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Overview

This paper describes an advanced implementation of an Employee Onboarding application that creates a
second case record and launches the attendant processes when the processes attached to the first
record have been completed. It representsa deeper dive into the platform that demonstrates some of
the things you can do with advanced rules and processes.

Note:
If you haven’t already read it, this article describes the basic application:

Building a Case Management Applicationin the AgileApps Cloud

Links to those articles and other useful pages can be found in the support wiki’s Article Index at
http://agileappslive.info/wiki/Article Index.
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The Goal: Set Up a Two-Phase Onboarding Process

The goal of the implementation is to create a process suitable for onboarding new employees, in two
phases.

Requirements & Strategy

e Manage the processintwo phases, each withits own deadlines.
o Inthefirstphase, the organization has aweekto prepare forthe new employee
o Inthesecondphase, the organization hasa day to getthe personintotheirnew
position

e Notifications should be sentif either of the two phases reaches 90% of its time limit.

Meeting the Challenge of Two-Phase Onboarding

The needfora two-phase approach represents a major challenge for this case study. That’s something
the AgileApps case management platform was not originally designed to do. (It may well do so in the
future, however, in response to needs like this one.)

The strategy for meeting that challenge is to create two records for each case, and to use a combination
of event-handing and rules to begin the second phase automatically when the first is done:

Phase I | Events | Phase II
Parent Process Case Child
Case Completed Created Case
o Launch
s - Phase I

Processes

| Case | o

\J

" Are All

Done?
f Case | Resolve Create Child Case .'l MNews
' Resolwved ) ' '._\ Child

v

Launch
Phasa II
Processes
o | Case

' . Closed
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Here’s how it works:

1. When a newcase is created, a Case Created event occurs.
The Rules associated with that event check tosee which kind of case itis: Phase | or Phase ll.
For a Phase | case, processes associated with Phase |l are disabled, so they can’t be launched
inadvertently, and Phase | processes are initiated. Fora Phase 2 case, the reverse istrue.

2. Track process completion.
When a process completed event occurs, run rules to determinewhich processitis, and setthe
appropriate flagin the case record to record the fact thatit has been done.

3. Determine when the next phase can begin.
When all processesin Phase | have been completed, Phase Il can begin.

4. If all of the flags are set, mark the current case as Resolved.
It could also be marked as Closed, which is almostthe same thing, butwhenan HR Rep seesthe
Resolved statusin their list of cases, they immediately know that Phase Ilisin progress.

5. Create the child case record for Phase II.
The new record points back to the original one, sothe two remaintied together.
A flagisset to furtherindicate that thisisa Phase Il record.

6. Launch Phase Il Processes.
Anotherflaginthe record identifies it as a Phase Il case, triggeringthe Case Created rule that
disables processes for Phase | and enables those for Phase Il.

7. Close the case.
When all onboarding preparations are complete, the case can be closed.

Mapping the Requirements to Platform Capabilities

The following table shows the functional capabilities used to implement the new system requirements.

Requirement Functional Capability

Start Phase Il only when Phase | is complete Use Rulestriggered by Case Events to create
records and initiate the appropriate processes.

Customize the Application

Start by opening the Employee Onboarding application created in the companion article:
Building a Case Management Application in the AgileApps Cloud

Add Additional Case Fields

Nextyou’ll add some additional fields that the Cases object needs. The need forthem willbecome more
apparentwhen the Business Processes are created. For now, as you go through the processjust note the
differentkinds of fields, and take a moment to examine the many other field types that are available.
(Note, too, that addingfields here gives you many more field type choices than you had in the Wizard.)

1. Goto ™ > case Management > Case Fields

2. Click[NewField] tospecify neededfields. Aseachis defined, click [Save & New].
(These values will be displayed as read-only. They are to be modified by the new processes.)
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Display

Field Label Type Notes
Onboarding Phase Picklist Values: Pre-Boarding, Onboarding.

(Will equate to 1 and 2, respectively.)

Default: 'Pre-Boarding' (include the single quotes)
Parent Case Lookup Object Name: Onboardings

Lookup Field Configuration: Default (none).
Thisfield will be set by the system to connectthe Phase 2

case record to the Phase 1 record.

