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ETAworkforce

Introduction

1 Introduction

1.1 Document Purpose
This document is intended as a tool to ensure successful interaction between TOA's ETAdirect and

Customer's Application at Salesoforce.com via a the Salesforce-based Package ETAworkforce2.

1.2 Scope of the Document
The document includes the overview of both systems, the description of actions with objects in ETAdirect

mapped to objects in the Customer's Application and details of their relation implemented in

ETAworkforce2.

While the document provides the overview of the most necessary terms and functions, it may be necessary

to consult ETAdirect and/or Salesforce support and documentation for more details.

1.3 Target Audience
The document is intended for developers and administrators working on integration of Salesforce

applications with ETAdirect via ETAworkforce2.

1.4 Glossary

Term

Description

custom object

Activity Entity of the ETAdirect system that represents any time consuming work of the re-
source

Apex A proprietary Java-like programming language for the Force.com platform

API Application Programming Interface - a particular set of rules and specifications that
software programs follow to communicate and interact with each other

Bucket A resource type feature, which defines that resources of the type can contain child
resources, can be assigned activities but cannot process them

Client The company using ETAworkforce

Customer The person on whose order and for whose benefit a resource performs an activity

CSR Customer Service Representative (CSR) - a person responsible for communications
with customers and creation/update of activities in the system

Dispatcher A person responsible for monitoring of a resource's work and management of the
corresponding routes

ETAdirect Predictive cloud-based enterprise-level on-demand mobile workforce management
solution provided by TOA Technologies

ETAworkforce Salesforce.com application that provides integration solution between Salesforce
platform and ETAdirect

ETAworkforce The Salesforce.com custom object that is created during ETAworkforce configuration

process. ETAworkforce custom object includes the fields that are copied from the
Salesforce.com objects used by the Client

GUI Graphical User Interface, allowing people to use software by manipulating images
rather than by issuing text commands

Inventory Equipment that can be installed or deinstalled during an activity

Resource Element in the resource tree representing a defined company asset

Resource Tree

Hierarchical parent-child structure of resources defined for the company

Route

List of activities assigned to a resource for a specific date, or a list of non-scheduled
activities assigned to a resource

Salesforce platform

Salesforce.com's CRM solution that is broken down into several broad categories:
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Sales Cloud, Service Cloud, Data Cloud, Collaboration Cloud (including Chatter) and
Custom Cloud (including Force.com)

Trigger Apex code that executes before or after specific data manipulation

Visualforce A component-based user interface framework for the Force.com platform. The
framework includes a tag-based markup language, similar to HTML

Work Order The Salesforce.com entity that represents the information about the order received
by the Client from the Customer

T DA Confidential || TOA Technologies Page 5 of 77



ETAworkforce ETAworkforce Overview

2 ETAworkforce Overview
ETAworkforce is a Force.com-based Apex package in the Salesforce platform that enables integration

between the Salesforce Organization and ETAdirect company for the Client.

ETAworkforce seamlessly connects Salesforce users to a full suite of field workforce and customer
appointment management tools, from appointment booking to post job customer surveys and everything in
between. And it does it in one cloud-based solution.

* Schedule: Booking a service request, whether at someone’s home or place of business, is now

easier than booking a flight online.

» Track: Service representatives, retail floor staff, and even customers can track the progress of their
appointments in real time, monitoring the status of mobile workers as if they were a dispatcher,

answering questions and solving problem calls.

* Connect: Seamlessly integrate ETAworkforce with Salesforce.com creating an end-to-end service

solution.

The solution even delivers dynamic, up-to-date information about appointment status to customers by their

choice of text, phone, email and Web.

But it does more than update delivery status. It also allows customers to proactively confirm, cancel and

reschedule their appointments.

And thanks to a patented, predictive statistical engine that’s continuously compiling data on individual
workers and tasks, organizations have the information to identify training opportunities and optimize their

field workforces.

ETAworkforce also provides additional tools for capacity management, routing and scheduling, reporting

and customer experience management.

2.1 Salesforce Overview

The Salesforce platform is a Salesforce.com's CRM solution. For each Salesforce Client one or several
Salesforce instances (Organizations) are created. For each Organization a set of rules can be defined
including the list of persons and software that can access the Organization and process its data (addressed
in Salesforce as Users) and their details including the allowed access levels, different objects and their

details.

The Salesforce platform includes Sales Cloud that provides sales representatives with a complete customer
profile and account history, allows the user to manage marketing campaign spending and performance and
tracks all opportunity-related data including milestones, decision makers, customer communications, and
any other information unique to the company's sales process; a real-time sales collaborative tool called
Chatter; Service Cloud - a call center-like view that enables companies to create and track cases coming in
from every channel, and automatically route and escalate what’s important, Force.com platform that allows
external developers to create add-on applications using Apex (a proprietary Java-like programming
language for the Force.com platform) and Visualforce (an XML-like syntax for building user interfaces in
HTML, Ajax or Flex) integrable into the main salesforce.com application and hosted on salesforce.com's
infrastructure and AppExchange - a marketplace for cloud computing application built for the

salesforce.com community and delivered by partners or by third-party developers, which users can

Page 6 of 77 Confidential || TOA Technologies T D !
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purchase and add to their salesforce.com environment.

2.1.1 Salesforce Objects and Fields

Salesforce has a number of standard objects, such as Account - an individual account, which is an
organization involved with the business (for example, customers, competitors, or partners), Asset — an
asset (for example, a product previously sold and installed) owned by an Account or a Contact, Case - a
customer issue such as a customer'’s feedback, problem, or question, etc. It is possible to configure the

system with customer objects.

Subject to the User permissions, for each such object values of various fields can be defined, retrieved and
updated. For example, for each case the account ID, case number, contact ID, etc. can be defined. Each
object can be individually configured by adding user-defined custom fields, e.g. the account's satisfaction

level.

2.2 ETAdirect Overview

ETAdirect is a predictive cloud-based enterprise-level on-demand mobile workforce management solution
provided by TOA Technologies. For each of TOA Technologies' Clients one or several ETAdirect instances
(Companies) are created. For each Company there is a tailored set of rules that comply with the Company's
business needs and policies, including the geographical and administrative settings, the list of people and
software that can access the Company and process its data (addressed in ETAdirect as Users) and their
details including the permitted access levels, available mobile employees and groups of mobile employees
(addressed in ETAdirect as Resources) and their details, possible tasks (addressed in ETAdirect as
Activities) and their details, sets of restrictions and constrains to be applied to Activities distribution

between Resources.

To ensure successful mobile workforce distribution and performance and high customer satisfaction TOA
Technologies provides the Clients with a number of dedicated functionalities, such as resource and activity
location-based units, automatic task distribution optimization, capacity management, context-aware
communications unit for mobile workflow participants, tailored comprehensive reports, messaging
capabilities and many other features that complement the activity processing functionality — a set of
purposeful tools that enable ETAdirect users to create activities in the system, define and update their
details including the resources to perform them, place and time of performance, etc., process their lifecycle
(define whether an activity has been started, successfully completed, if it requires some additional work,

etc.).

Each registered User of the Company can access and process its data (in accordance with the permissions
granted to such User) via ETAdirect's native Mobility and Manage Applications and a set of Application
Interfaces. ETAdirect APIs support integration of ETAdirect with the corporate systems of a client company,
enabling a wide variety of actions from getting data into ETAdirect to integration into a client's existing

mobile application.

2.2.1 ETAdirect Entities and Fields
ETAdirect has a number of standard entities, such as user, resource, activity, inventory, required inventory.

Subject to the User permissions, for each such entity values of various fields can be defined, retrieved and
updated. For example, for each activity the address, duration, the customer's name, phone and address,
etc. can be defined. Each entity can be individually configured by adding user-defined custom fields, e.g.

customer's age and discount details.

T DA Confidential || TOA Technologies Page 7 of 77
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2.2.1.1 ETAdirect Users

In the course of ETAdirect implementation for a company, ETAdirect is populated with a set of users. For
each user a set of fields is assigned, including: User details (name, login, language etc.) and User status in
ETAdirect (active or inactive); Resources (the set of resources the user can manage) and Security Profiles
(a set of predefined company-specific security profiles assigned to the user which defines whether access to

a certain part of the system, interface or function is permitted for such user).

2.2.1.2 ETAdirect Activity

Activity is an entity of ETAdirect that represents any time-consuming task of the resource. The way activity
is processed depends on its type and status. The Activity type defines a set of features - yes/no flags
setting the specific characteristics of the particular type processing, e.g. whether activities of the type can
be moved to another resource, created in buckets, rescheduled etc. Activity status defines the current state

of the activity in the system, e.qg. if it has been started, completed, etc.

2.2.1.3 ETAdirect Inventory
Inventory is an entity of ETAdirect representing equipment which can be installed or deinstalled in the
course of the activity. The way inventory is processed depends on its type. Inventory type define inventory

as serialized or non-serialized, therefore, supporting quantity or not.

2.2.1.4 ETAdirect Required Inventory
Required Inventory is an entity of ETAdirect representing the inventory necessary for an activity to be
completed. Required Inventory is defined by its type, model and quantity. Unlike Inventory, Required

Inventory has quantity both for serialized and non-serialized inventory.

Required Inventory is always associated with an activity, therefore, its property structure always includes
the activity ID.

2.2.2 ETAdirect Activity/Inventory History
As data is processed in ETAdirect, different Events (e.g. Activity status has been set to 'Started') occur in
the system. All such changes are sent to the History interface (API). The ETAworkforce service agent reads

all changes for a particular activity and all fields required for the transaction and forms data to be sent.

2.3 ETAworkforce
Basically, ETAworkforce is a Force.com-based Apex package in the Salesforce platform that enables
integration between Salesforce and ETAdirect for the Client.

ETAworkforce Package contains Salesforce custom objects: Activity Messages, Activity Link Messages,
Inventory Messages, Required Inventory Messages, Service Run History. When the Package has been

installed, these objects are added to the Client's Salesforce Organization.
Messages can be used to process the related entities in ETAdirect from Salesforce:

Fields of ETAdirect entities are mapped to the fields of the related Message. Each instance of the Message in
Salesforce is related to an entity in ETAdirect. For example, when an Activity Message instance is created,
deleted or updated in the Salesforce Organization, the details of the transaction are sent to ETAdirect and
the Activity is created/deleted/updated in ETAdirect (for the update, values of the mapped fields are
updated).

Entities in ETAdirect can be processed directly by the corresponding Messages or by defining the mapping

rules between Messages and other custom or standard objects in the Organization.

Page 8 of 77 Confidential || TOA Technologies T D !
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The same mechanism is used for Inventory and Required inventory ETAdirect entities.
Message fields can be processed from ETAdirect:

When an ETAworkforce service runs, it reads ETAdirect Activity or Inventory History. Afterwards,
ETAworkforce service forms a transaction with all required information to be updated on the Salesforce
side. The transaction provides the ability to update the fields of the corresponding Message. It is possible to
define mapping rules between the Message and other custom or standard object in the Organization, the

fields of which will be updated with the message.

2.3.1 ETAworkforce Workflow
1. ETAworkforce is installed and deployed. As soon as deployment is completed, Activity Message, Activity
Link Message, Inventory Message, Required Inventory Message and Service Run History custom objects are

deployed in the Client's organization.

2. Fields of the Activity Messages, Inventory Messages and Required Inventory Messages are mapped to
the fields of Activity, Inventory and Required Inventory in ETAdirect or used to define the settings of

commands available in ETAdirect to process an activity.

3. ETAworkforce is configured, along with the general company settings, and update mode field mapping is
defined binding the fields of Activity Messages, Inventory Messages and Required Inventory Messages to

the fields of other standard or custom Object of the Client's Organization (e.g. Case).

4. When an instance of the Object is created/deleted/updated, the instance of Activity Message, Activity
Link Message, Inventory Message or Required Inventory Message is created/deleted/updated in accordance
with the mapping rules (if any), when an instance of an Activity Message, Activity Link Message, Inventory
Message or Required Inventory Message is processed, the instance of the corresponding Activity, Activity

Link, Inventory or Required Inventory is created/deleted/updated in ETAdirect accordingly.

The Activity Message, Activity Link Message, Inventory Message or Required Inventory Message success

status is defined subject to success of the entity processing in ETAdirect.

5. When a certain event or condition occurs in ETAdirect, it is logged in the Activity or Inventory History,
and ETAworkforce service sends all updates to the Salesforce Organization. The message pattern updates
the fields of Activity Message, Activity Link Message, Inventory Message or Required Inventory Message
instance, and the fields of the Object of the Client's Organization (e.g. Case) are updated in accordance

with the mapping rules (if any).

6. Activity Messages, Activity Link Messages, Inventory Messages and Required Inventory Messages
created/updated from Salesforce and Activity Messages, Inventory Messages and Required Inventory

Messages received from ETAdirect appear on the Workforce Messages page in ETAworkforce.

Upon each agent run completion, a record is created in the Service Run History containing the data of the

agent run progress and result to be used for troubleshooting and further analysis.

