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OVERVIEW

o Types of rules
 What to use rules for?
e Operators
e Contains vs. Matches Regular Expressions
e Administration
« Escalations
* Troubleshooting
— Rule Log vs. Transactions
« Best Practices

« Examples Throughout
—  —
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WHAT TYPES OF RULES EXIST?

* Incident
 Answer
 Contact

e Organization
e Opportunity
e Task
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WHAT CAN BUSINESS RULES DO?

 Automate manual tasks

 Manage parts of your site:
— Queue routing
— Assignment
— Email standard content to end-user
— Escalation
— Notification
— Set/increment custom fields
— Email surveys/marketing mailings to contacts
— Create and assign SLAs/SLA instances
— Manage Tasks
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USEFUL CONDITION OPERATORS

* Available for all data types
— Is Modified
— Is NULL

* Integer, date, and date/time data types
— In Range

— Can use relative times for some fields

« Converse operators available

*"’f\—.__

SUMMIT 08



CONDITION OPERATOR EXAMPLE

1 Incident Created (n fﬂﬂge—: 0800 = | 0500 - [ Delete Condition

Incident Date Problem Started > | Delete Condifton

in range

inn::iderrt LCrested -v -;

| Incidert Crested ¥
3 Tncident Statys (nodifiedthisedt )+ [~ Delete Condition

4 Incident Order Number . '*_" | Delete Condition

Add condition based on: |

Logical Expresston (& =and, |[=oreg 1 & (2| 3))
18283484
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USEFUL ACTION OPERATORS (CONT.)

e Action Operators

— Increment/Decrement
 Integer, date, and date/time data types
— Equal to the value of

 All data types supported by the feature.

e Permits setting equal to the current value of another field
(same type)

— Append/Prepend

o Text data types only

» Use of quotes to add spaces between appended/prepended
text
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ACTION OPERATOR EXAMPLE

1 Tncident Order Humber :__dnea not match regular e:-:preaamn v |IN F'HCJGHESS 3 _ | |

Add condition based on: |

~et Custotn F1eld Scheduled _all Time

| equals w E5 0o |

~et Custom F1elr:1 Cc:-ntact ije

: _decrement by g v_l '+ 1 Hours '.ﬂ J
n _—

5|
1 set Custc:-m Field Cﬁlrder Murmber

« [IN_PROGRESS 3 l

Erepend wit)

Add Action
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RELATIVE TIME CONDITIONS

 Comparison based on some relative time offset

— In range

* |In range also supports the relative times

— 6 hours before flight time custom field

 Not available for all fields

— Custom field value

— Rule variable value

« Absolute dates are still supported

*"’#\-..__
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RELATIVE TIME OPERATORS

| Iruzlderrt Created -

Incident Created v
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CONTAINS VS. MATCHES REGULAR EXPRESSIONS

e Contains
— Uses word stemming
— Sometimes less predictable
« Matches Regular Expressions:
— Very powerful and predictable
— Exact string matching (no word stemming)
— Pattern matching
— Can use multiple OR format

— Regular expressions can be complex
« Matching on subject incident data [Incident: 081006-000001]:
\[Incident\:\ [0-9][0-9][0-9][0-9][0-9][0-9]\-[0-9][0-9][0-9][0-9][0-9][0-9]\]
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ADMINISTRATION

« Be very familiar with your rules

o Keep number of admins low (i.e. 1-2)
— Communicate rule plan to all admins
« Avoid incomplete rule activations
 Completely test escalations
— Answer #1231, 128, 2185, 2181

* Review rules before making changes

— One change can affect entire rule base

*"’#\-..__
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GENERAL BEST PRACTICES

= ‘ Skates
» Define needs before creating rules i e

ﬂ 01.1) Smart Assiskant
. 01.2) Call Routing Function
— Consider future needs/changes = s it

