and access
the TrySybase Web site at http://uademo01.try.sybase.com/onepage/ota.

2  Select the mobile device client type:
e BlackBerry 4.1
e BlackBerry 4.2
*  Windows Mobile Pocket PC
e Windows Mobile Smartphone
e 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 isavailable 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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Problem

Try this

Encounter SOAP errors when creating a
Remedy application.

Thistypically occursin the Web Service Element Definition
window if you are using aWSDL filethat is configured to not
produce output. For example, if you are creating an update
application, theWSDL 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. Aslong as you can save the application
successfully, themobileapplicationiscreated. If you cannot savethe
mobile application later, it indicates another problem.

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

Verify that patch 4 isinstalled 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 permissionsfor one more Remedy fields. See
the Remedy system or database administrator.

Entry does not exist in
database

Thedefault value you supplied for theinput parameter does not exist
in the Remedy database. Supply avalid value.

Cannot get the linked parameters to work.

It isimportant 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 inthe
deployed application on a BlackBerry
device.

If the display names of parameters do not match the output display
namein 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 templ ates.

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.
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Try cleaning up the “generated” and “XSD” directoriesin
$SYBASE%\tomcat \webapps\onepage \WEB- INF.
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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 %SYBASEY\ ogs.
These log files are especially useful for troubleshooting problems with
Remedy applications:

e 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 cals.

e uwp.trc—tracelogfor UWP Thisfileisempty unlesstraceisenabled. See
the UA 8.0 Administration Guide for information about enabling trace.

Additionally, Tomcat | og filesmay include useful information. Tomcat log files
aretypically located in:

%SYBASEY\tomcat\logs\localhost_|og< date>

Look for errors or status.
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