T DA Confidential || TOA Technologies Page 9 of 77
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3 ETAworkforce Installation, Deployment and Access

3.1 Preconditions
The following conditions are to be provided before ETAworkforce can be installed.

The following has to be coordinated by the Client and TOA support team and defined in the

System Requirements documentation:
+ The list of ETAdirect activity fields to be managed via ETAworkforce

+ The Salesforce Organization objects in addition to Activity Messages, Inventory Messages and

Required Inventory Messages that can be managed from ETAdirect (if any)
» The conditions for update of Salesforce fields from ETAdirect
e SSL Encryption possibility between the Salesforce application and ETAdirect server
+ Chatter should be enabled at the destination Organization.
The following settings must be performed in ETAdirect:
« Company created in ETAdirect for the Client
« All necessary fields created for the entities in the ETAdirect Company

* The ETAdirect User to process ETAworkforce-related data created in ETAdirect and relevant

permissions granted to the User

The following information must be provided to the Client:

+  ETAdirect frontend URL

« Company name to be used in ETAdirect

+ URL to the ETAworkforce application

* Login and password for the User created in ETAdirect to interact with ETAworkforce
The following has to be provided in the Client's Organization:

e The Client's Organization in the Salesforce platform has to be created

« If the fields of Activity Message, Inventory Message or Required Inventory Message object are to be

mapped to some other object of the Salesforce Organization, all necessary fields must be added to
the object on the Client's side
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3.2 Connectivity Settings
For the successful connection between Salesforce and ETAdirect the following connection settings must be

configured:

Name Flags Description Example

may be the same for
all companies, used to
retrieve Sessionld,
operation URL and
Salesforce login . sandbox flag

URL mandatory, static Note: for UAT the
following URL can be
used:

https://test.salesforce.

com

https://login.salesforce.com

Salesforce user
authorized to perform
connectivity settings |admin.user@mycompany.com.rd
(should be unique for
all companies)

Salesforce user mandatory, rarely
name changed

Salesforce user
plain text
password

mandatory, rarely |used for retrieving

changed Session ID password

Salesforce user mandatory, rarely |used for retrieving

token changed Session ID SscBvy12sjd9hVix0dmxdRDG

ETAdirect frontend

ETAdirect instance mandatory, static |URL (can be the same |https://etaworkforce.etadirect.com

URL for all companies)
Company name
ETAdirect login mandatory, rarely ?c?:\g'?gd?fege login LoginName
name changed interfaces: Inbound,
Capacity, Mobile
. . password for ETAdirect
ETAdirect plain mandatory, rarely interfaces: Inbound, |ETAdirectPassword
text password changed

Capacity, Mobile

T DA Confidential || TOA Technologies Page 11 of 77



https://etaworkforce.etadirect.com/
https://login.salesforce.com/
https://login.salesforce.com/
https://login.salesforce.com/

ETAworkforce ETAworkforce2 Package Installation

Instructions

3.3 ETAworkforce2 Package Installation Instructions
3.3.1 ETAworkforce Package Installation
In order to start ETAworkforce?2 installation, log in to Salesforce.com using the login URL provided by TOA

Technologies. After the successful login, the package URL is to be used to install ETAworkforce2. The
package URL leads to the 'Package Installation Details' page.

Alexey Zhurba ¥  Help Call Center ~

Home Cases Chatter A Cc

0

Reports Dashboards Newpage Links +

Quick Find Q |

Package Installation Details elpfor nis Page @

Expand All | Collapse All

Package Name  ETAworkforce2

Force.com Home Version Name

‘Version Number

System Overview Publisher
Description
Personal Setup
»| My Personal Information [
: :::::1 Package Components
»| Desktop Integration ¥ Code (32)
*| My Chatter Settings Action Component Name Parent Object c Type Notes
Create Workforce2_SettingsObject Apex Class This is a brand new component.
App Setup Create Workforce2_InventoryMappinginterface Apex Class This is @ brand new component.

Figure 1: 'Package Installation Details' page

The screen contains the basic information of the package to be installed and the list of its components.

To start the installation click 'Continue'.

The installation of ETAworkforce2 package consists of 3 steps. The 'Continue’ button in the 'Package
Installation Details' page leads to 'Step 1. Approve Package API Access'.
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Package Installer Help for this Page tﬂ

ETAworkforce2

Step 1. Approve Package APl Access Step 1 of 3

These settings control the access that s-contrels and other compenents in this package have to
standard objects via the API. The access will still be constrained by the user's profile. You can view
and edit the package AP| access to standard cbjects after the package is installed from the package
detail page. Tell me more

Package Custom Objects
This Package will have the user's access (via the AP} to all Custom Objects in your Organization.

Extended Object Permissions

Read Create Edit Delete Read Create Edit Delete
Accounts s S F f deas o o S
Assets o S o Leads o o/
Campaigns o o / Opportunities ./ o~ o/
Cases o v vV PriceBooks o o/
Contacts /o / Products o/ o/ /
Contracts ' o/ /' PushTopics o o /
Documents & o/ o/ Solutions s S

General User Permissions
This Package will be able to use all of the General User Permissions from the user's Profile.

Administrative Permissions
This Package will be able to use all of the Administrative Privileges from the user's Profile.

Next Cancel

Figure 2: 'Step 1. Approve Package API Access'

This page allows setting the level of access that the package will have to the standard objects via the APIL.
By default, the access is granted to all objects at all levels, that is ETAworkforce is able to read, create, edit
and delete data on all objects. The access levels can be modified after the package installation.

Click 'Next' to proceed to 'Step 2. Choose security level'.

Here access to the custom objects can be granted or denied in accordance with the customs user profiles

existing in the company.

Note: Standard profiles in the Salesforce cannot receive access to any installed custom objects, and as
permissions are not editable for standard profiles, the profile must be cloned to grant access.

TOA Confidential || TOA Technologies Page 13 of 77
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Package Installer Help for this Page &

ETAworkforce2

Step 2. Choose security level Step 2 of 3

Select security settings:
(=) Grant access to admins only  Users with your profile get full access (best for limited deployments)
() Grant access to all users All internal custom profiles get full access
(:) Select security settings User access set by profile (recommended for most packages)

Previous Mext | Cancel

Figure 3: Security options§
There are two possible access levels — 'Full Access' (the user will be able to use ETAworkforce) and 'No

Access' (the user will not be able to use ETAworkforce). The security options are as follows:

— Grant access to admins only - all users with the Administrator profile will have full access to the

application. All other users will be assigned the 'No Access' level.

— Grant access to all users - all users with all profiles in the system will have full access

— Select security settings — access can be granted or denied to each individual profile. This option

provides the most flexible and targeted approach to the security settings.

If the 'Select security settings' option is selected, the 'Customize security' section appears.
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Customize security

These security settings determine access to the custom objects and components installed in the package. It
doesn't affect permissions for existing objects.

@ Standard profiles (including the Read-Only profile) don't receive access to any installed custom objects.
Because permissions are not editable for standard profiles, you must clone your profile to grant
access. Tell me more!

Action Access Level Description
Set All Mo Access Mo access to any features in this package.
Set All  Full Access Full access to all features and fields in this package

Please select a level of access to the features in this package for each of your organization's custom profiles.

Profile Access Level

System Administrator Full Access (Your profile must have full access to the package)
Customer Portal Manager | No Access |

Authenticated Website | MNoAccess ¢ |

High Volume Customer Portal | No Access  + |

Service Cloud | Mo Access & |

Partner User Mo Access & |

Standard Platform User

Mo Access % |

Custom: Marketing Profile

Mo Access & |

Custom: Sales Profile

Mo Access & |

Custom: Support Profile No Access  + |

Customer Portal Manager Custom | No Access & |
Customer Portal Manager Standard | No Access & |
Force.com - Free User No Access

Gold Partner User | No Access & |
Standard User | No Access = |
Read Only | No Access & |

Solution Manager Mo Access % |

Marketing User Mo Access & |

Contract Manager Mo Access & |

Silver Partner User Mo Access % |

Previous MNext | Cancel

Figure 4: Customized security settings

The 'Customize security' section contains the list of all profiles existing in the company. Full access can be
granted to all profiles or access can be denied to all profiles at the same time by using the 'Set All' links.

Otherwise, the access level can be selected for each individual profile from the list.

This completes the pre-installation settings of ETAworkforce. Click 'Next' to proceed to 'Step 3. Install

package'.
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Package Installer Help for this Page “

ETAworkforce2

Step 3. Install Package Step3 of 3

The package is ready to be installed. Click Install to continue.

Previous Install Cancel

Figure 5: Installation screen of ETAworkforce

Click 'Install' to start the installation. As soon as the installation is finished, 'Install Complete' will be shown

on the screen.

Package Details Help for this Page @

ETAworkforce2 (Managed)

Install Complete

Follow any remaining steps in the app install guide to complete deployment.

Installed Package Detail I Uninstall | I\.‘law Components | I Configure | l View Dependencies
Package Name  ETAworkforcez? Version Number 1.1
Language  English First Installed 1.1
Version Number
Version Name Package Type = Managed
Namespace Prefix APl Access  Unrestricted [Enable Restrictions]
Publisher Medified By 9/26/2013 1:49 AM

Description  ETAworkforce brings the power of TOA Technologies' mobile werkforce management product
slite to the force.com platform.

Installed By 9726/2013 1:49 AM

Figure 6: 'Install Complete' screen

In addition, the current user receives an email with the confirmation message.

SETAworkforce
CALL CENTER

Thanks for installing ETAworkforce 2.0 Build 1.5
package.

To finish the package configuration please open Setup Wizard.

Figure 7: ETAworkforce installation confirmation
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Also, the user receives a chatter message. Both the email and the chatter message contain the link to the

Setup Wizard page.

In some cases the installation process takes somewhat longer and instead of the 'Install Complete' screen
the user sees a 'Processing your request' message. In this case the application window can be closed and
reopened after the email and chatter message on the installation completion are received. After that the

user can proceed with preparing the application for use by the Organization.

3.3.2 Classes Compilation

In order to finally adapt the ETAworkforce package to a particular application, its Apex Classes have to be
compiled. For that purpose, click the 'Develop' link in the 'App Setup' section and select 'Apex Classes' in
the drop-down list.

App Setup

r| Customize
+| Create
B Develop

Apex Classes

Apex Triggers

Apex Test Execution
AP

Components
Custom Permissions Mew!
Custom Settings
Email Services
Pages

Sites

Static Resources
Tools

Remote Access

Figure 8: 'Apex Classes' link

The list of all existing Apex Classes will be displayed. To compile the classes, click 'Compile all classes'.
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Apex Classes Help for this Page @

Force.com Apex Code is an object oriented programming language that allows developers to develop on-demand business applications on the Force.com platform.

Percent of Apex Used: 0.33%

You are currently using 9,936 characters of Apex Code (excluding comments and @isTest annotated classes) in your organization, out of an allowed limit of 3,000,000
characters. Note that the amount in use includes both Apex Classes and Triggers defined in your organization.

Estimate your organization's code coverage | i

Compile all classes | i

View: | All : | Create New View

A/B C/DEFGHIJKLMNOWPOQRSTUWV W X Y Z Other All

Developer Console MNew Generate from WSDL Run All Tests Schedule Apex Clear Code Coverage

Action Name Prefix ApiVersion Status Size Without Comments Code Coverage LastModified By Override Log Filters
y . . 0% (No
Edit | Del | Security startHereController 14.0 Active 3,223 coverage data) 12/16/2011 9:11
AM
Edit | Security +, Workforce2 Ctrl TOA2 27.0 Active 13,209

9/26/2013 1:49
AM

Figure 9: 'Apex Classes' list

3.3.3 Home Page Layout
The 'Home Page Layout' section allows customizing the set of components available on the Home Page and
assigning such layouts to certain profiles.

On the Home Page click 'Customize' = 'Home' = 'Home Page Layouts' in the 'App Setup' section.

App Setup

& Customize

+| Tab Names and Labels

£ Home
Home Page Components
Custom Links

+| Activities

+| Campaigns

+| Leads

*| Accounts

Figure 10: 'Home Page

Layouts' link

In the '"Home Layouts Page' click 'Page Layout Assignment'.

Home Page Layouts Help or this Page @
This page allows you to create different tab layouts for the Home Tab.

A'BCDIEFGHIJKLMNOPQRSTUVWV W X Y Z Other Al

Page Layout Assignment New

Action MName Created By Last Modified By
Edit | Del DE Default 12162011 211 AM Ti4/2013 1:35 AM

AB CDE|FGHIJKLMHNOPOQRSESTUNV W XY Z Other Al

Figure 11: 'Page Layout Assignment' button
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You will see the list of all profiles existing in ETAworkforce and the Home Page layouts assigned to them.

Home Page Layout Assign ment Help for this Page &)

The table below shows the page layout assignment for different profiles.

Edit Assignment

Profile
Authenticated  Home Page Default
Website
Contract  DE Default
Manager

Custom:  DE Default
Marketing Profile

Custom: Sales  DE Default
Profile

Custom:  DE Default
Support Profile

Customer Portal Home Page Default

Mananar

Figure 12: List of profiles and corresponding Home Page layouts

In the list, find the layout name(s) for the user group(s) which will use ETAworkforce2. Return to the
previous page, 'Home Page Layouts', and click the 'Edit' links next to the name of the selected Home Page

layout.

Home Page Layouts Help for this Page @
This page allows you to create different tab layouts for the Home Tab.

A'B CDEFGHIJKLMNOPGQRSESTUY W X 'Y Z) Other All

Page Layout Assignment New

Action Name + Created By Last Modified By
Del  DE Default 12/16/2011 9:11 AM 7142013 1:35 AM

A'B CDEFGHIJKLMNOPQRSESTU WV W X Y Z Other Al

Figure 13: Home Page layout editing
The 'Edit' link leads to the 'Edit Home Layout' page where the components to be included in the home page
layout can be selected. Select the 'Workforce2' option and click 'Next'.
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Edit Home Layout Helpfortis Page @

Step 1. Select the components to show Step 1 of 2

Choose the components to include on your home page layout.

Layout Name || DE Default |

Select Wide Components to Show I = Required Information
ltems to E Calendar @
Approve
Tasks Dashboard B
E Snapshot =

Select Narrow Components to Show

Sidebar Search E Create New... @
Document 0 Recent ltems g
Search
Solution Search 0 Messages & 0
Alerts
Product Search 0O Custom Links 0
Tags Customer ]
E Portal Welcome o
Workforce2 (] |

Next | Cancel

Figure 14: 'Workforce2' option selected as component of Home Page layout

On the next page the components on the home page can be arranged by moving them up or down in the
respective columns by the arrow buttons. After the components are arranged to your satisfactions, click

'Save' to finish the setup.

Edit Home Layout Help for tnis Page @

Step 2. Order the components Step2of 2

Arrange the components on your home page.

Narrow (Left) Column Wide (Right) Column

Top Top
Create New... Calendar @
Sidebar Search Tasks
Tags Up | rems to Approve Up

s o) )
] 3

Down Down
=) =
Bottom Bottom

l Previous | l Save & Assign | lsaw | l Praview | Cancel

Figure 15: Settings saving
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When 'Workforce2' is added to the Narrow (Left) Column, the 'Workforce2' tab appears in the left column of

the Salesforce screen.

=== ]

New: 1 Pending: 0
Failed: 6 Processed: 0

Figure 16: 'Workforce2' tab

This tab shows the number and status of all messages in Workforce2. Clicking any of the statuses opens

the 'Messages' screen filtered to display the messages of the selected status.
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Settings

4 General ETAworkforce Details and Settings

4.1 Activity Message Object Overview

As soon as ETAworkforce has been deployed, the Activity Message custom object is created in the Client's
Salesforce Organization. Select 'Organization' — {Salesforce User Name} — 'Setup' — 'Create' — 'Objects’

and click the 'Activity Message' link to see and/or modify the object details.