3. Whendone addingthe lastfield, click [Save].

Customize the Form

4. Goto ¥ >cCase Management > Case Forms.
5. Clickthe DefaultLayout form.

6. Change the properties of Onboarding Phase and Parent Case, to Read Only, as they will be
modified programmatically:

a) Clickthe Edit Fieldicon

b) For Field Attributes, select Read Only.

c) Click[Save].

7. Clickand drag onthe Move-arrowsicons ("@’ ) to change the position of the fields to create an
arrangement like the one shown here:

TNEW Onboarding

P2

Pre-Boarding

Laptop
Desktop
Cell Phone
Tablet
Credit Card

Leased Car

@

m (. — I'.I
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Automating the Procedures

Here, you'll set up two independent processes that will run as “parallel tracks” for a new employee.
When both processes end, you'll use events and rules to start the Phase Il process. Later, you’ll ad d rules
that use the case fields you added to track the process completions.

Define the First Phase I Process

Every active processinthe system has a record associated with it. That record tracks the progress of the
processfor a given case. A Process is a template for those records. Underlying the template is a shared
Process Modelthat defines the sequences of manual and automated tasks, potentially with conditional
branching and other sophisticated features.

This a simple two-step process, so the goal here is mostly to see how a process is constructed.

Create the Process:

1

2
3.
4

Go to ¥ > Case Automation > Processes
Click [New Process]
Drag in a Start Event.

Dragin a UserTask and fill in the taskinformation:

Prowde employee nformation to securty agency

Have the prospective employee fil out the onine
form, and forward & to the agency.

1 Joas)

® team O indmvidual @ Using Rule Set

Form: None ‘,
. B
Comment required:

Change status to: [No change] i

Here, we’re tellingthe owner of the current case (the HR Rep) to getthe background-
information form filled out, and to deliverittothe security agency for verification. When this
part of the processisreached, a task appearsforthe case inthe Agent’s sidebar. When done,
the Agentmarksit as Complete. (You’ll see how that works ina moment.)

5. Click[Save].
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6. CreateanotherUser Task to get the resultsfrom the security agency:

Successful Background Check

When confemation s received from the securty
agency, ths task is complete.

Due Date: Bl

Assigned To: ® Team O Indwidual @ Using Rule Set

Forme
Comment required:

Change status to:

Here, we have simply left the Form and Change Status fields empty, ratherthan choosing
“None”. The effectisthe same.

(Were the background check to fail, we’ll assumethe agent adds a note to the case and changes
its status. But we’ll focus on the “happy path” here, and assume that everything succeeds.)

7. Alignthe tasks, and draw the arrows between them. Then click the second task, and select the
End Eventicon (the oneinthe middle):
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The end-eventisaddedtothe diagram, and an arrow isdrawn to it:

3
— pravide
employes
infarmation to
SECURty 3genty

B
““Buccesshul
Background
Check

8. Clickthe Check Syntax buttonto validate the model:

= . {o 1a % x |_

9. Finally, press Ctrl+Sorclick the diskiconin the upper leftto save the process model.
The Save dialogappears.

10. In the Save dialog, specify the Process Name: Background Check.
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11. Click [Save].
The process page appears:

Case Automation » Processes

Process: Background Check

modify the flow of tasks,
Baszic Infermation
Mame Background Check
Description
ARIS Reference URL
Enabled Yes
Process Control Role(s)

Process Model

employen
information to
BeCily agency

Susg sl
s g gurnd
Chack

Click the image to edit the model
Process Target
Target Duration 0 Days

Tarset Date will be calculated from Process Start

Calculate using Business Hours No

DO SR N et e

e d S e B T e e, e T n T, e e o e

SF‘.'! I'.'I'-"_-,' process pararmeters such as the process name, and haw much time the process i€ normally

;
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Create the Second Phase I Process

Here, you’ll create a process that asks the hiring manager to check references. This one includes an
Approval Step to record the results.

Create the Process:

1. Goto * >Case Automation> Processes

2. Click[New Process].
The Process Model editoropens.

3. Dragin aStart event, asbefore. Thendraginan Approval Step.
A dialogbox opensforthatstep:

Approval Step

Step Title: Check Referances

Instructions: Contact three references and find out what they
have to say.