:I 01.x) Transition ko In Progress

— Helps define rule order = ® 02)InProgress

_1 0z2.1) Send Clased Incident Survey

— DeS|gn rule fIOW Chart |j 02.2) Call Escalation Function

|_'| 0z.3) Condition Operator Example
._'I 0z2.4) Ackion Operator Example

* Intuitive rule/state/function names G- o
|_'| 03.1) Call Escalation Function
— No rule names over 40 characters (5] 03.2) Updated Incidents {iFer to 02)
._1 03.3) Send Clase Incident Survey
— Use naming convention B
= . FIIIl]l Escalate
« Number states/functions o N i
. . . EI FO1.2a) Set ko WTG 7 (Action)
i Sthk Wlth |t a FO1.3c) 1 Day to Close (cham@i
] ] _'I FO1.3a) 1 Days bo Close (Ackion
* Use functions where possible 51 it e st e (o
__1 FO1.4a) Set ko WTG 1 (Action)
. @ FO1.5c) To Close I:n:hain:t.(_I
° AppendIX 2] F01.53) To Close (Action) €
® F02) Rouking
ﬁi Yariables
”’M
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ESCALATIONS

* Best Practices:
— Use function(s) w/ call rules
— Keep escalations simple
— Escalations flow where possible
* Rule escalation inner-dependency
— DO NOT use “*previous*” fields in escalation chain rules
« Does not revalidate well
e Only in buffer
e e.g. Incident.Previous Status
o Appendix
e Waiting to Close Example
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DEPENDENT RULE ESCALATION - Initial Design

o 2 Different business cases & rule sets:
— Waiting for Customer Input
— Waiting to Close

e Two entry points
— 7 day (waiting for information from customer)
— 1 day (confident of resolution)

« 3 escalations per flow (with notifs)
— Escl - 5 days until close (“WTG 5” status) + 48 hours notif
— Escl - 1 days until close (“WTG 1” status) + notif w/ 24 hours left
— Escl - Close escalation rule

*"’#\-..__
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DEPENDENT RULE ESCALATION - Timeline

o T Em mm mm mm mm mm o Em o mm Em o e e,

CWTG 77 | f 'WTG 17
' Status | | Status !
' Entry | | Entry !
 |,-DayQ Day 2 : : | -Day6 ! _Day 7
: : oo f e
I ! : l 11
: : L 1!
: I ' oo ‘
| I | o :
| 5 day notif | '\ 1ldaynotif ! | Close Incident :
| * ,' ! * I ,=
\\ “WTG 5” status .’ l\'\“To_CIose” status /I/' T ’
*"'f‘-___
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DEPENDENT RULE ESCALATION - Specifics

* 5 days until close (“WTG 5 status):
— Notification 48 hours after “WTG 7 status set
— Setup 96 hour escl, “1 Day Left”, from last update

e 1 day until close (“WTG 1 status):

— Two notification options
« Notification upon “1 Day left” escalation OR
* 15 minutes after set to “WTG 1”

e Close Incident:
— Setup 24 hour escl, “To_Close”, from last update
— Close Action upon “To_Close” escalation

*"’#\-..__
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DEPENDENT RULE ESCALATION - Nuances

Rule Escalation Dependencies Flow:
— WTG 7: 5 days left 2> 1 day left

— WTG 1: > 15Min [~ To Close

Clear Escalation Level?
— On customer update or agent status change

_______________________

3 New Statuses Needed
— WITG 7, WIG 5, WTG 1

Test Cases:

— WTG 5, WTG 1, Customer updates, Agent Status Changes,
Secondary updates while escalating, others?

*"’#\-..__
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DEPENDENT RULE ESCALATION - Flow Diagram

[
WTG 7" / |
]

[AY
NAlA—mmm—————_—=
‘ | /7 \
I/
|
|

CHAIN: 1 CHAIN: 11 CHAIN ! CHAIN: \
“5 days left” > "ldayleft” ,; “15min® — “To_Close”
(48 hr) escl (96 hr) escl escl (24 hr) escl

ACTION:
Close
Incident

ACTION:

1 day notif
+

“To_Close” status

ACTION:
5 day notif
+

“WTG 5” status

o o o o o Em Em Em mm Em Em Em o
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WTG 7 FLOW - 5 DAY NOTIFICATION RULE FLOW ?\]Igu

CHAIN:
“5 days left”
(48 hr) escl

ACTION:

5 day notif
+

“WTG 5” status

L U UES g UL USRNSSR RO R RN USRI U R ———————

——————————————

e Entry point
— Create “WTG 7 status

e 2 rules

— Chain Escalation Rule
e 48 hour after “WTG 7 status
e “5 Days Left”

— Escalation Action Rule

e Send 5 Day notification standard text
upon “5 Days Left” escalation

e Set “WTG 5” status

*"’f\—.__
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WTG 7 FLOW - 1 DAY NOTIFICATION RULE FLOW ?\]Igu

o 2 rules
. \ — Escalation Chain Rule
:' CHAIN: « Check previous “5 day left” escl level
- ‘1 day left” e Check “WTG 5 status

(96 hr) escl : « Escalate to “1 day left” in 96 hours
' — Escalation Action Rule

« Send 1 Day notification standard
ACTION: text upon “1 Days Left” escalation

1 day notif « Set “To_Close” status

+

“To_Close” status

*"’f\—.__
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WTG 1 FLOW - 1 DAY NOTIFICATION

S o o o o e o o e e e o e e e

ACTION:
1 day notif

+
“To_Close” status

e Entry point
— Create “WTG 17 status

e 2 rules

— Chain Escalation Rule
15 minutes after “WTG 1” status
e “1 Days Left” escalation level

— Escalation Action Rule
« Send 1 Day notification standard

text upon “1 Days Left” escalation
o Set “To_Close” status

*"’f\—.__
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TO CLOSE RULE FLOW

e Entry Point independent

i . « 2rules
: CHAIN: | — Escalation Chain Rule
-—> “To_Close” ok _ ) ot ovel
(24 hr) escl « Check previous “1 day left” escl leve

» Check “To_Close” status

|

|

|
| I
1 1
1 1
: 1

| .
! | » Escalate to “To_Close” in 24 hours
1 1
| I
1 1
1 1
1 1
| I
1 1
1 1
1 1
| I
I I
\

l — Escalation Action Rule
ACTION: « Set “Solved” status
Close _
e Send Closed Incident Survey?

Incident

*"’f\—.__
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CUSTOMER UPDATES OR AGENT STATUS CHANGES

e 1rule

— Check current status EQUAL:
« Updated
» Unresolved

— Check previous status EQUAL.:
e WIG 7, WTG 5, WTIG 1
 To Close
» Solved

— Action
e Clear Escalation Level

* Transition state

— “02) In Progress”
~"f\__.
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RULE ORDER

| = - States
=~ % 01) Initial State
El 01.1% Srnart Assistant
01.2) Call Fiouking Funickion
01.3) Call Escalation Funckion

L] o [

01.x) Transition to In Progress

} In Progress

02,11 5end Closed Incident Surwesy
0z.2) Call Escalation Function
0z.3) Condition Operator Example
0z.4) Acktion Operaktor Example

|
¢
=
M

[

—
|
!

)

03, 1) Call Escalation Funckion
03.2) Updated Incidents (xFer ko 0OZ)
03.3) Send Close Incidenkt Surwey
. Funcktions

=~ % FO0O1) Escalate
=1 FO1.1) Updated Status Fer-€—
FO1l.Z2c) Set ko WTG 7 {chain)
FOl.2a) Set ko WTG 7 {.ﬂ.ctinn&
FO1.3c) 1 Day ko Close (chain)
FO1.3a) 1 Days ko Close (Gackion
FO1l.4c) Setk ko WTG 1 {chain)
FO1.4a) 5et ko WTa 1 {.ﬁ.cticln-}ﬁ—
FO1.5c) To Close {chain
FO1.5a) To Close (Action) -—J

& F02) Fouking
Ei Yariables

BB

,
l

1 [] [

rem] |

4 T T TR

—
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TROUBLESHOOTING

e Using the rule log
— Tells you what rules fired

— Compare rule log match times to audit log transaction times
» Tells you what happened when rules fired

— Rule Log Answer #1873

e Check rule state
— Is the rule location/flow correct?