Home Cases Chatter Accounts Contacts Solutions Reports Dashboards MNewpage Links

Quick Find CUStom Objects Help for this Page 9

Expand All | Collapse All

Custom objects are database tables that allow you to store data specific to your organization in salesforce.com.
Force.com Home ‘You can use custom objects to extend salesforce.com functionality or to build new application functionality.

Once you have created a customn object, you can create a custom tab, custom related lists, reports, and
System Overview dashboards for users to interact with the custom object data. You can also access custom object data through the
Force.com APL.

Personal Setu
p New Custom Object | | Schema Builder

*| My Personal Information

v/ Email Action Label Installed Package Master Object Deployed Description
¢ Import Edit = Activity Link Message ETAworkforce2 v
»| Desktop Integration Edit ] v Message ETAworkforce2 v
*| My Chatter Settings Edit | Del Anpointment v
Edit | Del Inv vd
App Setu
PP 5 Edit | Del Inventory v
R Edit L Inventory Message ETAworkforce2 v
B Create P
i Link
Apps Edit | Del Link
Custom Labels Edit ~, Reauired Inventory Message ETAworkforce2 v
Objects

Figure 17: 'Activity Message' custom object

Initially the Object fields define the default flow of the related activity and operation and contain a set of
fields mapped to the fields of Activity in ETAdirect in such a manner that when an instance of an Activity
Message is processed in Salesforce, the instance of Activity is created/deleted/updated in ETAdirect,
respectively, and when a certain event or condition takes place in ETAdirect, the specified fields of the
Activity Message are updated.

Clicking the custom object label opens its details screen where certain attributes of the selected custom
object can be edited. For ETAworkforce purposes, the relevant settings are contained in the 'Page Layouts'

and 'Field Sets' sections allowing to define the message layout and the message fields, respectively.

Page Layouts define the fields displayed in the layout of the Activity Message, Inventory Message or
Required Inventory Message. Field Sets contain the fields used in the message list component placed on a

linked object page layout.
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4.2 Page Layouts

Page Layouts New | | Page Layout Assignment Page Layouts Help | ?
Action Page Layout Name Installed Package Created By Modified By
Edit | Del & Workforce2 Activity Message Layout ETAworkforce2 , 3f24/2014 3:56 AM , 32472014 3:56 AM

Figure 18: 'Page Layouts' section

Message Page Layout defines the fields available for message editing in the 'Activity (Inventory, Required
Inventory) Messages' screen. The 'Page Layouts' section lists all available message page layouts which can

be modified or deleted by clicking 'Edit' or 'Del’, respectively.

To create a new Page Layout click 'New'. This button opens the 'Create New Page Layout' screen where a
new message page layout can be created from scratch or cloned from another layout and modified to the

user's preference.

Create New Page Layout Help for tns Page @

As an option, you may select an existing layout to clone. If you create a page layout without
cloning, your page layout will not include the standard sections whose names are translated
for your international users.

Existing Page l ——None-—— s J
Layout

Page Layout I
Name

Save Cancel

Figure 19: 'Create New Page Layout' screen

To save the Page Layout click 'Save'. This leads to the 'Message Layout' screen where the fields to be used
in the current message layout can be selected. The same screen is used to modify the existing message

page layouts and is accessible by the 'Edit' link of the page layout.
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Workforce2 Activity Message Layout ¥  Custom Console Components Mini Page Layout Mini Console View | Video|

|Ewa v || Quick Save || Praview As... ¥ || Cancel | 4" Undo | "% Redo | Layout Properties |

Flolds @ Quick Find|Field Name | %

Buttons +HE Section From external system || Message Status info Update required ...

Actions *F1Blank Space Internal Key Operation type | Workforce2 Activi...
Expanded Lookups *Activity number Last Modified By | Crwiner |
Related Lists | Created By
Report Charts

Message Status Update inventory

Highlights Panel

Customize the highlights panel for this page layout...

Publisher Actions ' i

The publisher actions are currently inherited from the global publisher layout. You can override the global publisher
layout to set a customized list of actions for this layout.

Activity Message Detail Standard Buttons .- Custom Buttons
|Edit | |Delete | Resend |

f Information (Header not visible)
£ Last Modified By Sample User
*Activity number  Sample *Activity number
From external system v
Message Status  Sample Message Status
Message Status info  Sample Message Status info
Operation type  Sample Operation type
Internal Key  Sample Internal Key
Update inventory v

Update required v
inventory

Figure 20: 'Message layout' screen

The 'Message Sample' section contains the current layout of the selected message. The layout can be
changed by dragging additional items from the list of available items at the top of the screen into the
message sample or by dragging items from the message sample back to the list of available items. The
green line defines the position of the newly-added item in the layout.
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Actiﬂty Mgggagg Detail Standard Buttons - Custom Buttons
Edit| | Delete Resend

{ Information (Header not visible)
i Last Modified By ~ Sample User
*Activity number  Sample *Activity number

From external system v Extemnal id
Message Status  Sample Message Status
Message Status info  Sample Message Status info
Operation type  Sample Operation type
Internal Key  Sample Internal Key
Update inventory v

Update required v
inventory

Figure 21: Adding a new item to layout

When the mouse hovers over the sample message fields, they are highlighted with two icons appearing in

the field line - 'Remove’ ( e ) and 'Properties’ (% ).

f Information {Header not visible)
& Last Modified By Sample User
*Activity number  Sample *Activity number
From external system ¥
Message Status  Sample Message Status
Message Status info  Sample Message Status info %
Operation type  Sample Operation type
Internal Key  Sample Internal Key
Update inventory ¥

Update required ¥
inventory

Figure 22: Highlighted field

Clicking the 'Remove' icon removes the field. Clicking the 'Properties' icon opens the 'Field Properties'
window where the field can be defined as 'Read-Only' or 'Required'. Double-clicking a field in the list opens

the same window.

Field Properties ®

Read-Only Required
External id J [}

oK Cancel

Figure 23: 'Field Properties' window
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Read-Only fields are marked with a 'lock' icon.
To save the Message Layout, click 'Save'.

Different Page Layouts can be assigned to different Profiles. To assign page layouts or change the existing
assignments click 'Page Layout Assignment' in the 'Page Layout' section. This leads to the screen showing
the current page layout assignments.

Page Layout Assignmeant Help for this Page &
Activity Message

« Back to Custom Object: Activity Message

The table below shows the page layout assignments for different profiles.

Edit Assignment

Profiles Page Layout
Chatter External User Workforce? Activity Message Layout
Chatter Free User Workforce2 Activity Message Layout
Chatter Moderator User Workforce? Activity Message Layout
Contract Manager Workforce2 Activity Message Layout
Custom: Marketing Profile Workforce? Activity Message Layout
Custom: Sales Profile Workforce2 Activity Message Layout
Custom: Support Profile Workforce? Activity Message Layout

Figure 24: Page layout assignments

To modify page layout assignments click 'Edit assignment' which opens the screen where new page layouts

can be selected for the profiles.
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Edit Page Layout Assignment Help for this Page &

Activity Message

The table below shows the page layout assignments for different prefiles. Use SHIFT + click or click
and drag to select a range of adjacent cells. Use CTRL + click to select multiple cells that are not
adjacent. Then choose a new page layout from the drop-down.

Save Cancel

Page Layout To Use: | -- Select Page Layout —- :| 4 Selected 0 Changed
-- Select Page Layout ——
Profiles ::::kl’urcez Activity Message Layout ; fﬂl.lt
Chatter External User Workforce2 Activity Message Layout
Chatter Free User Workforce2 Activity Message Layout
Chatter Moderator User Workforce2 Activity Message Layout
Contract Manager Workforce2 Activity Message Layout
Custom: Marketing Profile Workforce2 Activity Message Layout
Custom: Sales Profile Workforce2 Activity Message Layout

Workiorce2 Actiy Message Layout
Workiorce2 Actvy Message Layout
Workiorce2 Actviy Message Layout
Workiorce2 Actvy Message Layout

Marketing User Warkforce2 Activity Message Layout

Figure 25: Page layout assignments

One or more profiles can be selected from the list by clicking the profile name. The counter shows the
number of selected profiles. Afterwards the same page layout can be assigned to the selected profiles by
choosing the page layout from the 'Page Layout To Use' drop-down list. The 'Changed' counter shows the

number of profiles for which the page layout has been changed. To save the changes click 'Save'.

4.3 Field Sets
The message component fields are defined in the 'Field Sets' section.

Field Sets (BETA) New Field Sets (BETA) Help (7

Action Field Label Installed Package API Name Where is this used?

Edit & Elmm g8 COMPONeNt s workforce?  TOA2__MessageGomponentFields

Used in the message list component placed on a linked
object page layout.

Figure 26: 'Field Sets' section

The Field Set defines the message component fields for the corresponding object. The 'Field Sets' section
lists all available field sets which can be modified by clicking 'Edit'.

To create a new Field Set click 'New'. This button opens the 'New Field Set' screen where a new field set can
be created.
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Field Sets

Activity Message Field Set

New Field Set

Help for this Page 0

Enter Field Set information

Field Set Label | |

Field Set Name || |

Namespace
Prefix

Field Set Edit [Bave ] [Cance

| = Required Information

Where is this
used?

|Eﬂc||cancal|

Figure 27: 'New Field Set' screen

To save the Field Set click 'Save'. This leads to the 'Message component fields' screen where the fields to be

used in the current field set an be selected. The same screen is used to modify the existing field set and is

accessible by the 'Edit' link of the field set.

Message component fields -

Help for this Page §

' Save  Cancel 4 Undo /% Redo | [E] Field Set Properties

Activity Message @, Quick Find | Activity Message Name | %

*Activity number

Internal Key

Message Status info
Operation type

Last Modified By ID

Update inventory

Message Status

Drag any of the fields above into the list below.

In the Field Set !

Operation type
Message Status
Message Status info

Update required ...

Figure 28: 'Message component fields' screen
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The 'In the Field Set' section contains the current set of the message component fields. The set can be
changed by dragging additional items from the list of available items at the top of the screen into the 'In
the Field Set' section or by dragging items from the field set back to the list of available items. The green

line defines the position of the newly-added item in the layout.

In the Field Set

Operation type

Message Status

Message Status info Internal Key

Figure 29: Adding new item to field set

When the mouse hovers over the fields, they are highlighted with two icons appearing in the field line -

'Remove’ ( e ) and 'Properties' ( "% ).

In the Field Set

Operation type

Internal Key [ §
Message Status

Message Status info

Figure 30: Highlighted field

Clicking the 'Remove' icon removes the field. Clicking the 'Properties' icon opens the 'Field Set Item
Properties' window where the field can be defined as 'Required'. Double-clicking a field of the 'In the Field

Set' list opens the same window.

Field Set ltem Properties X
Required
Internal Key
OK Cancel

Figure 31: 'Field Set Item Properties' window

Required fields are marked with red asterisks.
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In the Field Set !

Operation type

% Internal Key
Message Status
Message Status info

Figure 32: Required field

To save the Field Set, click 'Save'.

The 'Inventory Message' and 'Required Inventory Message' custom objects are created and managed in a

similar manner.
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ETAworkforce

5 ETAworkforce Settings
5.1 Fields Mapping

The fields of ETAworkforce objects need to be mapped to fields of ETAdirect entities. The basic mandatory

fields of Activity and Inventory can be mapped to fields of ETAworkforce object with the help of the

Workforce2 Wizard.

5.2 Fields Mapping Wizard

In order to simplify ETAworkforce object fields mapping, the application offers a wizard leading the user

through the mapping process step by step. The Wizard can be found on the 'All Tabs' screen.

All Tabs

to better suit the way you work.

Help for this Page &

Use the links below to quickly navigate to a tab. Alternatively, you can add a tab to your display

View:
| All Tabs

Accounts

£ Appointments
“) Campaigns Tell me more!

g

([ - Cases
“C" Chatter
- Contacts
&) Content
‘ Contracts

(3) Dashboards

-d-. Data.com

& Inventory Messages

K Leads Tell me more!

‘_ﬁ Libraries

Add Tabs to Your Default Display
e

‘H? Links

Q New page

(| Opportunities
Sl
1 People

E price Books

yill Products

& Profile

4 Profile Feed

1 Profile Overview

€  Reports

. Required Inventory Messages
«h

2&5 Site.com

Solutions
"4 Start Here

g Subscriptions

f. Workforce

™ Workforce2 Wizard

Figure 33: 'Workforce2 Wizard' link
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The Wizard guides the user through three steps of fields mapping. Otherwise, the Wizard can be skipped to
proceed to the 'Settings' page immediately. To do so, click 'Skip' in the Wizard window.

This Wizard will help you to configure ETAworkforce. You can skip it and go to Settings immediately ==> Skip

Credentials

Salesforce credentials

Salesforce login URL || https:/ /login.salesforce.com + | Add...

Interface user login II ICM Create new user

Interface user token I I

ETAdirect credentials

ETAdirect URL ||. https:/ /apiportal.etadirect.com % | aqq

Instance name II

User login II

User password II

MNext >

Figure 34: Wizard window with 'Skip' button

To configure ETAworkforce with the help of the Wizard, enter your credentials in Step 1 to verify your
authorization to use Salesforce and ETAdirect. The mandatory fields are marked with red lines. Please refer
to Connectivity Settings section for the description of the user's credentials.

Note: Step 1 of the Wizard uses the credentials of the Interface User, i.e. the user handling the objects
during interaction between Salesforce and ETAdirect. When no such user exists, click 'Create new user' and
use the credentials received in the e-mail.

Note: when creating the Interface User, make sure that the Interface User has English (United States)
locale and that their 'API Enabled' profile permission is turned on.

After entering the credentials click 'Next' and enter the Salesforce user's password in the new popup
window. This must be the password of the Interface User entered in the 'Interface user login' field.
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This Wizard will help you to configure ETAworkforce. You can skip it and go to Settings immediately === Skip

Credentials
S“"'ml The password for Salesforce u... x I'd'"
Interfa l€@s€ enter password for Salesforce I——
interface user used to communicate with
interfa, ETAdirect.
Password |
—
E OK id...

Iﬁshn:- name I| |

User login || |

User password || |

 Next>

Figure 35: Password window

If the authentication is successful, the Wizard proceeds to Step 2 where Activity fields can be mapped to

the fields of the selected ETAworkforce object.

Step 1 Step 2 . Step

This Wizard will help you to configure ETAworkforce. You can skip it and go to Settings immediately === Skip

Activity fields mapping

What object would you like to use as an activity?