Due Date: 3

Assigned To: ® Tean O Indvidual ® Using Rule Set
Hiring Manager v
Form:

Comment required:

Change status to:

Whenthis stepis reachedinthe process, a task appears for the Hiring Manager that has two
buttons: [Approve] and [Reject].

A commentisrequiredthistime, to encourage the managerto summarize the conversations.
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4. Ifthe reference checkfails, we want to generate atask forthe HR Rep (case owner) to revoke
the offer of employment. At that point, the HR rep will close the case. To do that, drag the User
Task iconintothe diagram, creating an arrangement somethinglike this (for reasons that will be
become clearina moment):

9

(&
Check
References

Revoke Offer

5. Whenthe User Task dialogappears, provide the instructions forthe HR Rep:
Step Title: Revoke Offer
Instructions: Revoke the offer of employment.
References were absentornotas good as claimed.
Due Date: 8hours
Assigned To: Individual
Owner

To test which button the Hiring Manager clicked, draga Decision Switchicon into position, draw
one arrow to the Revoke Offertask, and add an End Event comingfrom the otherside of the

decision switch, and one from the Revoke Offer task.

'

(o
Check
Referencas

O

l

Ravoke Offar
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6. Double clickthe arrow goingto the End Event. A dialogappears thatletsyouset conditions.

Deesicion Switch E
s e
Cherk
References Operator
m eqss 2 _ R -
ﬁ—*

In general, anyfieldinthe record can be used. But since the last step was an Approval Step, the
top fieldinthe listis Approved, which has Yes and No values. Choose thatfield, with the value
Yes. (Sothe process ends when the prospective employee’s references are good.)

Note that you can parentheses, and that you can add additional conditions by clicking the +icon.
Whenyou do, you can add AND/OR operators. Combined with the parentheses, those
operators letyou build up compound conditions of arbitrary complexity.

7. Click [Save].
A label now appearsonthe arc to indicate the conditions underwhichitis taken.

&
Check

References

gy

o
Employment
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Use the same procedure onthe arc goingto the Revoke Offertask, butsetthe label to Rejected
and selectthe value No. The process now looks like this:

Check
References

Rejected x Approved ’O

"'EEI. yoke tha
Offer of
Employment

8. Clickthe Check Syntax buttonto validate the model:

E . o6 *x=8 (2)

9. PressCtrl+Sor clickthe diskiconinthe upperlefttosave the process model.

10. Give the model a name: References Check
11. Click [Save]
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Use Rules and Events to Transition between Phases

All the pieces we need are now in place to do the rules and events processing we discussed earlier,
when we talked about Meeting the Challenge of Two-Phase Onboarding (page 3).

Note:

It is also possible to sequence processes, using event Rules. A rule that is triggered when one
process ends can start a new process, effectively sequencingthe processes. Since each Rule can
carry out multiple actions, the end of one process could trigger the start of many others. We’re
not using that capability in this particular application, but it is worth noting that it exists.

For the purposes of this application, there are several events that need to be handled:

e Whenacase is created, start the appropriate processes
For Phase |, launchthe 2 pre-boarding processes and disable the onboarding prep process.
For Phase Il, launch the Onboarding Prep process, and disable the pre -boarding processes.

e WhenaPhase | process ends, setthe appropriate flag
Keep track of which processes have already been completed.

e Whenboth flags have beenset, launch Phase Il
In additionto startingthe Phase Il process, this step initiates the Phase Il Service Level
Agreement, which sets up important deadlinesforthe onboarding preparation, with reminder
messages and escalation procedures. That part of the system s discussed inthe nextsection.)

In eachsituation, you’ll use Rules to test for the right set of conditions, and take the indicated actions.

Note:

In additionto the rules you will be building, it is worth noting that several additional rules are
pre-builtintothe ServiceDesk system. Those rules are used to send messages when a case has
been reopened, or when a significant amount of time (36 hours) has elapsed after a case has
been created or been put into the Pending state. (We won’t discuss them any further, at this
point. You'll find them under®™ > Case Automation > Business Rules, if you explore a little.)

