IBM Maximo Asset Management V7.1

Cancel service requests during work order cancellations

© 2012 BM Corporation

This training module teaches Maximo® version 7.1 users how to cancel the original service
request during a work order cancellation.
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Upon completion of this course, you can perform these tasks:
— Create a synonym domain status called SRSTATUS
— Create an action
— Create an escalation to cancel service request work orders
— Verify that created escalations cancel the NEW status on related SRs when canceling

work orders
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Upon completing this training you can perform these tasks related to cancelling the NEW
status on service requests related to work orders that are being cancelled: create the
required synonym domain status, action, and escalation along with verify that escalations
cancel the NEW status on SRs when work orders are cancelled.
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To re-create the Service Request (SR) record still in new status scenario, perform these steps:
1.Create a SR with the SR application

2.Go to Select Action menu
a.Select Create
b.Select Work Order
c.Verify new work order created

3.Go to the Related Records tab
a.Click the arrow besides the work order number
b.Hyperlink jump to the work order tracking application

4 Click Change Status icon to cancel work order
5.Click Return to hyperlink jump back to the Service Request application

6.0bserve that the Service Request record is still in NEW status

Users want like to see that a cancellation of the related work order also cancels the original
service request record.
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A new Maximo Service Request (SR) is created by using the SR application. A Work Order
(WO) must be created for each new SR. The status of the work order is changed when a
work order is cancelled.
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Login to Maximo and navigate to the System Configuration menu. To do this you first click
Go To, then scroll down to System Configuration.
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Navigating to domains application
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From the Platform Configuration menu select Domains.
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Setting up SRSTATUS domain search

Enter a domain name
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Type SRSTATUS in the Domain text box. This will set up a search for SRSTATUS

domains.

cancel_sr_cancel_sr_wo.ppt

Page 6 of 45



iy

Initiating search for SRSTATUS domains

Press Enter
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Press Enter on the keyboard to initiate a search for all SRSTATUS synonym domains.
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Editing SRSTATUS domain detail

Click Edit Detail
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Click the Edit Detail button. This will open the configuration of the SRSTATUS domain.
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Add a new row to the SRSTATUS domain.
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Set Internal Value to resolved, Value to CAN, and Description to CAN. Do not check
Default check box and do not populate the Organization and Site fields. Click OK.

cancel_sr_cancel_sr_wo.ppt

Page 10 of 45



[l
(e
Heanll

iy

Saving domain changes

Click Save Domain icon
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Click the Save Domain icon to save the changes made to the SRSTATUS domain.
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Observing domain record saved confirmation messages

Message comes up

“BMXAA4205] — Record has been saved”

Domains

BMXAA4205] - Record has been saved.
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A message opens stating that the SRSTATUS record has been saved.
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Navigating to platform configuration

Start Center > Go to the System Configuration > Platform Configuration
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Navigate from the Start Center to the Platform Configuration menu. You must go through
the System Configuration menu to reach this menu.
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Navigating to actions application

Select the Actions application o -
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Navigate from Platform Configuration menu to the Actions application.
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Creating new action

Click New Action icon on the toolbar

QAdvmcedSean:h - BSave(auefy v || Bookmarks
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Click the New Action button to initiate creating a new action.
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Setting SR cancellation action attributes

Configure attributes for SR cancellation action
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Set Action to CAN_SR, Object to SR, Type to Change Status, and the Value to CAN.
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Saving SR cancellation action record

Click the Save Record icon

2 ¥ GoTo Hepo
BMXAA42051 - Record has been saved.

List ] Action | Pl
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# Accessible From:  ALL
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Click the Save record icon to save the record.
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Navigating to Platform Configuration
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You begin the creation of an escalation by navigating to the Platform Configuration
applications. From the Maximo Start Center click Go To. Navigate down the Go To menu
to the System Configuration menu. Next click Platform Configuration.
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Selecting Escalations application

Select Escalations /
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Select the Escalations application.
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Creating new escalation

Click New Escalation icon on the toolbar

> Fint Q ¥ Select Action B3 §i E i
l List N Escalation | CommunicationLog | ! [New Escalation  CTRL+ALT+1]
Q Advanced Search ¥ E Save Query ¥ I Bookmarks /
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20 Cancel service requests during work order cancellations ©2012 1BM Corporation