() Task
() Event
I:‘:;I C

<Previous | | Next> |

Figure 36: 'Activity fields mapping' screen

Select the object to be used as the activity in ETAworkforce. Activity fields in ETAdirect will be filled with

values of the fields of the selected ETAworkforce object, and vice versa.

Three options are available: Task, Event and Other.
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If Task is selected, activity fields of ETAdirect will be mapped to the fields of Task object in ETAworkforce.

Activity fields mapping

(+) Task

(_) Event
() Other

Please choose appropriate values for ETAdIrect fields from lookup

Worktype | /| ETAdirect_worktype_label* >
External ID | ¢ | ETAdirect_external_id* > |
Date || ETAdirect_date |
Status | Status |
SLA end @ ActivityDate |

* - new property for your entity will be added with specified name.

< Previous Mext >

Figure 37: Activity fields mapping to Task fields

The Wizard allows mapping the mandatory Activity fields required for Activity creation in ETAdirect
('"Worktype', 'External ID' and 'Date'). Mandatory fields are marked with red lines. In addition, the 'Status'
and 'SLA end' fields can be mapped from Task fields. The Wizard suggests the Task fields which correspond
to the Activity fields and the form is immediately filled-in. If you accept the mapping suggested by the
Wizard, click 'Next' to proceed to the next screen.

However, you can make a different choice of fields to be mapped to the Activity fields. Hover the mouse
over an ETAworkforce field, to see the list of all Task fields where other fields can be selected.
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Task mapping

FPlease choose appropriate values for ETAdirect fields from lookup

Task ETAdirect_worktype_label* ’ ||
Account ID Accountld * .
Due Date Only ActivityDate ETAdirect_external_id* ’ |
Call Result CallDisposition '
Call Duration CallDurationInSeconds ETAdIrect_date® ’ |
Call Object Identifier CallObject Status R |
Call Type CallType :
Created By ID CreatedByld > | ActivityDate N |
Created Date CreatedDate
Description Description ntity will be added with specified name.
ETAdirect_date ETAdirect_date_ ¢
ETAdirect_external_id  ETAdirect_external_id_ c <Previous | | Next>
ETAdirect_worktype_label ETAdirect_worktype_label__c
Activity ID Id
Archived IsArchived h, inc. All rights reserved. | Privacy Statement | Security Statement | Terms of Use | 508 Coi
Closed IsClosed
Deleted IsDeleted
Create Recurring Series of
Tasks IsRecurrence

Figure 38: Task fields list

If Event is selected as the object for mapping, the mandatory Activity fields remain the same, but,
additionally, the 'Duration’, 'SLA Start' and 'SLA End' fields will be mapped as well.
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Activity fields mapping

() Task
(+) Event
() Other

Please choose appropriate values for ETAdirect fields from lookup

Worktype I 7 | ETAdirect_worktype_label* > |
External ID I v | ETAdirect_external_id* » |
Date I 4 | ETAdirect_date* > |
Duration | DurationInMinutes » |
SLA Start | StartDateTime > |
SLAEnd | EndDateTime > |

* - new property for your entity will be added with specified name.

< Previous Next >

Figure 39: Activity fields mapping to Event fields

You may select a different Salesforce object for Activity fields mapping. When the Other option is selected,

you will be prompted to choose the Salesforce object from the drop-down list.

Activity fields mapping

() Task
() Event
(=) Other

Please choose Salesforce object] --None--

Add new...
Case (Case) Next >
Charter Message Thread (ChatterMessageThread)

I (Inv__c)

Lead (Lead)

Link (Link__¢c)

Opportunity {Opportunity)

Activity Link Message (TOAZ_ WorkforceZ _ActivityLinkMessage__c)
Appointment (Workforce2_Appointment__c)

Inventory (Workforce2_Inventory__c)

Figure 40: Other objects to be selected for mapping

As soon as the object is selected, the 'Custom mapping' section containing mandatory Activity fields is
shown. The list also contains the 'Add new' option allowing to create a new Salesforce object the fields of
which will be mapped to Activity fields. Enter the name of the object to be created.
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Activity fields mapping

What object would you like to use as an activity?
() Task
() Event
(*) Other

Please choose Salesforce object: Add new... = .|| |

Worktype | v‘| ETAdirect_worktype_label* > |
External ID | v‘| ETAdirect_external_id* » |
Date | v‘| ETAdirect_date* > |

* - new property for your entity will be added with specified name.

< Previous MNext >

Figure 41: Custom mapping

When Activity fields mapping is completed, click 'Next' to proceed to Step 3, 'Inventory fields mapping'.
Also, you can move to a different Wizard step by clicking the Step tab.

Inventory fields mapping

What object would you like to use as an inventory?

Please choose Salesforce object] --MNone-- -

Add new...

Asset (Asset)

Chartter Message Thread (ChatterMessageThread)

I (v __c)

Lead (Lead)

Link {Link__c)

Opportunity (Opportunity)

Activity Link Message (TOAZ _ WorkforceZ _ActivityLinkMessage__c)
Appointment (Workforce?_Appointment__c)

Inventory (Workforce2_Inventory__c)

Finish!

Figure 42: 'Inventory fields mapping' screen
Select the object for mapping to Inventory in ETAdirect from a drop-down list of Salesforce objects. As soon
as the object is selected, the 'Custom mapping' section containing mandatory Inventory fields (‘Type' and
'Quantity') is shown. The corresponding fields of the selected Salesforce objects are already filled-in, but

you can make a different selection from the list appearing when the mouse is hovered over the object field
name.
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Inventory fields mapping

What object would you like to use as an inventory?
Please choose Salesforce object] Opportunity (Opportunity) =

Please choose appropriate values for ETAdirect fields from lookup

Opportunity invtype* - ||
Account ID Accountld »
Amount Amount quantity* ’ |
Campaign ID Campaignld > ntity will be added with specified name.
Close Date CloseDate
Created By ID CreatedByld * — —
Created Date CreatedDate
Current Generator(s) CurrentGenerators__c
Delivery/Installation S
Status DeliverylnstallationStatus__c n, inc. All rights reserved. | Privacy Statement | Security Statement | Terms of Use | 508 Co
Description Description
Expected Amount ExpectedRevenue
Fiscal Period Fiscal

Figure 43: Object fields list

Similarly to the 'Activity mapping fields' screen, the list also contains the 'Add new' option allowing to create
a new Salesforce object the fields of which will be mapped to Inventory fields. Enter the name of the object
to be created.

Note: The same Salesforce object cannot be selected both for Activity and Inventory mapping in the
Wizard. As soon as an object is selected for Activity mapping at Step 2, this object is no longer available in
the list of Salesforce objects for Inventory mapping.

When the Inventory fields mapping is completed, click 'Finish!' to complete fields mapping.

The Wizard completes the process with the 'Installation info' screen listing the configuration steps
performed.
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Schedule and Manage Field Appointments

faETAworkforce

CALL CENTEH TECHNOLOGIES

Installation info

* Prepare configuration

* Delete old triggers

* Create activity mapping

* Create inventory mapping
* Update page layouts

* Save settings

* Connect to ETAdirect

CLLLC<L

Show settings

Figure 44: Wizard completion screen

The 'Show settings' link leads to the 'Settings View' screen summarizing the installed package details and
the mapping settings made with the help of the Wizard.

If any stage fails, it is not marked as completed, the installation process stops, the screen displays an error
message describing the problem and the user may return to the previous screens to make corrections. To
return to the previous stage the user has to click the 'Back’ button.
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Schedule 2

S0bject type does not allow triggers: ArtType__kawv

Installation info

* Prepare configuration

* Delete old triggers

* Create activity mapping
< Back Go to Settings

LA

Figure 45: 'Back' button

The Wizard creates the basic object mapping between Salesforce and ETAdirect. All mapping rules created
through the Wizard work in both directions — when a Salesforce object fields is updated, the related
ETAdirect entity field is updated as well. And vice versa, any update of an ETAdirect entity field causes
update of the corresponding fields of the related Salesforce object.

The user may return to the previous screen and make changes to the configuration settings. The system
will repeat the checklist and complete the configuration, if no other errors are found. The user may,
however, proceed with the configuration without returning to the previous screens by clicking 'Go to
Settings'. In this case only the successfully completed settings will be saved.

5.3 Settings

As soon as ETAworkforce installation has been completed, the installed ETAworkforce package can be
accessed from the User profile in Salesforce (‘Organization' — {Salesforce User Name} — 'Setup' — 'App
Setup' — 'Installed Packages' — 'ETAworkforce' — 'Configure'). The 'Settings View' page will appear (as the

page is rather big, it is separated into several screen shots with their descriptions).

5.3.1 ETAworkforce Details
The 'Settings View' contains the 'ETAworkforce details' section displaying the basic user and package
details. If ETAworkforce was configured using the Wizard, the 'ETAworkforce details' section is filled-in with
the user's credentials entered in the Wizard. Otherwise, the section is empty and needs to be filled-in by
the user.
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ETAworkforce

ETAworkforce v2.0
f.'» Settings View

ETAworkforce v2.0

Instance name
User login

User password

Interface user login

Interface user token

Incoming inline mapping limit
Incoming Interface messages limit
Outgeing inline mapping limit
Outgoing Interface messages limit
Mapping messages limit

Mapping batch scope

Side bar status type

Description
Created Date

201
1000 1
201
5000 | i
10000 i
100 1

Pie

8/4/2014 6:59 AM

Edit | | Cancel

Reconnect to ETAdirect...

Store seftting to a file Load settings from a file... Troubleshooting... Disconnect from ETAdirect

ETAdirect URL

Salesforce login URL

Message fields mapping class

Keep messages(hours) 24

Last Modified Date
Last Modified By ID

8/29/2014 8:38 AM

Create activity mapping for... | | Create required inventory mapping... | | Create inventory mapping for...

Figure 46: 'ETAworkforce details' section

The 'ETAworkforce' details section contains the credentials data applied by the current user, the data on the

settings creation and last modification and the following mapping limit settings:

Incoming inline mapping limit

Incoming Interface messages limit

Outgoing inline mapping limit

Outgoing Interface messages limit

Mapping messages limit

Mapping batch scope

If the number of incoming messages is more than this value, mapping
Apex Job will be created for them

How many status updates or messages will be sent to Salesforce
during 1 agent run. Values range 1-9999.

If the number of outgoing messages is more than this value, mapping
Apex Job will be created for them

How many Activity messages will be processed and then sent to
ETAdirect during 1 agent run. Values range 1-9999.

How many Activity messages in new status will be processed during 1
Apex job run.

Number of messages in new status processed in 1 batch of Apex job.
Note that # of batches should not exceed 200, so 'Mapping messages
limit' divided by '"Mapping batch scope' should be < 200.

The 'ETAworkforce details' section can be edited by clicking 'Edit'. This opens the 'Settings Edit' screen

where settings can be entered or modified.
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ETAworkforce Details

fo

ETAworkforce v2.0

Settings Edit

Save | | Cancel

Help for this Page 0

Description

ETAdirect URL

Instance name

User lagin

User password

Interface user
legin
Interface user
token

Salesforce
login URL

Incoming inline
mapping limit

Incoming
Interface
messages limit

Qutgeoing inline
mapping limit
Qutgoing
Interface
messages limit

Mapping
messages limit
Mapping batch

scope

Message fields
mapping class

Side bar status
type

Keep

messages({hours)

ETAworkforce v2.0

l%l Create new user

I

: | Add...

20

| 1000

20

| 5000

| 10000

[ 100

I| --MNone--

(=) Pie () Gauge () Table

m24

Figure 47: 'Settings Edit' screen

The mandatory fields are marked with red lines. Please refer to Connectivity Settings section for the
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description of the user's credentials. When the form is completed, store the data by clicking the 'Save'

button. Otherwise, the form can be discarded by clicking the 'Cancel' button.

The existing settings can be saved to a file in the user's documents in Salesforce by clicking the 'Store
settings to a file' link. Saved settings can be loaded by clicking the 'Load settings from a file...' link offering
to select the previously stored file from which settings are to be loaded. In this case previous settings are

overwritten.

5.3.2 Fields Mapping

5.3.2.1 Mapping Creation

Fields mapping is the process of 'linking' the Salesforce fields sent in a message to the corresponding fields
in ETAdirect. Correct mapping ensures proper update of Salesforce fields with the update of the

corresponding fields in ETAdirect, and vice versa.

If no Wizard was used to configure ETAworkforce, the 'Settings View' screen contains no mapping sections.
In this case they must be created by the user. Activity Fields mapping rules are set by clicking 'Create
activity mapping for...", Inventory Fields mapping rules — by clicking 'Create inventory mapping for..." and

Required Inventory Fields mapping rules — by clicking 'Create required inventory mapping...".

Create activity mapping for... | | Create required inventory mapping... | | Create inventory mapping for...

Figure 48: 'Create mapping...' buttons

Clicking any of these buttons opens the 'Map to Object' popup window containing the list of Salesforce

objects to which the selected ETAdirect entity can be mapped.

Map to Object

Mapping --None--
Object | Agset (Asset)
Case (Case)

Event (Ewent)

Installed Mobile App (InstalledMobileApp)
Task (Task)

User Share (UserShare)

Ok Cancel

Figure 49: 'Map to Object' window

When a Salesforce object is selected, the corresponding mapping section is created with the 'Triggers' and
'Fields mapping' subsections. Each section has a header of the following structure: '[ETAdirect field name]

mapping for [Salesforce object name] object'.

Note: each Salesforce object can be selected only once for an ETAdirect entity. As soon as an object is

selected for mapping, its name is no longer available in the 'Map to Object' list.
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Activity mapping for Event
object

Event triggers

Action Status Name Last Medified By ID Last Medified Date

Edit | Delate Active Workforce2 CreateActivityMessageForEvent B/4/2014 8:04 AM

Event fields mappin
PRing Import fields from ETAdirect... Create Event field... Create Activity Message field...

Action Ewvent field name Direction Mapping method ETAdirect field name [label] Activity Message field name
Mew Operation type [feature] TOA2 type_ ¢
Id out field *Activity number [appt_number] TOA2__appt_number__c

Delete Event mapping...

Figure 50: Newly created mapping section

Note: if ETAworkforce was configured using the Wizard, the 'Settings View' screen will contain the mapping
sections corresponding to the Activity and Inventory mapping rules set in the Wizard. The Salesforce
objects selected for mapping in the Wizard can no longer be selected for the same ETAdirect entity.

The 'Fields mapping' subsection lists the Salesforce object fields which can be sent in the Activity Message,
Inventory Message or Required Inventory Message (the '[Mapping Object] field name' column)
corresponding to the imported ETAdirect fields, if any (the 'ETAdirect field name [label]' column).