Create a Rule Set to Launch Phase 11

Each time a Phase | process completes, arule will cause a flagto be set. When all of the flags are set, the
application needs to launch Phase Il (by creating a new case record). Each process-completed rule will
setits ownflag, of course. But after that, all of the process-completed rules need to do the same thing:
Test the flags and create the second case record if all of them are set.

Right now, there are only two processes. But there could easily be more. It doesn’t make sense to
duplicate the flag-testing and record-creation in each rule, sowe’ll use a Rule Set—a collection of one or
more rules that can be triggered either by a process step or by another rule. (In this case, the rule set
will be triggered by the process-completed rules.)

Create the Rule Set
1. Goto * >Case Automation > Business Rules

2. Clickthe Rule Sets tab
3. Click[New Rule Set]
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Name: Begin Phase Il when Phase l is complete

Description: If all Phase | processes are finished, create the Phase Il record andfill in the
important fields.

New Rule Set

A Rule Set contains one or more Rules that carry out actions. After creating the

Basic Information
Nomcl Begin Phase Il when Phase | is complete
Enabled ¥
]

Return Yypcl None (=]

Description |If£ all Phase I processes are finished, create the FPhase II

record and fill in the ixmportant fields.

4. Click[Save].
The Rule Setsummaryis shown. You can now add one or more Rulestoit.

Add a Rule
1. Click[NewRule]
2. Under Basic Information, set Name: Begin Phase |l when ready

3. Under Execution Criteria, for Run this Rule choose: When specified conditions are true.
Buttons appearto letyou add conditions.

4. NexttoAll of these Conditions, click [Add Condition].
A field chooser dialog appears.

5. Selectthe Due Diligence Checks field, and click [Insert Field]
Choose Field 9

Select a field, then click Insert. Labels followed h]-' a ">" indicate that there are more fields availlable

Allscared Assers
Caze Number
Clese Daze
Created By_id
Creared By =

Duate Created S e
Dare Modified [:3
Due Diligence Checks

Email

Employee Name

Fram Ussrid

Selected Field : due_diligence_checks
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6. Choose the contains operator, and testfor Background Check.
The first conditionis created.

Execution Criteria

Run this Rule

All of these Conditions | |Dus Diligence Checks' | contains ¥ Background Check x

Add Condit

Any of these Conditions Add Condition

e Thelabelyoutestfor mustbe an exact match of the label specified when the field was
defined.

e Forasingle checkboxfield, the operatorwould be equals, and the choices would be Yes
or No. This checkbox isina multi checkbox group, sowe testfor the label.

e We choose “contains”, because the field will eventually contain acomma-separated list
of checkbox labels.

7. Repeatthe processforthe References Check:

Execution Criteria
Run this Rule Unconditionally (Always
e ner are ue
All of these Conditions | [Dus Diligence Checks'  contains ¥ Background Chack x
Due Diligence Checks  contains ¥ | References Check x

Any of these Conditions Add Conditior

The processesthat cause these fields to be setrun onlyfora Phase | case record, so thereisno
needtoadd a test to make sure we are in Phase |, as neitherof these fields willeverbe setina
Phase Il record.

8. Click[Save].
You can see the expression thatis created for the Rule.

) 1lo ’ Mo B
Rule List New Rule

INTAINS{due_diligence_checks, 'Background Check’ ) ) &&
T (due_diligence_checks, ‘References Check’ ) ) Then

Action:

e You can write expressions like this one by choosing “When specified expressionis true”,
rather than “When specified conditionis true”. The resultis the same, but the
procedure youjustusedisgenerally easier.
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Specify Actions

Itis now time to specify the actions the Rule will take when the conditions are satisfied.
1. Toresume editing, clickthe name of the rule you just created (Begin Phase Il when ready).

2. Under Actionsto Perform, follow the steps below to mark the existing (Phasel) case record as
Resolved, and to create a new (phase Il) case record that links toiit:

a) SelectSetStatus and mark the current case record Resolved.
Actions to Perform

Ser Starus ¥ |  Resshed L

e As withanyactionthat modifiesafield,you canchoose whetherornot to
trigger execution of any record-update rules that may have been defined on this
object.

e Here, the choiceisnotto do so.

b) Click[Add More].

c) SelectAdd Note and add the text ' LaunchingPhase 2" (includingthe single quotes).