« PURGE_RULE_LOG_FREQ config verb (default 30 days)
— Smallest value across multi-interface site is used

*"’#\-..__
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TROUBLESHOOTING

7 AuditLog |

When T wWho What Description
O9/25/2008 10:40 AP .ﬂ.dministratnr@ure To: ktietz@rightnow . com

02/25/2008 10:40 AM  Administrator Changed Status WTG 5

09/25/2008 10:40 AM  Swstem To: 5 Days Left (WTG 7)

02252008 10:40 AM  Swskem Edited From Dbstatus Fule escalakion

III_'_:J,I'ZS,I'EDDEI 02:06 AM  Full Access Edited From Incident Editor, Client IP Address:172.16.81 1'9;
09/25/2008 09:06 AM  Full Access Changed Skatus WTE 7
09/25/2008 09:05 aM  ad

nojzsizonene:os am ad | R LIlEe Lo L@ |

09/25/2008 09:05 AM  Fu

09/25/2008 09:05 AM Fu TYIPE Fedident: T =D | 0S0925-000000 | Search |
09)25)2008 09:05 AM  Fu YWhen Rule Aehian e
Q9252005 1040 20 FO1 =) 1 Day to Close Cchain) Then
FO1 . 2a) Set to WwaTE 7 (action) Then
02 .27 Call Ezxcalation Function Then
09252005 09:05 2mM FO1.2c) Set to vwwTE 7 (chaind Then
02 .27 Call Ezcalation Function Then
Q9252008 0905 20 02 .47 Action Operator Examiple Then
0227 Call Ezcalation Function Then
01 =1 Transtion to In Progress Then
01 .31 Call Excalation Function Then
FO2Q 2 Route 1o ciueus B Then
01 27 Call Routing Function Then
.

SUMMIT 08



RESOURCES

o Ask the Experts

e http://crm.rightnow.com
— Answers
— Documentation
— Video Tutorials
— Developer Community
» Forums
— Submit an Incident

*"’f\—.__
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RIGHT
NOW.

Make the most of rules... they are a powerful ally!

Questions??

*"’f\—.__
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APPENDIX

e Task Rules
e More General Best Practices

e Escalations
— Best Practices

— Gotchas

o 7-5-1 Day to Close Escalation
— Rule Flow Diagrams
— Specific Rule Screen Shots

*"’f\—.__
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TASK RULES

e Manage tasks based other areas of the product
— Good application for functions
o Task rules runs first before other rules

— Any changes made in other rules for current run will not be
available for task rules

e e.g. status change

e Example task rules

*"’f\—.__
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TASK RULE EXAMPLE

b
Edit Task Rule |
Editing Fule in State: Create

Rule Hame Hotes )
ITaSk Example ' |
[ |
Tncident Status | eovals =l [ T Delete Condition
1 [
|[vrating |
Tasks Status nnt erjuals | Mot Started | [ Delete Condition
B |(In Progres=

Add condition based on: |

Logical Expression (&=and, |=oreg 1 & (2|30
|1 &2

R
| Completed v | [ Delete Action

Add Action

*"’f\—.__
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MORE GENERAL BEST PRACTICES

* Be careful with “Else”
— Only 2 possible choices

— Anything that does not match conditions will fire “Else”
* Know rule abilities/limitations
« Explore possibilities with other rule types
 Make the most of rules... they can be a powerful tool

— Effective rule bases minimize manual tasks

— Consistent procedures reduce human error

*"’#\-..__
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ESCALATIONS

* Best Practices:
— Put escalations into function(s)

— Place rules that call the escalation function in appropriate
states

— Keep escalations simple
— Try to make escalations flow where possible
* Rule escalation inner-dependency
— DO NOT use “*previous*” fields in escalation chain rules
* Does not revalidate well
e Only in buffer
e e.g. Incident.Previous Status

*"’#\-..__
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ESCALATIONS (CONT.)

o Can now escalate off of any defined date or date/time field
— Use in conjunction with relative date conditions
— Previously only a handful of hard-coded dates available
* High Volume Sites - Escalation to Close Incidents
— In place of AgeDatabase close
e Escalation “Gotchas”
— Escalations across rule states

 Make sure escalation functions are called

— Functions calls add data to rule log
— Non-specific escalation conditions cause issues

*"’#\-..__
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DEPENDENT RULE ESCALATION - Flow Diagram