Note: whenever a new object for mapping is added, one field is always already configured. This field serves

as the 'key' field for the entity in ETAdirect. Such fields are as follows:
— Activity - Activity number
— Inventory - Serial number
— Required Inventory — Required Inventory ID
These fields cannot be modified or deleted. They are marked with asterisks in the list.

Other ETAdirect fields can be imported, if needed, by clicking 'Import fields from ETAdirect...'. This link
leads to the 'Import mapping fields' screen where ETAdirect fields related to the selected entity can be

imported to Salesforce.
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ETAwaorkforce v2.0
(& Import mapping fields

Import | | Cancel

ETAdirect fields

Filter | link] At the beginning [

ETAdirect flelds  — yny start_after [ start-after ]
(] link_start_before [ start-before ]
(] link_start_together [ start-together |

Import | | Cancel

Figure 51: 'Import mapping fields' screen

The screen contains the list of ETAdirect fields available for import with their labels and names. The list can
be filtered by typing a key in the 'Filter' field. The list is filtered as you type. The 'At the beginning'
checkbox filters the list even further, returning only the fields having the search key at the beginning of

their description.

Note: ETAdirect properties with spaces in their labels cannot be imported, as Salesforce does not support

properties with spaces in their names.

When the field(s) are selected, click 'Import'. The selected fields will be added to the 'Fields mapping' list
with their corresponding Salesforce fields. At the same time, the corresponding Message fields are added as

well (the '[Object] Message field name' column).

Event fields mapping ! i -
Import fields from ETAdirect... Create Event field... Create Activity Message field...

Action Event field name Direction Mapping methed ETAdirect field name [label] Activity Message field name
MNew Operation type [feature] TOAZ type c
New | Delete Operation time [feature] time__c
New | Delete Time Slot [time_slot] time_slot__c
Id out field *Activity number [appt_number] TOA2_ appt number_ ¢

Figure 52: ETAdirect fields added to mapping table

Note: ETAdirect fields are listed under their names as existing in ETAdirect with their corresponding labels
in brackets. However, some fields can only be used by the Inbound API and cannot be found in the

ETAdirect fields list. Such fields have [feature] as their labels.

5.3.2.2 Mapping Rules Creation
When the list of ETAdirect fields and corresponding Message fields has been completed, the mapping rules,

that is, the principles of field updates transfer between Salesforce and ETAdirect, must be defined.
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To define the mapping rules for a Salesforce fields and the corresponding ETAdirect field, click 'New' in the
'Action' column. This link leads to the 'New message mapping field' screen where the mapping rules are
actually defined.

ETAworkforce v:'!.n' . Help for this Page &
f.' New Activity message mapping field

Create Cancel

Direction | = Reguired Information

Direction | < Send to ETAdirect
() Retrieve from ETAdirect
=] Both direction

Message field

Field name |

Mapping method
Event field value
| (=) --None-- ¥

Ewvent document
content

Text value |

Create Cancel

Figure 53: 'New message mapping field' screen

The 'Direction' radio-group defines the direction of field update by the message:

— Send to ETAdirect - any update to a Salesforce object field is sent to ETAdirect and the

corresponding entity field is updated accordingly. No updates of ETAdirect entity fields are sent to
Salesforce.

— Retrieve from ETAdirect — any update to a ETAdirect entity fields is retrieved by Salesforce and the

corresponding object field is updated accordingly. No updates of Salesforce object fields are sent to
ETAdirect.

— Both directions - updates of ETAdirect entity fields and Salesforce object fields are sent in both

directions and cause updates of the corresponding fields in both applications.
The 'Message Field' contains the ReadOnly name of the message field for which the mapping rule is created.
The 'Mapping method' section allows selecting the method of field update:

— Field value - the field is updated with the value of the corresponding field in the other application.
When this option is selected, the user should choose the object field for mapping. When the mouse

hovers over the field, the list of all fields is shown where the desired field can be selected.
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Mapping method
Event ActivityDate

Account ID Accountld »
Due Date Only ActivityDate
Due Date Time ActivityDateTime
Created By ID CreatedById ¥
Created Date CreatedDate Create | | Cancel
Description Description
Duration DurationInMinutes
End Date Time EndDateTime
ETAdirect date ETAdirect_date__ c

Figure 54: Fields list

— Document content - when the mapped field is a file property, the corresponding field is updated

with the content of such file property.

— Text value - when this option is selected, enter the text value in the field. The mapped field(s) will

always be updated with such value.

When the mapping rule is defined, click 'Create' to save the changes and add the new rule to the 'Fields

mapping' list.
Sk Tekis E=pp g Import fields from ETAdirect... Create Event field... Create Activity Message field...
Action Ewvent field name Direction Mapping methed ETAdirect field name [label] Activity Message field name
Mew Operation type [feature] TOA2_ type_c
Mew | Delete Operation time [feature] time__¢

*Activity number

Id out field [appt_number]

TOA2__appt_number__c

Activity time of assignment

Edit | Clear | Dictionary  ActivityDateTime in,out field [atime_of assignment]

time_of_assignment__c

Delete Event mapping...

Figure 55: Mapping rule

The settings defined for the new rule are shown in the 'Direction’, 'Mapping method' and '[Object] field
name' columns. The rule defined in the example above means that the 'Activity type of assignment' field in
ETAdirect is mapped to the 'ActivityDateTime' field in Salesforce. These fields can be updated in both
directions with their corresponding values which are sent in the 'time_of_assignment_c' field of the Activity
Message.

To change mapping rules click 'Edit' in the action column. This link leads to the 'Edit message mapping field'
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screen similar to the 'New message mapping field' screen. All settings made during the mapping rule

creation can be modified. To save the changes, click 'Save'.

To clear a mapping rule click the 'Clear’ link. The 'Clear' action removes the mapping rules defined for the
selected ETAdirect field, while leaving the field in the mapping list. After the 'Clear' action a new mapping

rule can be defined for the field.

After the 'Clear' action this link is replaced with 'Delete' which removes the ETAdirect field from the

mapping list. The same link also exists for newly imported ETAdirect fields and has the same effect.

In some situations it is important to ensure that certain field values cause the mapped fields to be updated
with other specified values. This can be achieved by creating the 'Dictionary' of values between the pair of

Salesforce and ETAdirect fields. Click the 'Dictionary’ link to open the 'Mapping dictionary' screen.

ETAwnrkfn_rce vz.0 . . . . Help for this Page &
f.. Mapping dictionary Activity time of assignment
To message New | | Close
From message New | | Close

Figure 56: 'Mapping dictionary' screen

The 'Mapping dictionary' screen consists of two subsections, "To message' and 'From message' defining the
correlation between the linked type field value and the message field value in both directions. Click 'New' to

define the field values.

ETAworkforce v2.0 Help for this Page W@
f; Mapping dictionary Activity time of assignment New

Save Cancel

Linked type field value I New
Message field value I Pending

Add reverse mapping lg

Figure 57: Mapping dictionary values definition
In this screen enter the 'Linked type field value' and the corresponding 'Message field value'. The 'Add
reverse mapping' option, when enabled, causes the defined dictionary rules to be applied in the reverse
direction, too. In this case the other dictionary subsection ('To message' or 'From message') is filled in

automatically with the reverse values. Click 'Save' to store the dictionary values.
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ETAworkforce v2.0

f; Mapping dictionary Activity time of assignment

Help for this Page &

To message New | | Close

Action Linked type field value => Message field value

Delete | Edit "New" —» "Pending”

From message New | | Close

Action Message field value => Linked type field value

Delete | Edit "Pending” — "Mew"

Figure 58: Mapping dictionary rule

The rule defined in the example above means that whenever the field value is 'New' in Salesforce, the
corresponding message field will send the value 'Pending' to ETAdirect. The rule works in both directions,
i.e. whenever the message field value is 'Pending' in ETAdirect, the corresponding field in Salesforce is set
to 'New'.

Mapping dictionary rules can be edited or deleted by clicking 'Edit' or 'Delete’, respectively.

Note: whenever a mapping rule is removed by the 'Clear' link, the related dictionary is also removed.
Therefore, when a new mapping rule is created for the same ETAdirect field, the dictionary is to be created
again, if needed.

Each mapping subsection has the 'Delete mapping...' button which deletes the entire subsection.

New

Mew | Delete

Operation type [feature]
Operation time [feature]

*Activity number

Id out [appt_number]

field

Activity time of assignment

field
[atime_of_assignment]

ActivityDateTime in,out

Delete Event mapping...

Event fields mapping _ -
Import fields from ETAdirect... Create Event field... Create Activity Message field...
Action Event field name Direction Mapping method ETAdirect field name [label] Activity Message field name

TOAZ_ type ¢

time__¢

TOA2 appt number__c

time_of_assignment__c

5.3.2.3

Figure 59: 'Delete mapping..." button

Links Mapping

Links mapping is defined as part of Activity mapping and included in the Activity mapping table. To create

Links mapping the corresponding fields must be imported from ETAdirect. When the list of ETAdirect fields
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is filtered to show links, it shows the list of link templates configured in ETAdirect.

ETAworkforce v2.0
£& Import mapping fields

Import Cancel

ETAdirect fields

Filter link| At the beginning [

ETAdirect flelds ) jjnk_start_after [ start-after ]
(] link_start_before [ start-before ]
(] link_start_together [ start-together ]

Import Cancel

Figure 60: Link templates

Note: one link template can have two link directions (for example, start-before and start-after). Therefore,

two items can be imported for the same link template.

Link fields are not actually the activity fields in ETAdirect, so, when imported, they have [feature] instead of

a label.
New | Delete ZIP [czip] TOADEMO__zip_ ¢
New | Delete Date [date] date c
New | Delete Resource ID [pid] external_id__c
New | Delete Start-after [feature] link_start_after_ ¢
New | Delete Start-before [feature] link_start_before__c
New | Delete Start-together [feature] link_start_together__c
New | Delete Operation time [feature] time__c
New | Delete Activity time of assignment [atime_of_assignment] time_of _assignment__c

Figure 61: Imported link templates

When link templates have been imported, mapping rules must be defined for them for correct updates
between ETAdirect and Salesforce. It is recommended to choose the Lookup relation field to the same

object, so that the Activity object has only one link per direction.
When Links are properly imported and mapped, they work as follows:

— when a Link field is changed, a new Activity Link Message is created sending a request to ETAdirect

Activity Management API to link 2 activities

— when the Link is changed in ETAdirect, an Activity Link Message with the 'External System' flag is

created in Salesforce updating the Link field

— if there are several activities with the same Activity ID (this can happen when an activity was, for
example, suspended, cancelled and then reopened), the activity to be linked will be a scheduled
activity not in a final status which is the most distant in the future. For example, if the following

activities had the same ID:
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3000-01-01 Pending
2020-01-01 Canceled
2019-01-01 Pending
2018-01-01 Pending
2000-01-01 Pending,

the pending activity scheduled for 2019-01-01 will be selected for linking. The '3000-01-01
Pending' activity is non-scheduled, the '2020-01-01 Canceled' activity is in a final status, and of the

remaining three the '2019-01-01 Pending' activity is the most distant in the future.

5.3.2.4 Triggers
Each object mapping section contains the 'Triggers' subsection allowing to manage the triggers causing the

corresponding Message to be sent.

Event mapping.

Event triggers

Action Status Name Last Medified By ID Last Modified Date
Edit | Delete Actve Wiorkiorces GreateActivityMessagerorEvent S pota gz

Figure 62: 'Triggers' subsection

The triggers can be edited or deleted by means of the 'Edit' and 'Delete’ action links, respectively.

5.3.3 Advanced Mapping Rules
In some cases, simple GUI-supported mapping rules are not enough (e.g. it is necessary to create a
complex rule, where the mapping is to be performed if a certain condition is true but not otherwise). The

rules can use the Apex-trigger supported logics of any complexity.

To create an advanced mapping rule Apex trigger is used — Apex code that executes before or after specific

data manipulation.

The goal of this trigger is to provide a possibility for Client to manage object messages, e.g. customize
conditions of creating messages, messages behavior, perform fields mapping and handle message statuses.

To view and edit the trigger select 'Organization' — {Salesforce user name} — 'Setup' — 'App Setup' —

'Develop' — 'Apex Triggers'.
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Apex Triggers

This page allows you to view and modify all the triggers in your organization. To create a new trigger, navigate to the appropriate sOb,

3 Percent of Apex Used: 0.5%

characters. Note that the amount in use includes both Apex Classes and Triggers defined in your organization.

You are currently using 14,929 characters of Apex Code (excluding comments and @isTest annotated classes) in your organization, o

View: | All : | Create New View

A/B CDEFGHIJKLMMNDP

Developer Console

Edit| Del ~ Workforce2 CreateActivityMessageFory/isit © Wisit 28.0 Active

Action Namea Namespace Prefix Sobject Type Api Version Status Size Without Com

2,174

Edit | Del ~ Workforce2 CreatelnventoryMessageForVisit Product ¢ Obj 28.0 Active 2,485
Figure 63: 'Apex Triggers' screen
Click the trigger name and the corresponding page will appear. To edit the trigger click 'Edit'.
Apex Trigger
Workforce2_ CreateActivityMessageForVisit_c
« Back to List: Apex Triggers
Apex Trigger Detail Edit || Delete || Download | Show Dependencies

Mame Workforce2_CreateActivityMessageForVisit_c
Code Coverage 0% (0/35)
Created By . Af2472014 4:01 AM

Mamespace Prefix

Figure 64: Apex trigger screen with 'Edit' button
The 'Edit' button leads to the 'Apex Trigger Edit' screen.
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Apex Trigger
Workforce2 CreateActivityMessageForVisit ¢

Apex Trigger Edit Save | Quick Save  Cancel

Apex Trigger | Version Settings

Is Active ¥

Q 4 & & A A

trigger WorkforceZ CreateActivityMessageForVisit_c on Visit_c (after insert, after update, before delete){

1f(TOAZ.Workforce2 Ctrl.fromExternalSystem()) return;

Map<Id,Visit_ c> Visit_cMap=(Trigger.isDelete?Trigger.oldMap:Trigger.newMap);
List<TOAZ_WorkforceZ_ActivityMessage_ c> messages = new List<TOAZ_ Workforce2_ ActivityMessage_ c>();

for (visit_c obj : Wisit_cMap.values()}{
try{
String operation='update_activity';
1f(Trigger.oldMap!=null && Trigger.oldMap.get{obj.Id).visit Status_ c!=obj.Visit_Status_ c)
{

if(obj.visit_Status__c=='Started') operation='start_activity';
if(obj.Visit_Status_ c=='Complete') operation='complete_activity';
if(obj.visit_Status_ c=='Not Done') operation='notdene_activity';
1f(obj.Vis1t_Status_ c=='Cancel') operation='cancel_activity';
1f(obj.visit_Status_ ec=='Suspend') operation='suspend_activity';
1f(obj.Visit_Status_ c=='Update') operation='update_activity';

1

messages.add(new TOAZ_ Workforce2_ActivityMessage_ c(TOAZ_ InternalKey c='A-'+obj.Id,TOA2
tcateh(Exception exc){
obj.addError(exc.getMessage());

1

Database.SaveResult[] result=Database.insert({messages,false);
System.assertEquals({result.size(),messages.size(});
for({Integer 1=0,size=result.size();1<s1ze;++1){

LL i I S T £y

Position: Ln 14, Ch 75 | Total:  Ln32,Ch 1752 |

Figure 65: 'Apex Trigger Edit' screen

Here the custom logic of creating the Message object is implemented. The example above shows that
depending on the 'Visit_Status' field the operation type for the Inbound transaction can be changed to
start, cancel, suspend, etc. the activity.

