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Using AdaptAbility Databases (Intro)

AdaptAbility provides a rich user experience by giving the user the ability to complete tasks simply
and quickly. All applications built with AdaptAbility have a common look and feel. Once users have
familiarized themselves with this look and feel, they will find it easy to navigate around a database,
search for information, create new documents and carry out actions that have been assigned to
them.

For this section of the Training Guide, we will show you all of these elements within a Customer
Support database built with AdaptAbility.

Opening an AdaptAbility
To launch your AdaptAbility application, you can (a) double-click on the respective icon from your
Lotus®Notes Workspace (Fig 1.), (b) double-click on the icon shown on the left-hand tool-bar (Fig

2.), or (c) double-click on the application icon located in your Favourites folder (Fig 3.). In this
example we are using a Customer Support database.

(Fig 1)
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(Fig 2)
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This will open the main screen of the specific AdaptAbility™ application. From this screen we can
search for information and documents in the application as well as create new support calls (new
document). See Fig 4.

(Fig 4)
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Searching for Documents

You can search for documents stored within this application quickly and easily. First, click on the
"Search" option from the main toolbar as shown in Fig 1.

(Fig 1)

Mew Document Process Overview Search AbilityCenterTM

This will provide an extensive search interface based on the main categories used as references
against documents (see Fig 2).

(Fig 2)
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Additional categories can be selected, if desired, in order to narrow down the search simply by
clicking on the "More Categories" tab as shown in Fig 3.

(Fig 3)
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Search Examples

Each category provides a drop-down menu to allow you to select one or more values. Inthe
following example, simply click on the down arrow in the category "Company Name." You are
then given a list of companies with checkboxes to the left. You can select a single company or
multiple company names if desired (refer to Fig 4) and once selected, click on OK.
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(Fig 4)
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If you click on the 'Search Now' button, you can execute a wide search of all support calls logged
for this company (Acme Limited) as shown in Fig 5.

(Fig 5)
Search How Reset Selection Summany
Support
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This will return a set of results as shown in Fig 6 displayed by "state."

(Fig 6)
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You can simply double-click on the document you wish and the form is promptly displayed (Fig 7).

(Fig 7)
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In applications that contain a high volume of documents, the ability to refine searches saves time. In
the following example, we will search for support calls logged by 'Acme Limited' that have a
"High' priority and relate to the '"Windows NT'technology category. See Fig 8.

In addition to this we will refine the search further by choosing the 'More Categories' tab and stating
that we only want to see calls logged after 1st February 2004. See Fig 9.

(Fig 8)
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Now, when you press "Search Now" a specific set of results will be delivered as shown in Fig 10.

(Fig 10)
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Wide Search Mew Document Proceszs Overview Search AbilityCenterTM

1 * Hew Call
1 * ACME Limited
Wwindows keeps crazhing

Opening a View

In addition to the 'Category Search' functionality, the other useful way to find information within
AdaptAbility™ is through opening 'Views' which present the documents in a pre-defined sort order.
To access the views screen simply click the sort order you wish from the left-hand side-bar on the
opening AdaptAbility™ screen as shown in Fig 1 below.

(Fig 1)

AbilitySuite” £
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An AdaptAbility™ application can have up to five standard views as well as six user views (five
normal and one calendar). The creator of this support application has configured the views to
enable users to view documents in the following ways:

By Status

By Company / State
By Priority

By Assignee

By Completion Date
By Open calls

The first view in this example is by 'Status' and shows us all documents in this application,
pre-sorted by their respective stage in the process (Fig 2).

(Fig 2)
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By selecting the 'Company / State' view, we can look for a specific organisation and see all calls
logged for that company and where they are in the process. See Fig 3.

(Fig 3)
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If you require a new'View," you should contact your Database Administrator who will easily be able
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to change existing views or add additional views, up-to a maximum of six (5 normal and 1 calendar)
per AdaptAbility™ application.

Opening a Document

After finding a document by executing a search or selecting from a pre-defined view (see the results
in Fig 1 below), the document can be opened by simply double-clicking your mouse on the selected
document (Fig 2).

(Fig 1)
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(Fig 2)
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Composing a Document
To begin the process of composing a document in your AdaptAbility™ application, click on the
'New Document' button from the top toolbar in the main AdaptAbility™ screen (see Fig 1).

(Fig 1)

Mew Document Process Overview Search AbilityCenterTH

In this example, we will compose a new support request within a Customer Support AdaptAbility ™
application. Clickingon'New Document' will take us to a blank main form for his particular
application. Note that different AdaptAbility™ applications have different types of fields and will be
labelled according to the information that needs to be completed. However, a common design
across all AdaptAbility™ applications is the use of the asterisk shown as *. Any field labels marked
with an* are mandatory and must be completed before the document can be saved or moved on to
the next'State' in the process. See Fig 2.

(Fig 2)
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In the first instance, complete the information required in the fields, ensuring that all fields marked as
mandatory are completed. See Fig 3.