Actions to Perform

Set Status v  Resoled v

Add Note v ‘Launching Phase 2°

Onboardings Fiel ¥ v

a field to get the corresponding record vanabie.

e Both variables andtext can be added. (The variable selectoris underthe field. It
works the same as the one you saw when creatingan email template.)

e Textstrings mustbe in quotes.
d) Click [Add More] once again, select Add Record, and choose the Onboardings object.
e) Initializethe Parent Case field:

e Clickinthe Field box.
A list of appears, showing the labels of fields in the record you are creating.

e Choose Parent Case.

e Clickinthe Value box.
Additional buttons appear.

e Click [Choose Field].
A listappears showinglabels of fieldsin the currentrecord.

e Choose Record ID.
The field name (id) isinserted into the action.
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Whenthisrule executes, the valueon the rightis assigned tothe field on the left.
Here, the Lookup field inthe new record gets the record ID from the current case.
(That’s what Lookup fields contain as theirvalues.)

f) Click[Map Additional Fields] and repeatthe processtoset the valuesforthese fields,
usingthe screenshot below asaguide:

Employee Name

The field label is chosen (Employee Name) fromthe list. Wheninserted, the actual field
name is included (subject). Tothat, add additional text thatsays ‘Phase 2’, and add the
case numberforease of reference. Click the [Check Syntax] button here, to make sure
that everythingis correct:

subject + ' - Phase II - ' + case number

Recruiting Notes
Adda note thatrefers the HR Rep to the original case record:

'See the parent case for the notes.'
As with all text strings, thisone is enclosed in single quotes.
Onboarding Phase — The value fromthe picklistfield: “Onboarding’

g) Click[Map Additional fields] to see what you have so far mostclearly:

Actions to Perform

Set Scatus w! Rescived v | x
Add Note w! Cate y ie e x
Onboardings Fiell» v
a aste the value e Vo e fie he
Launching Phase 2
Add Record ¥| Onboardings v De not trigger Rules x
Field a
— ad
Parent Case -
— subject + - Phase 2 - + case number
Employee Name - - =
\ See the parent case for the notes.
Recruiting Notes ] R &
Onbcarding .
Onboarding Phase v = &5
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h) Addthese fieldstotransfercritical datafrom fieldsinthe old case to the new one:

Field Value Notes
Hire Date Hire Date For use inthe automated task that sends an
(hire date) email tothe hiringmanager, at the end of the

onboarding preparation process.

Hiring Manager | HiringManager_id | Thisis a Lookup field thattargetsthe User
(hiring manager) | object. Youcopy the ID value, here.
(Thisfieldisalso used forthe Send Mail task in
the final step of the process.)

From User ID From User ID The ID of the userwho initially created the case
(from user id) record.

Owner OwnerlID The case agent (HR Rep) who currently owns
(owner id) the case.

As youscroll through the list, you see fields with an angle bracket at the end, like this:
Hiring Manager >

Those entries occurfor lookup fields. When you click one, another list of fields opens up
to theright, showingfieldsinthe target record. The actual value of the lookup fieldis

the one you copied:
Hiring Manager id

3. Whendone, click [Save].
The rule is now complete, with the actions to take indicated, as well as the conditions.

o @ B
IF { CONTAINS(due_diligence_checks, 'Background Check' ) ) &&

Action: SerStatus  Status: Resolved
Trigger Rules No

Add Note Description: ‘Launching

¥hase £

Add Record Object: Onboardings

Do not trigger Rules: No

Last Modified: A, Writer at 03/05/2014 05:04:52 PM

Create the Phase I Event Rules

Next, you’ll create eventrules to keep track of which Phase 1 processes have completed. After each rule
sets the appropriate flag, it will invoke the Rule Set that tests to see whether all flags have been set.

Create the Process Completed rules:
1. Goto ™ >Case Automation > Business Rules
2. Inthe Events tab, chose On Record: Process Complete
3. Click[NewRule]

Name — Mark Background Check Done
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Process— Background Check
Execution Criteria — Unconditional
Actions to Perform— Update Record,

[Choose Field to Update]
Click the button and select Due Diligence Checks. Then click [InsertField]

Value:IF ( ISNULL (due diligence checks), 'Background Check',
due diligence checks+',Background Check')

e Forasingle checkboxfield, the value would simply be true, with no quotes
around it. But fora multi checkbox group, we add the label text to the existing
value, in case the references check finished first. (If the field is empty, the label
isassignedtoit. Otherwise, the checkbox label is appendedtoit.)