5.3.3.1 Activity Operations in Salesforce

Advanced mapping involving Apex triggers is used to perform activity operations (start, cancel, suspend,
etc. activity) in ETAdirect. To initiate an activity operation, find the '[Linked Object] triggers' section on the
ETAworkforce 'Settings View' screen and click 'Edit' for the 'Workforce2_CreateActivityMessageFor[Linked
object name]' trigger. The 'Apex Trigger Edit' page will appear, where

messages.add (new

TOA2__ Workforce2 ActivityMessage c¢(TOA2__InternalKey c='A-'+obj.Id,TOA2_ appt n
umber c=obj.Id));

is to be replaced with

String operation='update activity';
if(Trigger.oldMap!=null && Trigger.oldMap.get(obj.Id).<Your
field>!=obj.<Your field>)

{

if(obj.<Your field>=='<Your start status>"')

operation='start activity';
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if (obj.<Your field>=='<Your complete status>')
operation='complete activity';

}

messages.add (new
TOA2__ Workforce2 ActivityMessage c(TOA2_ InternalKey c='A-'+obj.Id,TOA2_ appt n
umber c=obj.Id,TOA2 type c=operation));

Apex Trigger Help for this Page &

Workforce2_CreateActivityMessageForTOADEMO_Appointment_c

Apex Trigger Edit Save | | Quick Save | Cancel

Apex Trigger Version Settings

Is Active ¥

QA+ @ BA A

trigger Workforce2 CreateActivityMessageForTOADEMO Appointment_c on TOADEMO__Appointment ¢ (after insert, after up

if(TOAZ.Workforce2_ Ctrl.fromExternalSystem()) return;

Map<Id,TOADEMO Appointment c> TOADEMO Appointment cMap=(Trigger.isDelete?Trigger.oldMap:Trigger.newMap);
List<sObject> messages = new List<sObject>();

for (TOADEMO Appointment ¢ obj : TOADEMO Appointment cMap.values()){
ery{
Jx
String operation="update activity®;
if(Trigger.oldMap!=null && Trigger.oldMap.get(obj.Id).Status cl!=obj.Status c)

if{obj.Status_ c=="Started’) operation="start activity’;
if(obj.Status_ ¢ Completed’) operation='complete activity”;
if(obj.Status c=="Not Done’) operation='notdone activity’;
if(obj.Status c=="Suspended’) operation='suspend activity’;
if(obj.Status c=="Cancelled') operation='cancel activity®’;
if(obj.Status_c=="Deleted’) operation="delete_ activity’;

}
=/
messages.add(new TOA2_ Workforce2 ActivityMessage c(TOA2_ InternalKey c='A-"+obj.Id,
TOA2 appt number c=obj.Id

(TOR2 type c=operation
=/
1):
}catch(Exception exc){
obj.addError(exc.getMessage());

Position: Ln1,Ch1 Total: Ln 48, Ch 2486 |

Figure 66: Apex Trigger line to be replaced

The following operations are available:
— start_activity
— complete_activity
— notdone_activity
— suspend_activity
— update_activity
— cancel_activity

— delete_activity

5.4 Mapping Update in ETAdirect
When the mapping is complete, the new mapping settings must be communicated to ETAdirect for the fields
mapping to work. For this purpose the communication between ETAdirect and Salesforce needs to be
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established or reestablished. This is done by clicking the 'Connect to ETAdirect..." at the top of the 'Settings
View' screen and entering the password. When the mapping settings are sent to ETAdirect, they are applied

when the mapped fields are updated in either application.

All changes to the ETAworkforce Settings except the URLs and user credentials are updated and applied
automatically after the next agent run. However, changes to the URLs and user credentials (Instance name,
User login, User password, ETAdirect URL, Interface user login, Interface user token, Salesforce user login)
require reconnection to ETAdirect. Also, link mapping settings are not applied automatically and require
reconnection. This is done by clicking the 'Reconnect to ETAdirect...' button. In this case the current

connection is interrupted and a new connection is established using the new credentials.

Also, changes to link templates, resource list and/or time zones in ETAdirect require reconnection to be
updated in Salesforce. Otherwise, ETAworkforce continues using old values for 15 minutes

If a different organization needs to use the same instance to connect to ETAdirect, the existing connection
has to be interrupted. For this purpose the 'Settings View' screen has the 'Disconnect from ETAdirect' action
link.

f ;A\.\i?tr'kforoevijv Help for this Page &
@ oetlings View

Edit | | Cancel Reconnect to ETAdirect...

Store setting to a file Load setfings from a file... Troubleshooting... | Disconnect from ETAdirect

Figure 67: 'Disconnect from ETAdirect' link
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6 Messages Page

The messages page can be used to view the list of messages and their status. It is accessible from the 'All

Tabs' page. Select 'Workforce2 Messages' to open the Messages page.

W Activity Messages

l;'." All

Resend | Suspend | Delete| [T}

Action Workforce2 Activity... From external system  Internal Key *Activity number Operation type Message Status Message Status info
Edit | Del A-000000024 v A-a0D20000004Q... a0D2000000QvmiK... appt.recrder pending A-000000024:Cann...
Edit | Del A-000000025 v A-a0D2000000Q... a0D2000000QvmiK... appt.reorder failed A-000000025:Cann...
Edit | Del A-000000026 v A-a0D2000000Q... a0D2000000QvmiK... appt.reorder failed A-000000026:Cann...
Edit | Del A-000000027 v A-a0D2000000Q... a0D2000000Qvm...  apptreorder failed A-000000027:Cann...
Edit | Del A-000000028 ¥ A-a0D2000000RHA... a0D2000000RHAU... apptreorder processed Mapped object n...
Edit | Del A-000000029 A-a0Eo0000000uk4... a0Ec0000000uk4. .. failed Errors:Mandatory...
Edit | Del A-000000030 A-a0Eo0000000uk4... a0Ec0000000uk4. .. delete_activity failed # Erors:Mandatory...
Edit | Del A-000000031 A-a0Eo0000000uk4... alEo0000000ukdn. .. failed Errors:Mandatory fi...
Edit | Del A-000000032 A-a0Eo0000000ukd... a0Eo0000000ukds... failed Errors:Mandatory fi...
Edit | Del A-000000033 A-a0Eo0000000ukd... a0Eo0000000ukdx... failed Errors:Mandatory fi...
Edit | Del A-000000034 A-a0Eo0000000uk4... a0Eo0000000ukéx... delete_activity failed Errors:Mandatory...

+ | Edit | Delete | Create New View

A/B/|C|D|E|F|G|H|I|/J|K|/L|IM|N|O|P|Q|R|S|T|U|V|W|X|Y|Z]| Other All|

Figure 68: Messages page

The columns to be displayed and their order in the 'Messages' table can be configured by pressing the 'Edit

button. To create a brand new view, press 'Create New View' on the 'Messages' screen.
The 'Messages' table contains the following columns:

— Action - links to the actions which can be performed to the message. The 'Edit' link allows editing

the selected message, and the 'Del' link deletes the selected message.

— Workforce2 Message Name - automatically generated Workforce2 message name. Click the name

link to see the message details, including its basic details and values of the message fields.

— From external system - the checkbox showing whether the message was received from the external

system.
— Internal Key - automatically generated message internal key.

— Fields defining the entity for which messages are processed. For example, for Activity Messages the
table contains the 'Activity number' column showing the IDs of activities related to the message. For
Inventory Messages the table contains the 'Activity ID' and 'Serial Number' columns, and for

Required Inventory Messages - 'Activity ID' and 'Required Inventory ID'.
— Operation type - the type of operation performed as the result of the message.
— Message Status - the status of the selected message. The following message statuses are possible:
New - newly-created message which has not yet been processed
Failed - unsuccessful message

Pending - message waiting for sending by the agent
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Processed - successfully processed message
Suspended - message to be ignored by the agent until its status is changed

— Message Status Info — error messages received in case of 'Failed' message status (error messages

used in the Inbound API) or warning messages received for 'Processed' messages

The messages list can be filtered by their statuses. To filter the list select the message status from the

drop-down list above the table.

¥ Activity Messages

( - LAl : | Edit | Delete | Create New View
~ Failed .
% New A
Pending
Processed Activity... From external system
Edit| Del  A-000000024 ¥
Edit | Del A-2000000025 ¥

Figure 69: Message status filter

One or more messages can be selected from the list by checking the checkboxes in the leftmost column of
the table. The selected message(s) can be resent by clicking the 'Resend' button which performs a group

'resend"’ action.
¥ Activity Messages

( C Al * | Edit | Delete | Create New View

Resend || Suspend | Delete | |T )

Action Workforce2 Activity... From external system

Edit | Del A-000000024 v
Edit | Del A-000000025 v
Edit | Del A-000000026 v
Edit | Del A-000000027 v

Figure 70: 'Resend' button

Clicking 'Resend' returns the selected messages to the 'Pending' status and the next agent run will send

them again with all data currently contained in the message.

Note: resending a message will reset all changes performed to the object after the initial message was
sent. For example, if a failed message is followed by a successful message on the same object, resending of

the failed message will override the successful message. Therefore, this action should be used with caution.

The selected pending message(s) can be suspended, if necessary. The message status is changed to

'Suspended' and the message is ignored by the agent until its status is changed again (for example, by the

T DA Confidential || TOA Technologies Page 57 of 77
TECHHOLODGIES




ETAworkforce

Messages Page

'Resend' button). If an outgoing Activity Message is suspended, no data (Activity, Inventory, Required

Inventory or Links) will be transferred. If an incoming Activity Message is suspended, only the Activity data

is not transferred. Messages can be suspended by selecting them from the list and clicking 'Suspend'.

One or more messages can be deleted by selecting them in the list and clicking 'Delete’.

¥ Activity Messages

+ | Edit | Delete | Create New View

o

Resend | Suspend | Delete | T }

[ Action

[ ] Edit] Del
[_| Edit] Del
[ ] Edit] Del
[ ] Edit] Del

Workforce2 Activity...

A-000000024
A-000000025
A-000000026
A-000000027

From external system

v
v
vd
v

Figure 71: 'Delay’ button

¥ Activity Messages

+ | Edit | Delete | Create New View

7 an

Resend | Suspend | Delete | (T J

[ Action

[] Edit|Del
[ Edit| Del
[] Edit|Del
[] Edit|Del

Workforce2 Activity...

A-000000024
A-000000025
A-000000026
A-000000027

From external system

v
v
v
v

Figure 72: 'Delete’ button
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7 Advanced Message Creation. Processing ETAdirect Activities from
Salesforce

As soon as ETAworkforce has been deployed, the Activity Message custom object is created in the Client's
Salesforce Organization. To view and edit the Activity Message object, select 'Organization' — {Salesforce
User Name} — 'Setup' — 'Create' — 'Objects' — 'Activity Message'. In some cases the complexity of the
Client's Salesforce-based application requires ability to create Activity Message instances and send them to
ETAdirect via ETAworkforce to process the Activities from the Application Code. For that purpose, the code
needs to be implemented that creates Activity Message object instance with all necessary fields that define
the way Activity instance in ETAdirect is to be processed. To ensure successful Activity processing from

ETAworkforce it is necessary to explain the logics of possible actions and operations.
Note: For more details on Activity Processing please refer to 'Inbound SDK' document.

7.1 Activity Processing Details
The way activity is processed depends on its type and status.

7.1.1 Activity Types
ETAdirect 'Activity' corresponds to all time-consuming things done by technicians. Each Activity Type

includes a set of features which are yes/no flags defining the peculiarities of the Activity Type processing,
e.g. whether activities of the type can be moved, created in bucket, rescheduled etc.

The table below provides detailed description of the features that may influence Activity processing from
Salesforce via ETAworkforce:

Feature If enabled, the activities of the type...

Allow to create from Incoming Interface |... can be created from external systems, including ETAworkforce

Allow move between resources ... can be moved between resources
Allow creation in buckets ... can be created in buckets
Allow reschedule ... can be moved to another day

... can be not-ordered - such that can be started by the resource

Support of not-ordered activities before/after any other activity within the route

Allow non-scheduled ... can be activities without a date

... can use time slots (time-period within which they are to be

Support of time slots started can be defined)

Define duration manually must have 'duration’ field defined manually

7.1.2 Activity Statuses
Activity in ETAdirect can have following statuses:

Pending: when activity is created in the resource's route it gets 'pending’ status
Started: activity that has been started and is being processed

only one activity can be 'started' within one route at the same time

Completed: activity that has been successfully completed

Cancelled: activity that has not been started and will not be performed
Not done: activity that has been started but has not been completed
Suspended: activity that was postponed for some reason

when activity is postponed in ETAdirect, its 'end_time' is set as the time of suspension, and

it gets a 'suspended' status
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along with activity suspension, a new activity of 'pending' status copying the suspended one

is created

the 'suspended' activity is ignored by ETAworkforce, and the 'pending' one is processed
Deleted: activity that has been deleted from the system

deleted activities do no appear anywhere in the system and cannot be viewed
7.1.2.1 Activity Statuses and Activity Processing Logics
All activity commands ignore any prework, activities with status set to 'cancelled' from Salesforce, activities

with status set to 'deleted' or 'suspended' (regardless of how the status was set), activities scheduled for

the past date.