(Fig 3)

©Convergence Software Limited - Page 15 of 33



User Manual: Convergence AbilitySuite® - Advanced Lifecycle Management Module (R3)

Action Hew Document Yiews Process Overview Search AbilityCenterTH

Support

Support Hequest

Current Status : Mew Call
Currently owned by % aughan Hankivel

T Dl:u:umentl Sub-documents | Histn:nry'

Order Mumber® T11001100111 4
Compary Mame® ==

ACME Limited
Subject” T Inztallation of new Adaptabiliy™ application g
Pricrity " High =]
Planned Completion Date ﬂ
Account Manager *ly=
Azsign To A
Product ==l

Adaptdbility
Dretailz ’ Detailz
Applicable Technology =
Call Type T Phone Suppart ;=1
Attachments B Altachments

i by Convergence - Release 3.0.0

Once the fields are completed click on the 'Action' button from the main toolbar to select the
appropriate next step. See Fig 4.

(Fig 4)
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Editing a Document

Editing or changing a document is simple. Simply retrieve the document you wish from the search
results screen or as displayed from a pre-sorted view.

It is important to note that you will only be able to edit or change a document if (a) the fields have
been configured to be editable, or (b) if you have been given an editors role.

Some fields may be configured so that once they have been saved they will not be able to be
changed by anyone unless they have the appropriate security.

The important thing to note is that you will only be able to change fields or information that you are
allowed to. Therefore, if you want to change an existing document and find that you cannot do so,
please consult the database administrator to clarify your role in the process.

Working in Documents

AdaptAbility™ documents have a similar look and feel across all AdaptAbility™ applications. Once
you are familiar with working with documents in one AdaptAbility™ application, it is an easy process
to learn how to use documents in other AdaptAbility™ applications.

This section of the Training Guide gives an overview of the lay-out of a typical document.
The "Main Document" tab is where you will find the pertinent information relating to the application
(for example, in this case a Support Call). As well as the main details of the document it includes

information on who the documentis'Currently Owned By', whenitwas 'Created By’, the
documents 'Current Status’, who the document was 'Last Modified By' as shown Fig 1.
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(Fig 1)
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This screen also contains an'Action’ button conveniently located on the main tool-bar at the top of
the screen (Fig 2).

(Fig 2)

Proceszs Overview Search AbihtyCenterTM

Action Hew Document VYiews

Only actions relevant to the 'State' of the document you are working with will be available. In this
example, an assigned support call has the actions available as shown in Fig 3.

(Fig 3)
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Choose action E
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Close

Save & Cloze
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Cancel
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Request Resource

The 'Sub-documents' tab is where you will find any related documents or forms that have been
created from a linked action. These documents are not part of the main form but they may have
contain information such as comments or correspondence that have been raised as the document
goes through its lifecycle. The Sub-documents tab can also include 'Queries’ (and their status) as
well as '‘Actioner Instructions’' (refer to Fig 4).

(Fig 4)
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The 'History' tab presents a time log of all actions performed against the document throughout its
lifecycle. In some types of processes, particularly strict Document Control processes this can be
valuable for auditing purposes. See Fig 5.

(Fig 5)
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Basic Field Types - Text, Date. Keyword

A'Text Field" will allow you to free text information into a field. An example of this in a Customer
Support database might be an order number which would be different for each new document
created. See Fig 1.

(Fig 1)
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A'Date Field' can be particularly useful where there are tasks that must be performed within a
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certain time-frame. There may be workflow, escalations or reminders associated with a '‘Date
Field'.In this example we are selecting a date that a support call needs to be completed by.
Reminders of this support call will be sent to the Assignee a few days before this date if it has not
already been completed. An escalation will go to the Author and Assignee on the due date if the call
still has not been completed.

When you clickon a 'Date Field' a calendar will appear for you to select the appropriate date.
See Fig 2.

(Fig 2)
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| S 2 | B Praducts Ser| 27
b= | Slalt”J ﬁ @ = I"_;;] |J @ Hew Support Fequest - Lo...I ||%M%@‘<H5ﬁ% 1228

A'Keyword Field" allows us to select multiple items from a predefined list. In other words users do
not have to type the information. There is a set list that they must select from. This is important in
applications where there is an identified list of options that are unlikely to change. For example, if
'Product' were a 'Text Field' one user might type in AbilityCenterTM but another user might
abbreviate to Ab.Center. By keeping the field as keyword list it ensures the correct term is used
making future analysis and retrieval of data easy. See Fig 3.

(Fig 3)
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Special Field Types - Category

A"Category"fieldis similarto a "Dropdown" field in that users can select from a predefined list of
options. The key difference is that multiple options can be selected in a category field (represented
by a plus and minus button) versus a single option in a dropdown field (represented by a single
down arrow). In the Customer Support database for example, we can select only one call priority
(either high, medium or low) as it is a dropdown field, but select mutiple technology area's (e.g.
Windows, Lotus Notes and Linux) as it is a category field. See Fig 1.