Click the New Escalation icon on the toolbar. This will start the creation of a new
escalation.
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Configuring CAN_SR escalation attributes

Configure the escalation
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List I Escalation l Communication Log |

# Escalation  CAN_SR = Ste:

» Applies To: SR =\ Organization

Condition: exists (select 1 from workorder where origrecordciass UKE “%SR%' and Create Successtu Execution Entry? |
origrecordid=SR TICKETID AND STATUS='CAN) ®
Last Run Time:
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Set the Escalation to CAN-SR, Applies To to SR, Condition to exists (select 1 from
workorder where origrecordclass LIKE '%SR%' and origrecordid=SR.TICKETID AND

STATUS='CAN").
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Click Set Schedule icon
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Now click the Set Schedule icon. It is located to the far right.
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Creating escalation (1 of 12)

Enter 1 in the Every minute(s) field

Set Schedule
Select Schedule or Time Interval -
o]
e —
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Oevery 1 minute(s) Dy 102911 1241 PM
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” Every day(s), ot time O] 102911 1245PM
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5
© e e, o0 St 1% e ® o 13a
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’ Every month(s), 1029711 1250 PM
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Enter 1 in the Every minute(s) field for a one minute interval, then click OK.
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Go to the Escalation Points section and click the New Row button.
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Set Elapsed Time Attribute, Elapsed Time Interval, and Interval Unit of Measure

Validation Results
Escalation Points [ Fiter 1-1011
Ezcalation Port  Elapsed Tine Aftriute Glapsed Tome itervel itervel Ung of Measure Qraangation Calendar
7 1 CHANGEDATE 1,00 MINUTES
- N a
Escalation Pornt: 1 / Bapsed Time nterval 100

Bopsed Time Attribute: CHANGEDATE Interval Un of Measure:  MINUTES

Escalation Poirt Condition: Repeat?
Organzation
Calendsr

Shint
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Set the Elapsed Time Attribute to CHANGEDATE, the Elapsed Time Interval to 1.00, and
the Interval Unit of Measure to MINUTES.
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Click New Row

Actions [ Fiter 0-0010 o
Adton Descrption Type Seapvee
Now e )
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Click the New Row button in the Actions section. It is located in the far bottom right corner.

cancel_sr_cancel_sr_wo.ppt Page 26 of 45



27

O

e C » -: 1 5

o C A / =

Actions Naotifications

o Sel Action p Or & 1al & k ng R
Actions | Fiter 1-101
Action
7 »
Details
Action: +
S
Type: '~ ..
<

Cancel service requests during work order cancellations ©2012 1BM Corporation

Click the arrow beside the Action field, then click Select Value.
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Creating escalation (6 of 12)

Select Value
Actions P Fer > () S 2 1-130f13 ch Downicad - =

Action Description Object
|

AN SR CANCEL SR CREATED WORK ORDER SR
SRCR :h‘m Create Change Action SR
SR CREATEWO Create Work Order SR
SITEBEDFORD Set site to Bedford SR
SR GIVE2TER1 Delegate SR to Tier 1 SR
SR APPLYSLA Apply SLA to SR SR
SR CREATEINCIDENT  Create Incident Action SR
SR CREATEPROBLEM Create Problem Action SR
SR QUEUED SR Queued Action SR
SRINPROG SR Inprog Action SR
SR PENDING SR Pending Action SR
SR RESOLVED SR Resolved Action SR
SR CLOSED SR Closed Action SR
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Select CAN_SR. Remember that you earlier created CAN_SR.
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g escalation (7 of 12

Actions

Notifications

@ Select Action Group or add individual actions by click

Actions DFaer/ 1-10f1

Action

Description
4 CAN_SR »