Thus even if any of the above-mentioned activities have the key fields, they are not considered among
existing activities and treated by the Inbound API as if they do not exist (e.g. if a command is set, and the
key fields are present only in the activity cancelled via the Inbound API and/or in deleted activity, they will

not be considered and new activity will be inserted).

If there is more than one activity with the same key fields, activity with the maximum ID is processed and

the rest are treated as 'duplicating' (and cancelled/deleted in the end of the transaction).
'Pending' activities are processed in accordance with the command flow, all of its fields, including date,
resource and other fields can be processed if the command request sets so.

Activities with 'started’, 'completed’, 'cancelled' (from ETAdirect) or 'not done' status, are processed in

accordance with 'action_if_completed' value specified.
'‘action_if_completed' Meanings
The 'action_if_completed' parameter can have any of the following values:
'ignore': not to update the activity and neither to insert a new activity:
* new activity is never created and 'appointment status is not pending' error is generated
'update': update existing activity:
* new activity is never created and existing activity is updated
Note: only custom properties can be updated. Date, resource and standard ETAdirect fields cannot be

updated.

'create’: always create a new activity, unless an existing activity is 'started'

« 'cancelled' by user, 'completed' and 'not done' activities are ignored — new activity is created

+ 'started' activity properties are updated

‘create_if _reassign_or_reschedule': create activity with new date or 'provider/provider_group' (=
'‘create_as_new' and default)
» if date specified for the transaction is different from the one specified for the started activity, a new

'pending' activity is created

+ if date OR provider/provider group specified for the transaction is different from the one specified

for 'cancelled' by user, 'completed' or 'not done', a new 'pending' activity is created

+ otherwise, the existing activity is updated
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7.2 Activity Fields Processing Details
The way specific activity fields are processed depends on their visibility and type.

7.2.1 Activity Fields Visibility

Visibility of the most fields is defined for a specific User (subject to the Display profile) and may be one of

the following:

Not Visible:

ReadOnly:

Optional:

Mandatory:

the field cannot be accessed (customer-specific).

if the Activity Message contains a 'not visible' field, the field is ignored and a corresponding

warning is sent.

the field value can be retrieved but cannot be edited.

If the Activity Message contains a 'ReadOnly' field, the field is ignored and a corresponding

warning is sent to ETAworkforce from ETAdirect.
the field value can be retrieved and, optionally, edited.

If the Activity Message contains an optional field, the field is processed.

If the Activity Message contains an invalid optional field, the field is ignored and a
corresponding warning is sent.

the field must be defined.

If the Activity Message contains a 'mandatory’ field, the field is processed.

If the Activity Message contains an invalid or no mandatory field, the activity is not

processed and error message is sent to Salesforce.

7.2.2 Activity Fields Type

Every field has fixed type which can be one of the following:

Text:

Number:

Email:

Picklist:

Date:

DateTime:

any string can be assigned to a field.

any integer numbers can be assigned to a field.

If the Activity Message has a field of 'number' type but with non-numeric value and
the field visibility is not 'mandatory’, the field is ignored and a warning is sent to

Salesforce.

If the Activity Message contains a field of 'number’ type but with non-numeric value
and the field visibility is 'mandatory’, activity is not processed and error message is

sent.
email address in the established format (the '@' symbol must always be used)

If the Activity Message contains 'Email’ field with an invalid value, such field is not

updated and the 'Invalid Email' error message is sent.

only values of a fixed subset of integers can be assigned to a field.
The subset is defined for the field and cannot be configured.

date in the MM/DD/YYYY format.

If the Activity Message contains 'Date’ field in an invalid format, such field is not

updated, and the 'Invalid Date' error message is sent.

date and time in the MM/DD/YYYY HH:MM[AM/PM] format.
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If the Activity Message contains 'DateTime' field in an invalid format, such field is

not updated, and the 'Invalid Date and Time' error message is sent.

7.2.3 Duplicating fields
Two fields with the same name are called duplicating. They can have different values but in the course of

update all will have the value that belongs to ETAdirect activity with the highest ID. As sometimes
duplicating fields are necessary to implement specific logics but meanwhile can cause some confusion, a

corresponding warning is issued when trying to add duplicating fields.
7.2.4 Ordering Activities in the Route
Activities in ETAdirect can be ordered and not ordered.

Not-ordered Activities can be completed at any time of the day and appear at the top of the list in the

GUIs, and can be started at any time. Relative order of not-ordered activities is not significant.

(If an activity is created from ETAworkforce and its service window time is not specified, it becomes not-

ordered).

Ordered Activities should be started within the period defined with the service window start and service

window end values. In the GUIs, earlier activities are higher in the list.

Activities are ordered in the resource's route (activity ordering is not significant for buckets):

* by service window end values

+ if they are the same, activities are ordered by the service window start values
« if they are the same, activities are ordered by their SLA window end values

« if they are the same, activities are ordered by their SLA window start values

« if they are the same, activities are ordered by the activity ID

When a route contains ordered finish-to-start linked activities, such links have higher priority in the
activities ordering than any other criteria. The activities are ordered according to their sequence in the link

and afterwards the service window, SLA and ID are checked.

Here is an example of correct ordering:

# service window start service window end

1 08:00 10:00
2 10:00 11:00
3 08:00 12:00
4 10:00 12:00

When activities are updated, they are again reordered by the same criteria, if necessary.

7.2.5 Updating/Replacing Properties

In the course of activity-related commands execution, activity properties can be updated or replaced,

subject to 'head/properties_mode' setting of the transaction.

'replace': when activity is updated, all existing properties are erased and properties from the request are
added instead
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'update': when activity is updated, properties from the request are added to the existing properties, the

existing properties are not deleted.

The time slot (service window) values are always updated to the values specified in the Activity Message. If
the Activity Message field has an empty value, the activity is set to not-ordered. If the field is not defined

for the Activity Message, it is not changed.

7.2.5.1 Updating Fields Changed from ETAdirect GUI

Some fields of the existing activities cannot be updated from ETAworkforce, if they have been previously
changed in ETAdirect GUI. If ETAworkforce attempts to change such field after any manual changes made

from the ETAdirect GUI, such changes are rejected. These fields are:

* reminder_time e name

* language * address

+ time_zone  City

+ phone e Zip

« email + state

 cell * time_slot_id

+ sla_window_start + sla_window_end

e service_window_start « service_window_end

7.2.5.2 Fields Updated Only from ETAdirect

Some fields can only be updated in ETAdirect and sent to Salesforce. No reverse process is available due to
the field values nature (for example, some fields, like 'delivery_window', are calculated in ETAdirect,
therefore, cannot be updated from Salesforce). These fields can only be retrieved from ETAdirect,
consequently, for such fields mapping has to be set only in the 'in' direction. Mapping in the 'out' direction

will have no effect. These fields are:

+ appt_number (key field which cannot be «  activity_workskills
changed in Salesforce. At the same time, if .
'appt_number' is changed in ETAdirect, the ° aid
related object will not be updated in + time_delivered
Salesforce) « delivery_window

* astatus (can only be mapped through the . pid

'start_activity' and 'cancel_activity'

operations. For more details please refer to *  accord_x

Advanced Mapping Rules) + travel

+ aworkzone e activity_capacity_categories

+ end_time (only used in the + auto_routed_to_date
'‘complete_activity' operation) «  atime_of_booking

* eta_end_time « auto_routed_to_provider_id

* acoord_status « first_manual_operation

* accord_y « first_manual_operation_interface

* atravelarea « first_manual_operation_user_name

© ETA « first_manual_operation_user_id

* atime_of_assignment - first_manual_operation_user_login
* auto_routed_to_provider_name
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7.2.6 Canceling/Deleting Activities

If there is more than one existing activity, only the activity with the maximum ID is processed. Other such

activities are:
« deleted if the resource's route has not yet been started, or

« cancelled if the route has been started.
7.2.7 Non-Scheduled Activity Processing

When canceling a non-scheduled activity, if the date is not specified, it will be rescheduled to the current

day and then cancelled.
IF: the resource has a non-working day or is inactive
AND the 'fallback_external_id' is not specified or invalid,
THEN: an error will appear and the activity will not be cancelled
IF: the resource has a non-working day or is inactive
AND the 'fallback_external_id' is specified and valid,
THEN: the activity will be moved to the fallback resource's route for the current day and cancelled

The 'delete_activity' command can delete non-scheduled activities without moving them, so it will never

fail.

7.2.8 Updating Activity Assigned to a Non-Working Resource

If an existing activity was assigned to a resource with non-working calendar or inactive resource or has to
be moved to such a resource with the update, such an activity will be updated as requested, but it will not

be moved or cancelled.

7.3 Activity Processing Commands
Activity processing command can be used to manage an activity throughout its lifecycle.
The following activity-related commands are available:

» start_activity

* complete_activity
* notdone_activity
e suspend_activity
e update_activity

e cancel_activity

+ delete_activity

7.3.1 'start_activity' Command

The command affects only the activity specified by the key fields that exists in the system within an active
route for the current day and sets the activity status to 'started'. The command will:

1. If the activity processed is not the first in the route:

move the activity into the first position in the queue
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issue 'the appointment starting order is invalid' warning
2. If/when the activity processed is the first in the route:

start the activity specified by the key fields
update activity fields with the values from the Activity Message

record travel time (time from the end of the previous activity to the start of the processed activity)

in the statistics table unless the activity was not initially the first in the route

The command will fail if:

* activity does not exist in ETAdirect

» activity is in an inactive route

+ 'command/time' is not current day (except overnight work)

« another activity in the route has the 'started' status

« 'command/time' is less than the route activation time

+ 'command/time' is less than the time the previous activity was finished
7.3.2 'complete_activity' Command

The command affects only the started activity specified by the key fields which exists in the system and

sets the activity status to 'completed'. The command will:

+ complete the existing started activity, specified by key fields
e update activity fields
The command will fail if:
e activity does not exist in ETAdirect
e activity status is other than 'started'
+ 'command/time' is less than the activity start time
7.3.3 'notdone_activity' Command

The command affects only the started activity specified by the key fields that exists in the system and sets

the activity status to 'not done'. The command will:
+ set the existing started activity, specified by the key fields to 'not done'
* update the activity fields with the fields of the Activity Message

The command will fail if:
* activity does not exist in ETAdirect
* activity status is other than 'started'
+ 'command/time' is less than the activity start time

7.3.4 'suspend_activity' Command

The command affects only the started activity specified by the key fields that exists in the system, sets the

activity status to 'pending' and creates a new 'suspended' activity. The command will:
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» set the existing started activity specified by the key fields to 'pending' and make it not-ordered
« create a new activity with 'suspended' status that duplicates the 'pending' activity
+ set the 'end_time' of the suspended activity to '‘command/time’
+ update the 'pending' activity fields with the fields of the Activity Message
The command will fail if:
« activity does not exist in ETAdirect
e activity status is other than 'started’
+ 'command/time' is less than the activity start time
7.3.5 'update_activity' Command

The command affects only the activity specified by the key fields:

1. If no activities with the specified key field values exist in the system:

a new activity is inserted

standard and custom fields are set for it as specified in the Activity Message
2. If a 'pending' activity with the specified key field values exists in the system:

its date, resource, fields, and custom fields are updated/replaced as specified in the Activity

Message
all duplicating activities are deleted/cancelled

3. if a 'started', 'cancelled' from the ETAdirect GUI, 'completed' or 'notdone' activity with the specified
key field values exists in the system, it is processed in accordance with its 'action_if_completed'

meaning

7.3.6 'cancel_activity' command
1. If no activities with the specified key field values exist in the system, the command is rejected
2. If an activity with the specified key field values exists in the system:
activity standard and custom fields are updated ('update_activity' command)
activity is cancelled
all duplicating activities are deleted
3. If the existing activity is not-scheduled and the 'date’ field is not defined:

if the resource for the current day is valid, the activity is rescheduled to the current date and then

cancelled

if the resource is not working or not valid for the current day and the fallback resource is specified
and valid, the activity is moved to the fallback resource, rescheduled to the current date and then

cancelled
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if the resource is not working or not valid for the current day and fallback resource is not specified

or is invalid, the command is rejected and the activity is not cancelled

7.3.7 'delete_activity' Command

The command affects the pending activity specified by the key fields that exists in the system and deletes
the activity from the system if the route has not been started yet or cancels activity otherwise. The

command will:

1. move the activity to the specified resource, if the 'external_id' is specified in the command and is

different from the existing activity 'external_id'

2. if the resource's route is active:
update the standard and custom fields (‘update_activity' command)
cancel the activity

3. if the resource's route is inactive - delete activity
The command will fail if:
+ the activity does not exist in ETAdirect

» activity status is other than 'pending’
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8 Advanced Message Creation. Processing ETAdirect Inventory from
Salesforce

As soon as ETAworkforce has been deployed, the Inventory Message custom object is created in the Client's
Salesforce Organization. To view and edit the Inventory Message object, select 'Organization' — {Salesforce
User Name} — 'Setup' — 'Create' — 'Objects' — 'Inventory Message'. In some cases the complexity of the
Client's Salesforce-based application requires ability to create Inventory Message instances and send them
to ETAdirect via ETAworkforce to process the Inventories from the Application Code. For that purpose, the
code needs to be implemented that creates Inventory Message object instance with all necessary fields that
define the way Inventory instance in ETAdirect is to be processed. To ensure successful Inventory

processing from ETAworkforce it is necessary to explain the logics of possible actions and operations.

Note: For more details on Inventory Processing please refer to 'Inbound SDK' document.

8.1 Inventory Processing Details

In the context of Salesforce, Inventory is a piece of hardware existing at the customer's premises before
the activity performance. It is referred to as 'customer inventory'. Customer inventory is actually an activity
property of the activity it is assigned to.

Serialized and Non-Serialized Inventory

Serialized inventory is identified with a serial number, while non-serialized inventory has no serial number
and is identified by inventory type and model. Non-serialized inventory has the 'quantity' property which

defines the number of inventory units in the pool.

8.1.1 Updating Activity Inventory

In the course of activity-related commands execution, activity inventory's properties can be updated. All
activity inventory specified in the request is validated and the inventory that has been validated is updated.