(Fig 1)
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Latus Mates; Windows - All; Linus
Call Type T Phone Suppoart g =1
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Special Field Types - Rich Text

A'Rich Text Field' allows you to put attachments such as picture or graphics files, MS Excel
spreadsheet documents and MS Word document into a specific field on a form. This can be useful
in a number of different types of processes. In this example, the details field contains supporting
documents including an MS Word and Excel document, a PDF document and also a graphics file
(see Fig 1).

(Fig 1)

Action HNew Document Yiews Procesz Overview Search AbilityCenterTM
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Support Request

Current Status : Mew Call
Currently awned by Waughan Mankivell
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Planned Completion Date ﬂ
Account Manager T =
Azsign To ==l
Product ==

Adaptdhility
Dretailz - [Details

@ B =) @

document view. jpg Convergence.doc Adaptdhbility Log.sls  Adaptahbilitg, pdf a

Applicable Technology =3 T
Lotuz Motes; Windows - All; Linus
Call Type T Phane Suppart =1

Special Field Types - Names (from Address Book or from Managed List)
A'Names' field allows a user to select a name from the internal Address Book or from a
'Managed List' within the AdaptAbility™ application. There may be workflow or readership rights
associated with whoever is selected.

In this example of a Support application, we are selecting '"Mini Project' froma ‘Managed List' to
define the call type received (Fig 1).

(Fig 1)
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In this second example we are assigning the support call to ‘Bob Smith' from the Name And
Address Book on the server. See Fig 2.

(Fig 2)
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Performing an Action

When the key data is completed on a form, with particular emphasis on the '"Mandatory Fields'
(marked with an* ), we can assign an action against the form. We may wish to discard changes and
simply close the form. Likewise, we may wish to simply save the form and complete it at a later
point. If you have completed everything that needs to be there, the form can be advanced to the
next stage of the process.

The options available depends on the application and how it has been configured. Only the options
that are relevant to the 'State' of the document will be available for selection.

For example, in the Customer Support application we have been using, we have just created a new
support call and therefore the document is in the ‘New" state. By clicking on the '‘Actions' button

from the main toolbar, we can see what options are available and select the most appropriate one.
In this case we wantto '‘Assign to Actioner'. See Fig 1.

(Fig 1)
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An example of an AdaptAbility™ Process

AdaptAbility™ is designed as a powerful workflow tool to manage the lifecycle of a document. It
leverages your email system to send notifications of task being assigned, authorisation and
distribution of documents, and also escalations where needed.

The following is a representation of how tasks can be assigned and completed within an
AdaptAbility ™ application using our Customer Support application as an example.

Fig 1 Shows a Customer Support Call being assigned.

(Fig1)
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Choosing this action assigns the call to the support person listed in the "assign to" field.

The assignee will receive an email in their inbox advising them that they have been assigned the
call and link to the document is also provided. See Fig 2.

(Fig 2)

[New Mermo ] [ Femply *] [ Reply To All v] [ Fonmward *] [ Mailﬂbilit‘y] [ Search ] [ Delete ] [ Follow g v] [ Folder *] [ Copy [nta Bh

HVYaughan NankivelliSales/NZIConvergence Darren Tong/DevptMNZIConvergence
SEI022004 10:57 a.m. To | B Gardon InksoniDevptiNZICanvergenc
B Peter bolyneux<iDevptNZIConvergem

co

beo

Subject (The following support call has been ass

Please action accardingly.

Clicking on the link will bring them to the form which is now in the 'Assigned State'. See Fig 3.

(Fig 3)
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Suppont
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==
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T hiliS uite® is fully supported onwebSphere Portal Server

The assignee can take a number of actions from here, depending on what options have been made
available by the database administrator. For example, they could request that the call be
reassigned, add a comment, or close the call until a later date. If that last option is chosen, a
reminder will be sent depending on the rules of the workflow when the application was configured.
The assignee can also add other documents (such as an activity report). In this example, the
assignee has made the call and will record the details by selecting the initial response action. See

Fig 4.

(Fig 4)
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Once work has been performed, the assignee can select the "Add Activity Report" action which
brings up a sub-document for completion (see Fig 5) and clicks on the "Submit" action (see Fig 6).

(Fig 5)
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(Fig 6)

Choose action 3¢

Choose Action;

Cancel | oK |

If the assignee has completed all work on the call, the "Close Call" action (see Fig 7) can be
selected which prompts the assignee to complete the final report and close the call as shown in Fig
8.

(Fig 7)
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(Fig 8)
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If we return to the main document now we can see that the call is now marked as closed. See Fig 10.

(Fig 10)
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All relevant associated documents are available from the "Sub-documents" tab as shown in Fig
11.

(Fig 11)
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A complete history of the call is available in the "History" tab. See Fig 12.

(Fig 12)
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