[
WTG 7" / |
]

[AY
NAlA—mmm—————_—=
‘ | /7 \
I/
|
|

CHAIN: 1 CHAIN: 11 CHAIN ! CHAIN: \
“5 days left” > "ldayleft” ,; “15min® — “To_Close”
(48 hr) escl (96 hr) escl escl (24 hr) escl

ACTION:
Close
Incident

ACTION:

1 day notif
+

“To_Close” status

ACTION:
5 day notif
+

“WTG 5” status

o o o o o Em Em Em mm Em Em Em o

/"’f\-__
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WTG 7 FLOW - 5 DAY NOTIFICATION RULE FLOW

CHAIN:
“5 days left”
(48 hr) escl

ACTION:

5 day notif
+

“WTG 5” status

L U UES g UL USRNSSR RO R RN USRI U R ———————

——————————————

e Entry point
— Create “WTG 7 status

e 2 rules

— Chain Escalation Rule
e 48 hour after “WTG 7 status
e “5 Days Left”

— Escalation Action Rule

e Send 5 Day notification standard text
upon “5 Days Left” escalation

e Set “WTG 5” status

— —
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WTG 7 FLOW - 5 DAY NOTIFICATION CHAIN RULE

Editing Fule in Functicon: FO1) Escalate

Rule Hame "_DtE’E_F

FO1 .22 Set to WTiS 7 (chaind

TIhnicident. Statas :_E_‘E“_'_-'!?_'_'f__

~ | Jil :--: I Thelete “landition
1 =
Clo=ed e

TInicident Escalation Lewel I_equals *"': |’I Doy Left 0vaTo 71 - ‘ I Thelete Clanc

= o B S Davs Lett OvaTSE 7 =
To Clo=se
L ___7'_'5__:
Add condition based on: I

Leogcal Expression (& —and, |= o e 1 & (2| 200

1 a2
Then

Escalate to Lewel IS DEI'_-."S LE!ﬁ TS 7

|+ 48 HDLJI"S | -
|_ relstive

| Incident Updated |
I TTse Eesponse Interval v Revalidate ' Eecalculate
Add Action |

"/”f\_
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WTG 7 FLOW - 5 DAY NOTIFICATION ACTION RULE

Editing Faule in Function: FO1) Escalate

Hule Hame
IFD1 2a) Set to WWTiE 7 (Action)

Hotes

Tncident Escalation Lewel | =tuals > | ||1 Day Left 0NTE 1) || T Delete Condition
1 1 Day Left (WaTE 7
S Davs Lett (WWTiE 7))
To Close x|
Incident Previous Escalation Lewel |not equsls |1 bayLlett0NTE 1) || T Dielete Condition
> . 1 Day Left (WTE 7 |

| = Dav= Left OWTIE 7)) i |
| Ta Clo=se e

Add condition based on: |

Logical Expression (S =and, |=or, e g 1 & (2| 3N
1 2z

Then

1 Append Fesponse Template to Fesponse Field
'_PJ S Day To Close Rule Text

[
5 Zend Email Fesponse to Zender
I' Imclude question | Include mncident detauls [
-  =et Status to
| Wi T 5 = —

Add Action

SUMMIT 08



WTG 7 FLOW - 1 DAY NOTIFICATION RULE FLOW ?\]Igu

o 2 rules
. \ — Escalation Chain Rule
:' CHAIN: « Check previous “5 day left” escl level
- ‘1 day left” e Check “WTG 5 status

(96 hr) escl : « Escalate to “1 day left” in 96 hours
' — Escalation Action Rule

« Send 1 Day notification standard
ACTION: text upon “1 Days Left” escalation

1 day notif « Set “To_Close” status

+

“To_Close” status

*"’f\—.__
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WTG 7 FLOW - 1 DAY NOTIFICATION CHAIN RULE

Editing Fule in Function: FO 1) Escalate

Rule Hame _!‘-_Il_:!_tﬁf
|[FO1.3c) 1 Day to close (chain)