8.1.1.1 Activity Inventory Validation

Inventory is validated or rejected if conditions are not met, and the successfully validated activity inventory

items are updated. The inventory is validated as follows:
IF: inventory keys are not set

THEN: inventory is rejected with the 'inventory key fields are not defined' message

IF: inventory has no properties at all

THEN: inventory is rejected with the 'inventory properties are absent' or 'inventory key is absent' message

IF: any of inventory key fields is not specified

THEN: inventory is rejected with the 'inventory key field <FIELD> is empty' or 'inventory key field

<FIELD> is absent' message

IF: any of 'inv_pid', 'inv_aid', 'invtype', 'invid', 'inv_change_invid' values are non-numeric
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THEN: inventory is rejected with the 'inventory key field <FIELD> has numeric type but non-numeric value

<VALUE>' message

IF: any inventory property has no name

THEN: inventory is rejected with the 'property has no name' message

NOTE: If an inventory fails any of the following checks, then only this inventory action is not performed.
8.1.1.2 Updating Validated Inventory

No existing inventory is deleted. For each inventory piece, the following logics are realized:

IF: the existing activity has inventory with the same key values as this inventory

THEN: all non-key fields of the existing inventory are updated with the values from the Inventory Message

AND the fields of the existing inventory absent in Inventory Message are deleted (if any)

IF: the existing activity does not have this inventory

THEN: new inventory is inserted
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9 Advanced Message Creation. Processing ETAdirect Required Inventory from
Salesforce

As soon as ETAworkforce has been deployed, the Required Inventory Message custom object is created in
the Client's Salesforce Organization. To view and edit the Required Inventory Message object, select
'Organization’' — {Salesforce User Name} — 'Setup' — 'Create' = 'Objects' — 'Required Inventory Message'.
In some cases the complexity of the Client's Salesforce-based application requires ability to create Required
Inventory Message instances and send them to ETAdirect via ETAworkforce to process the Required
Inventories from the Application Code. For that purpose, the code needs to be implemented that creates
Required Inventory Message object instance with all necessary fields that define the way Required
Inventory instance in ETAdirect is to be processed. To ensure successful Required Inventory processing from

ETAworkforce it is necessary to explain the logics of possible actions and operations.

Note: For more details on Required Inventory Processing please refer to 'Inbound SDK' document.

9.1 Required Inventory Processing Details
If an 'update_activity' command contains a 'required_inventories' element, then:
+ the existing required inventories of the activity are deleted
* new required inventories are added when specified in the request
+ an empty 'required_inventories' element deletes all existing required inventories of the activity
The required inventory will not be added if:
« command type is not 'update_activity'
» activity status is other than 'pending'
e activity does not have the 'required inventory support' feature enabled
« Inventory Type specified in the request is invalid
* model specified in the request does not match the model property rules

* Required Inventory with this type ID and Model already exists for this activity

In all of the above cases, a warning is returned in response and the rest of the command is executed

without modifying the required inventory.

Note: each Activity Message in ETAworkforce contains the 'Update required inventory' field set to 'true' by
default. Therefore, a Required Inventory Message is sent even when there is no required inventory for the
activity. In this case, the following warning may be issued: 'Cannot add required inventories: 'It is not
allowed to set required inventory for this type of activity. ApptID=xxxx"".

In this case, depending on the actual situation, either enable the 'Support of required inventory' feature for
the Activity Type or disable the 'Update required inventory' field for the Activity Message by changing the
trigger.
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10 Advanced Message Processing. Updating Salesforce Objects from ETAdirect

Subject to the conditions defined in the System Requirements Specification, the list of message scenarios is
created, used to deliver Messages to ETAworkforce. While some of these Messages provide ETAworkforce
users with transaction success details, some Messages can be used to modify the values of the Message

instances and, sequentially of another mapped Salesforce object (if any).

Basically upon certain event or condition in the system, ETAworkforce will receive the Message with a set of
Message fields and values.
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11 Troubleshooting
All events occurring between Salesforce and ETAdirect are recorded in the Service Run History, a special
Salesforce object intended to store the operations history. The log records can be viewed on the

"Troubleshooting' screen accessible by clicking the 'Troubleshooting' link on the 'Settings View' screen.

f gAw;tr_kforoa vl\.;— Help for this Page &
a» oetlings view

Edit | | Cancel | | Reconnect to ETAdirect...

Store setting to a file Load settings from a file... !Troubleshominn... | Disconnect from ETAdirect

Figure 73: 'Troubleshooting' link

This link opens the 'Troubleshooting' screen.

ETAworkforce v2.0 Help for this Page &
£ Troubleshooting ( 4
Messages | Show Al Messages. .. | Salesforce Org 1rmin
Activities an:
M 2o
g Mo
0
]
0
Servis history 4 Previous Nexth b
Time Success Info Log ID Details
BI21/2014 340 AM +  Oulbound messapes:0, Inbound messages:0, Inbound 585fc
Statuses:0.
B/24/2014 2:39 AM +  Outbound messages:0, Inbound messages:0, Inbound 6z
Statuses:0.
8/21/2014 238 AM ¥ Cutbound messages:0, Inoound messages:0, Inbound Goaiz
Statuses:0.
BI24/2014 327 AM % Qutbound messapes:0. Inbound messages:0, Inbound 240bdd Errors:2-Infine query has 100 many rows for direct assignment, use FOR loop in {TOAZ)
Statuses 0. Attempt 1o de-reference a null object in {TOAZ)
BI21/2014 226 AM = Cutoound messages:0, Inbound messages:0, Inbound 1628e? Errors:2-Inline query has 100 many rows for direct assignment, use FOR loop in {TOAZ)
Statuses:0. Attempt to de-reference a null cject in (TOAZ)
BI21/2014 3:25 AM ¥ Cutbound messages:0, Inbound messages:0, Inbound e600ad
Statuges:0.
BI24/2014 324 AM < Outbound messages:0, Inbound messages:0, Inbound 212358
Statuses:D.
B/21/2014 223 AM ¥ Cutbound messages:0, Inbound messages:0, Inbound aftond
Statuses:0.
BI212014 322 AM +  Oulbound messapes:0, Inbound messages:0, Inbound beddn
Statuses:0.
BI24/2014 221 AM +  Outbound messages:0, Inbound messages:0, Inbound 8gzedd
Statuses:0.
B/21/2014 220 AM ¥ Cutbound messages:0, Inoound messages:0, Inbound 2436cd
Statuses:0.
BI21/2014 318 AM +  Oulbound messapes:0, Inbound messages:0, Inbound feBa
Statuses: 501
Mapping job history [ Full baten ist | Nath b
Action Success Apex Job 1D Created Date Completion Date Status Status Detail Fallures
- 82112014 352 AM BIZ12014 3:52 AM Compietad 0
= F21/2014 3:52 AM 8421/2014 3:52 AM Completed
- 014 3:52 AM 14 3:5F AM Compieted L]
v 707W000001RIWIa (2112014 252 AM 14 3:52 AM Compieted 0
. TOTIOODO01RIWFS: B21/2014 3:52 AM B21/2014 3:52 AM Completed 0

Figure 74: 'Troubleshooting' screen

The header of the "Troubleshooting' screen contains the summary of all processed messages by statuses.
The message summary is grouped by objects (Activities, Inventories, Required Inventories or Activity
Links). The message summary is shown only for the objects for which mapping has been defined. When no
mapping rules exist for an object, the "Troubleshooting' screen has no message summary column for such

object.

Also, the header contains the Salesforce organization info (the name and ID, the ETAworkforce version used

and the ETAdirect connection status).

The control in the top right of the "Troubleshooting' screen allows enabling or disabling the auto-update of
the screen. When auto-update is enabled, the screen is refreshed automatically every minute. Otherwise,
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the user has to refresh the screen manually. Click the control to switch the update mode.

- @

no refresh 1lrmin

Figure 75: Auto-update disabled (left) and enabled (right)

The 'Service history' section contains the details of each agent run as follows:
Time - date and time of the agent run
Success - agent run status

Info - number of all messages in the 'pending' status which were sent to ETAdirect (Outbound messages),
number of all ETAdirect updates received (Inbound messages), and number of all statuses received from
ETAdirect (Inbound statuses)

Log ID - identification humber of the agent run recorded in the log
Details - error message sent if an error occurred.

The 'Troubleshooting' screen also has the 'Mapping job history' and 'Deleting job history' sections logging
the performed mapping and deleting jobs with their details. These sections contain the summary of the

detailed information which can be found under Setup — Administration Setup — Monitoring — Apex Jobs.
Note: only 5 jobs can be running at the same time.

The 'Debug Log' section contains the summary of debug operations information which can be found under
Setup — Administration Setup — Monitoring = Debug Logs. Add the interface user to the 'Monitored users'

list in the 'Debug Logs' screen by clicking 'New' and selecting the interface user.

Debug LOgS Help for this Page @

A debug log records database operations, system processes, and errors that ocour when executing a transaction or while
running unit tests. The system generates a debug log for a user every time that user executes a transaction that is
included in the filter criteria. You can monitor and retain debug logs for the users specified below.

View: | All 4| Create New View
Monitored Users New
Name + Last Request Date Log Requests Available Requested By

No records to display.

Previous Page | Next Page

Debug Logs Delete All

User Req Type Applicati Operation Status Duration (ms) Log Size (bytes) Start Time

Delete All

Figure 76: Adding new monitored user

The logs can be downloaded in text format.
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11.1 Other Salesforce Logs
In addition to the log data displayed on the "Troubleshooting' screen, other Salesforce logs are available.

They can be found under Setup — Administration Setup — Monitoring.

Administration Setup

+| Manage Users

*| Manage Apps

+| Company Profile

+| Security Controls

+| Domain Management

v Communication Templates

| Translation Workbench

+| Data Management

£ Monitoring
Imports
Article Imports
QOutbound Messages
Time-Based Workflow
Automated Process Actions
Case Escalations
Entitlement Processes
APl Usage Mofifications
Mass Emails
Debug Logs
Scheduled Jobs
Apex Jobs
Background Jobs
Bulk Data Load Jobs
Email Log Files

Figure 77: Salesforce logs

11.2 Potential Errors and Solutions
Should any issues occur in the connection between Salesforce and ETAdirect, make the following checks:

— Check 'Last connect message' in the ETAworkforce sidebar component
— Check 'Last connect message' on the ETAworkforce settings page

— Check 'Service Run History' on the 'Troubleshooting' screen to make sure that the agent connects to

Salesforce and attempts to process messages

— Check the current Salesforce user e-mail
— Check the primary contact e-mail of the Salesforce Organization
— Try clicking 'Connect/Reconnect to ETAdirect...' from the ETAworkforce Settings page

If the problem persists, contact TOA support.
The following errors may occur:

Error 404:
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Error:
‘ Can'tconnectto ETAdirectUnable to tunnel through proxy. Proxy returns "HTTR.0 404 Mot Found" in (TOAZ)

When Error 404 occurs, check ETAdirect URL on the Settings page. If the URL stated on the page is correct,
contact TOA support.

API Portal error:

Error:
‘ Cantconnectto ETAdirectAPI-Fortal: Authentication failed in (TOAZ)

When API-Portal error occurs, check the Instance name. If the Instance name is correct, contact TOA

support.

Login Failed error:

Error:
‘ Can'tconnectto ETAdirect:Login failed. in (TOAZ)

When Login Failed error occurs, check the User login and User password.

INVALID_LOGIN error (only on the Settings screen):

Error:
‘ Can'tconnectto ETAdirect: SFDC login error: INVALID_LOGIMN: Invalid username, password, security token; or user locked out. in (TOAZ)

When INVALID_LOGIN error occurs, check the Interface user login, Interface user token, Interface user

password and Salesforce login URL.

In the event of any errors related to the limits of the 'Service Run History' or 'Mapping jobs' tables, lower

the current limits on the 'ETAworkforce Settings' screen.
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12 ETAworkforce Package Uninstallation
To uninstall ETAworkforce2, the user should log in to Salesforce.com using the login URL provided by TOA
Technologies and access the 'Installed Packages' screen ({Salesforce User Name} — Setup — App Setup —
Installed Packages).

Installed Packages Help for tis Page @

On Force.com AppExchange you can browse, test drive, download, and install pre-built apps and components
right into your salesforce.com environment. Learn More about Installing Packages.

appexchange

Apps and components are installed in packages. Any custom apps, tabs, and custom objects are initially marked | the doud computing marketplace |
as "In Development” and are not deployed to your users. This allows you to test and customize before deploying.

You can deploy the components individually using the other features in setup or as a group by clicking Deploy. Visit AppExchange »
Depending on the links next to an installed package, you can take different actions from this page.

To remove a package, click Uninstall. To manage your package licenses, click Manage Licenses.

Installed Packages

Action Package Name Publisher Version Number MNamespace Prefix Install Date
Uninstall | Configure % ETAworkforce2 3M19/2014 B:36 AM
Description

ETAwaorkforce brings the power of TOA Technologies' mobile
workforce management product suite to the force.com platform.

Figure 78: 'Installed packages' screen

If the installed package settings are required for further use, they can be stored by clicking 'Configure' and
'Store setting to a file..." in the next screen.

All existing triggers should be deleted in the 'Apex Triggers' screen ({Salesforce User Name} — Setup —
App Setup — Develop — Apex Triggers).

Apex Triggers

This page allows you to view and modify all the triggers in your organization. To create a new trigger, navigate to the appropriate sObject triggers page.

% Percent of Apex Used: 0.62%
You are currently using 18,531 characters of Apex Code (excluding comments and @isTest annotated classes) in your organization, out of an allowed limit of 3,000,000 cl
that the amount in use includes both Apex Classes and Triggers defined in your organization.

View: | All | Create New View
AB CDEFGHIJKLMNOPOQRSTUV W
Developer Console
Action Name + Namespace Prefix Sobject Type ApiVersion Status Size Without Comments Last Modified By
Edit| Del ~ Workforce2 CreateActivityMessageForEvent Event 28.0 Active 1,311 3/21/2014 4:.42
AM
Edit| Del ~ Workforce2 CreateActivityMessageForVisit ¢ Visit 28.0 Active 1,335 3/21/2014 4:20
AM
Edit| Del ~ Workforce2 CreatelnventoryMessageForCase Case 280 Active 1,830 3/21/2014 6:12
AM

Figure 79: 'Apex Triggers' screen

Each trigger should be deleted by clicking the 'Del' link in the 'Action' column.

When all triggers are deleted, the ETAworkforce package should be uninstalled from the 'Installed packages'
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screen by means of the 'Uninstall’ link. The link leads to the 'Uninstalling a package' screen listing the
package components and customs object data which will be deleted in the process of uninstallation. The
uninstallation is to be confirmed by checking the 'Yes, I want to uninstall this package and permanently

delete all associated components' and clicking the 'Uninstall' button.
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