CANCEL SR CREATED WORK ORDER
Details

Action: CAN_SR 7> CANCEL SR CREATED WORK ORDER

Type: CHANGESTA
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The CAN_SR action gets populated in the Action field
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Creating escalation (8 of 12)

e Q v sdectscin =16 E‘I;Méﬁ' ;
I Save Escalation CTRL+ALT+S

| st ] Escalation H Communication Log |
b

# Escalation: CAN_SR & Site:
# Applies To: SR Q Organization:
Condition:  exists (select 1 from workorder where origrecordclass LIKE '%SR%' and Create Successful Execution Ertry? |
origrecordig=SR TICKETID AND STATUS='CAN') ®
Last Run Time:
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Click the Save Escalation icon to save the CAN_SR escalation.
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Creating escalation (9 of 12)

Go to the Select Action menu, select Validate

~ | Find: Q ¥ |Select Action =] J E é ¢ l*

% T 2 Validate

List Escalation h Communication Log l |
Activate/Deactivate Escalation
Duplicate Escalation

# Escalation: CAN_SR Site:
Delete Escalation

* Applies To: SR Q Add to Bookmarks Organization:

Conition:  exists (select 1 from workorder where origrecordglass LIKE '%SR%' and Create Successtul Execution Entry? |
origrecordid=SR TICKETID AND STATUS='CAN) &
Last Run Time:
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Go to the Select Action menu and select Validate.
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Creating escalation (10 of 12)

Message comes up: “
BMXAA1151] - Validation successful”

System Message

BMXAA11511 - Validation successtul.
4
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A message pops up stating that the validation action was successful.
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Creating escalation (11 of 12)

Activate/Deactivate Escalation

B ), = SelectAction R Zew

Validate
ActivateDeactivate @ i

| List n Escalation I Communication Log ‘

Duplicate Escalation
#Escalation: CAN_SR Site:
— Delete Escalation

# Applies To: SR & Add to Bookmarks Organization:
Condition:  exists (select 1 from workorder where origrecordclass LIKE '%SR%' and Create Successful Execution Entry?
origrecordid=SR TICKETID AND STATUS=CAN) ®
Last Run Time:
3 Cancel service requests during work order canceliations ®2012 1BM Corporation

Go to the Select action menu, then select Activate/Deactivate Escalation.
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Creating escalation (12 of 12)

Message comes up: “BMXAA1145E — Escalation CAN_SR has been activated”

BMXAA1145E - Escalation CAN_SR has been activated.

e L~ somaci EECPX T

List Escalation h Communication Log |

Escalation: CAN_SR & Ste: Q
Applies To: SR | Organization: |

Condttion:  exists (select 1 from workorder where origrecordclass LIKE '%SR%' and Create Successful Execution Entry? ]
origrecordid=SR.TICKETID AND STATUS='CAN') ®
Last Run Time:
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A message pops up stating that the CAN_SR escalation has been activated.
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Confirming SR status change

1. Go to the Service Requests application.
Click New icon on the toolbar to create a SR

~ | Findt ), v [select Action >
List Service Request Related Records | Log I Specifications |
+ Service Request: 1176 Owner: o
User Information
Reported By: »

Name: »

Phone:

E-mail:
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Create a new SR. This record is used to confirm that the SR status is no longer listed as

NEW.
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Asset 11450 % Centriugal Pump 100GPM/B0F THD
Location: BR450 »  FeedWater Pump: Centriugal/100GPM/S0F T [\‘

Configuration tem
Target Description:
GL Accourt:  6210-333.77?

6 Asset Ste: BEDFORD 012 1BM Corporation

Enter some test info about the service request such as. summary, asset, location, GL, and
asset site.
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Create a work order

~ Find: (), ~ selestaction
List Service Request i Related Records “ Log N Specifications |

BMXAA4320E - Work order 1203 created.

AL P B QT

Service Request: 1176 Owner:
User Information

Reported By: WILSON »
Name: Mike Wilson »
Phone: (617) 555-901

E-mait  m.wilson@helwig.com

7 Cancel service requests during work order cancellations

Owner Group:

@

Atfected Person:
Name:
Phone:

E-mait
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Go to the Select Actions menu and select to create a workorder.
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Open work order tracking application
3. Go to Work Order Tracking
~ Find W Select Action
st | SevcoRequest | ReiedRecord: | Lo | Speccatons
Service Request 1176 test ascalation
Related Tickets ) Fiter 0-0010
Related Record Key =
Related Work Orders | Fiter 1-1011
Work Order = Descrigtion
1 1203 » test esc.
Solutions “:li _‘ '“" g [
Quignator + .? To Work Order Tracking  2.Ca53
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Go to the related records tab. Click the arrow beside the work order field. Upon
completion of these steps select Go to Work Order Tracking.
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Select canceled as new status

Select CANCELED as the New Status

39 Cancel servic sts 9 ©20121BM Corporation

Click the Change Status icon, then select CANCELED as the New Status
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‘Work Order Tracking

~ Find

Service request-created work order canceled

Service request-created work order canceled

BMXAA9E - Status change(s) completed successfully.