If
Incident. Status i_?ﬁ'—‘_?_'?_ _""’ (TG 7 ""'*_ I Delete Condition
1 YT
Closed ol |
Incident. Escalation Lewel :-3'31'-“5'3 | [fDay LetoaTE 13w || I Dielete Condition
5 — — |1 Dav Left 0T T
| = Davs Left VTS 7
o Clase: Bl
Add condition based on: |
Logical Expression (& =and, |=orieg 1 & (2| 30
11 &2
Then

E:zcalate to Lewel I’I Day Left (TG 7)

|+ 96 Hours =] -
I Perge [inc iz tiptigted; =]
[ TTze Fesponse Interval W Eewvaldate [ Eecalculate

Add Action |

/"’f\-__
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WTG 7 FLOW - 1 DAY NOTIFICATION ACTION RULE

Editing Fule in Function: FO1) Escalate

Rule Hame

_I_‘-Il:rtes
[FO1.3a) 1 Days to Close (Action) '

Tncident Escalation Lewel | =ausls B | T Delete Condition
] S Days Left WIS 71— |
jLTgClose; e | |
Incident Presvious Escalation Tewel "":‘t EQ_Uéié *""' :““'-E:';E"':-"_i—-'f'“‘-t OATG 1) *"‘* I Drelete ZCondition
11 Day Lett 0T 7
< S Days Left VT3S 7
ITo Close. 28|
Add condition based on: |
Logical Expression (& = and, |=or, eg 1 & (2| 30
h &2

1 Append Eesponse Template to Fesponse Field
| * |1 Day To Close Rule Text

==
= Zend Email Eesponse te Sender
[ Include question | Inclade mncident details s
-  Set Status to
[ VT 1 ~ | |1z

Aadd Action
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WTG 1 FLOW - 1 DAY NOTIFICATION

S o o o o e o o e e e o e e e

ACTION:
1 day notif

+
“To_Close” status

e Entry point
— Create “WTG 17 status

e 2 rules

— Chain Escalation Rule
15 minutes after “WTG 1” status
e “1 Days Left” escalation level

— Escalation Action Rule
« Send 1 Day notification standard

text upon “1 Days Left” escalation
o Set “To_Close” status

*"’f\—.__
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WTG 1 FLOW - 1 DAY CHAIN RULE

Editing Faule in Function: FO 1) Escalate [%

Rule Hame !-_Igtf_sg_
IFD1 Ao Set to WTGE 1 (chain)

Incident Status | Sausls -~ | I Delete Condition

1
]
Incident Escalation Level | squals ~|[foavletoaTe 71 A || T Delete Condition
o o T ||S Days Left 0WTiE T
To Close |
Add condition based on: |
Logical Expression (& =and, |[=or,eg 1 & (2| 3
&2
Then
Escalate to Lewvel |1 Day Left (WTG 1)
+ 24 Hours :I - o
[v relative é__lncident.Da‘tE: Last Responded bl

[ TTse Eesponse Interval ™ Eevalidate | Eecalculate

Add Action |

/"’f\-__
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WTG 1 FLOW - 1 DAY ACTION RULE

Editing Fule in Function: FO1) Escalate

Rule Hame _I_\Il:rtes
[FO1.3a) 1 Days to Close (Action) '

Incident Escalation Lewel je':‘fl_';‘a'ﬂ > | | T Delete Condition
1 S Days Left 0TS 71— |
|To Cloze i |
Tncident Prewious Escalation Lewel |not equals » | [1DayleftonTs 13w [T Delete Condition
) B 1 C= Lett 09vTis 7
= S Davs Left VTS T
To Close 2| |

Add condition based on: |

Logical Expression (& —and, | = or, e g 1 & {2 | 30
=

1 Append Eesponse Template to Eesponse Field

[ »[1 Day To Close Rule Text iy s
o Zend Emaill Response to Sender
I Include question | Include mnmcident details =i
5 =et Status to

[T 1 ~ | — -

Sudd Action

*"’f\—.__
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TO CLOSE RULE FLOW

e Entry Point independent

i . « 2rules
: CHAIN: | — Escalation Chain Rule
-—> “To_Close” ok _ ) ot ovel
(24 hr) escl « Check previous “1 day left” escl leve

» Check “To_Close” status

|

|

|
| I
1 1
1 1
: 1

| .
! | » Escalate to “To_Close” in 24 hours
1 1
| I
1 1
1 1
1 1
| I
1 1
1 1
1 1
| I
I I
\

l — Escalation Action Rule
ACTION: « Set “Solved” status
Close _
e Send Closed Incident Survey?