Werk Order. 1203
Locston:  BRASO
Asset 11450

Configuration em

40

» o GL Account 6210333777
» Fabure Class:  PUMPS
» Problem Code:
2 Storeroom Material Status
» Dwrect issue Material Status:
Work Package Material Status:

Material Status Last Updated
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Q
»

Qo s

@Q

——

Status: CAN

st | workoroer | Pans | Assgomerts | ReitedRecords | Actusis | SatetyPen | Log | FohreReportng | specincatons |
test escalation . Ste. BEDFORD
% FeedWaltes Pump- Centiugal 100GPM/EOFT (74 Class: WORKORDE
% Centifugel Punp 100GPM/B0FTHD 2] Werk Type:

Status Date:  10/23/11 1:.09PM

Inhert Status Changes? [

Accepts Charges? [

tsTesk? [

Under Flow Controi? [

Suspend Flow Cortror? [
Flow Actiont

Flow Action Assist? [
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Observe that the service request-created work order has been canceled.
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Return to the service request application screen

Hyperlink back to the SR application screen

" YEZeP v L  AmO@R S8
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- Fna ) v SelectAckon
[i]rm'('”lmlm‘lm"““'l“"“’As""""l“'l"‘““"""‘lm“
Work Order. 1203 test escalstion Ste. BEDFORD atacteects (2
Location:  BRASO » Foed Water Pump- Certriugal/1 00GPM/BS0F T Cless: WORKORDEI Status CAN
Asset 11450 % Centriugal Pusp 100GPM/S0FTHD Work Type A Status Date: 10/23/11 1.09PM

Contaga ston tem » OLAccourt 62103877 G Fhert Stetus Chranges? 71
Parert WO » Falre Class: PUMPS » Accepts Charges? 72
Cinssticatn » Protiem Code 1 e [
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Click the Return icon to hyperlink back to the service request application screen.
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Testing service request cancellation settings

» Enter 1176 in the Search field beside the Magnifying Glass icon

*» Press Enter to acquire the record again

rice Request

Q ¥ Select Action e E,] E K]

List Service Request L Related Records 1 Log 1 Specifications. |

~ | Findt 1178

Service Request: 1176 Owner: Owner C

User Information

Reported By.:  WILSON »
Name: Mike Wilson »
Phone: (617) 555-901

E-mait  m.wilson@helwig.com
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The service request is canceled either after a 1 minute interval or after the escalation is
run (according to schedule).
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Observing service request status that is changed to canceled

Service Request status changed to CAN

— = = A, o -
~ P 1176 @ v sectacton " HEg e TRRLY v G 3
List Service Request m Related Records | Log | Specifications | I
Service Request: 1176 Owner: Owvner Group: Status: CAN
User Information
Reported By: WILSON » Affected Person. WILSON »
Name: Mike Wilson » Name: Mike Wilson
Phone: (617) 555-901 Phone: (617) 555-901
E-mail.  m.wilson@helwig.com E-mail: m.wilson@helwig.com
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Observe that the service request status has been changed to CAN.

This service request has been cancelled 1 minute after the escalation was run (according
to schedule).
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= Now that you have completed this course, you can perform these tasks:
— Create a synonym domain status called SRSTATUS
— Create an action that is related to canceling NEW status on Service Request (SR) linked
to work orders
— Create an escalation to cancel NEW status on related SRs when work orders are
canceled
— Verify that created escalations cancel the NEW status on related SRs when canceling

work orders
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Now that you completed this training you can perform these tasks related to cancelling
service request work orders: create the required synonym domain status, action, and
escalation. You can also verify that escalations cancel SRs when work orders are

cancelled.
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