Incident

*"’f\—.__
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TO CLOSE CHAIN RULE

Editing Eule in Functicon: FO1) Escalate

Rule Hame _"!"E'ftffsf
IFO1.5c) To Close (chain)

Incident. Status ?_‘?9!{?‘_‘?_ v | [T 7 . | I Delete Condition

— haTe s
1 [

| Closed ||

Incident Escalation Lewel |sausls ~ | (ARSI~ || | Delete Condition
- 1 Day Left 0TS 7 ;
S Days Left 0TS T ——
| Ta Close | |

Add condition based on: |

Logical Expression (Sc=and, |=orieg 1 & (2| 30

H &2
Then
Escalate to Lewel ITD Clase
i-+ ;2_4 “H-n:lurs '_Ei ] -
¥ relative | Incictert: Updated |
I TIse Eesponse Interwval W Eevalhdate | Eecalculate
Add Action |

/"’f\-__

SUMMIT 08



TO CLOSE ACTION RULE

Editing Fule in Functicon: FO1) Escalate

Rule Hame Hote=

IFO1.5a) To Close (&ction)

Then

1

Incident Ezcalation Lewel |=auals M 1 Day Left TS 1) | T Dielete Clonditio
- "1 Day Left OWwTS 7 |
S Davs Letft (VT 7

Tncident. Presrious Escalation Lewel | not equals w | [1 Day Left 0TS 13 || T Dielete Clc
- 11 Daw Left 0TS T == |

|5 Davs Left OWaTS 72

Aadd condition based on: |

Logical Expression (& —=and, |=or. ez 1 & (2 | 30
I &z

E_:- =t Status to

| Clozed ~ |

Transition State and continae

| 031 Completed |

/"’f\-__
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CUSTOMER UPDATES OR AGENT STATUS CHANGES

e 1rule

— Check current status EQUAL:
« Updated
» Unresolved

— Check previous status EQUAL.:
e WIG 7, WTG 5, WTIG 1
 To Close
» Solved

— Action
e Clear Escalation Level

* Transition state

— “02) In Progress”
~"f\__.
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CUSTOMER UPDATES OR AGENT STATUS CHANGES

Editing Fule in Functicon: FO1) Escalate

Hote =

Incident. Frewious Status | sauals

=
aAadd condition based one: |
Leogical Expression (& —and, |=orieg. 1 & (2| 20
11 &2
1 Mear Escalation Tewel I Thelet
o Transition Stal:e__and continue

!-DE:I In Progress | W | I Delet

/"’f\__
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RULE ORDER

| = - States
=~ % 01) Initial State
El 01.1% Srnart Assistant
01.2) Call Fiouking Funickion
01.3) Call Escalation Funckion

L] o [

01.x) Transition to In Progress

} In Progress

02,11 5end Closed Incident Surwesy
0z.2) Call Escalation Function
0z.3) Condition Operator Example
0z.4) Acktion Operaktor Example

|
¢
=
M

[

—
|
!

)

03, 1) Call Escalation Funckion
03.2) Updated Incidents (xFer ko 0OZ)
03.3) Send Close Incidenkt Surwey
. Funcktions

=~ % FO0O1) Escalate
=1 FO1.1) Updated Status Fer-€—
FO1l.Z2c) Set ko WTG 7 {chain)
FOl.2a) Set ko WTG 7 {.ﬂ.ctinn&
FO1.3c) 1 Day ko Close (chain)
FO1.3a) 1 Days ko Close (Gackion
FO1l.4c) Setk ko WTG 1 {chain)
FO1.4a) 5et ko WTa 1 {.ﬁ.cticln-}ﬁ—
FO1.5c) To Close {chain
FO1.5a) To Close (Action) -—J

& F02) Fouking
Ei Yariables

BB

,
l

1 [] [

rem] |

4 T T TR

—
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