4. Under Actionsto Perform, click [Add More]

Select Action: Execute Rule Set
SelectRule Set: Begin Phase ll when Phase |l is complete

Actions to Perform

Update Record | | cases background chech trus

Execute Rule Set = | Begin Phase || when Phase | is complece T|

5. Click [Save].
You see the Process Complete rule list, with the rule added.

6. Click[NewRule]

Name — Mark References Check Done
Process— References Check
Execution Criteria — Unconditional
Actions to Perform— Update Record

[Choose Field to Update]: Due Diligence Checks.

[InsertField]

Value:IF ( ISNULL (due diligence checks), 'References Check',
due diligence checks+',References Check')

7. Under Actionsto Perform, click [Add More]

Select Action: Execute Rule Set
SelectRule Set: Begin Phase |l when Phase | is complete

8. Click[Save].
Both Rules now appearinthelist.
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On Record | Process Complete (2) ¥ | execute these rules

'\| [X] .
1 Action:

Updare Record  Field: due_diligence_checks
WValue: IF{ ISNULL{dus_diligence_chacks), ‘Background Check’, due_diligence_checks+' Background Check’)
Triggl:r Rules Mo

Execute Bule Set Hulr\rt:if‘#f n Phase || when Phase | is complete

ast Modified: A, Writer ar 02/053/2014 07:28:33 PM

Action: Updaee Record  Field: due_diligence_checks

Value: IF{ ISNULL{due_diligence_chacks), ‘References Check’, due_diligence_checks+' References Check')

Triggl:r Rules Mo

Execute Rule Set Rule Set: Eegin Phase || when Phase | is complete
Last Modified: A, Writer ar 02/05/20714 07:29:22 PM

Create the Case Created rules:
These ruleslaunchthe appropriate processes when acase record is created.

1. Goto ¥ >Case Automation > BusinessRules
2. Inthe Events tab, chose On Record Created
3. Click[NewRule]

Name - Launch Phase | Processes

Execution Criteria — When specified conditions are true

All of these conditions: [Add Condition]
Select Field: Onboarding Phase

Select Operator: is one of

Select Value: Pre-Boarding

Actions to Perform -

Action - Change Process Status

Process— Onboarding Prep

Status — Disable

(To ensure thatthe Phase 2 processisn’t started for this case record.)

[Add More]
Action - Start Process
Process— Background Check

[Add More]
Action - Start Process
Process— References Check

4. Click[Save].The rule appears.
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\
m IF ( cases_onboarding phase = 'Pre-Boarding’ ) Then

Action: Change Process Status  Process: Onboarding Prep
Status: Disable

Start Process Process: Background Check

Start Process Process: References Check

5. Click[NewRule]
Name - Launch Phase 2 Process
Execution Criteria— When specified conditions are true

All of these conditions: [Add Condition]
Select Field: Onboarding Phase

Select Operator: is one of

SelectValue: Onboarding

Actions to Perform

Action - Change Process Status
Process— Background Check
Status — Disable

(To ensure thatthe Phase 1 processisn’tstarted for this case record.)

[Add More]
Action - Change Process Status
Process— References Check
Status — Disable

[Add More]
Action - Start Process
Process— Onboarding Prep

6. Click[Save].
The Phase 2 rule appears afterthe Phase 1 rule.
(The orderin which rules execute can be modified, butit makes no differencehere.)

\
m IF ( cases_onboarding_phase = 'Onboarding’ ) Then

Action: Change Process Status  Process: Background Check
Status: Disable
Change Process Status  Process: References Check
Status: Disable
Start Process Process: Onboarding Prep
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Test the Application

You are now ready to test the application:
1. Createanewcase.

2. Complete Phase | Processes.
Note that the Phase Il case record is created.

3. Complete the Phase Il processes.
Note that the case s closed.

Note:

When the final pre-boarding processis completed, and the second record is created,

you are still viewing the originalrecord! The onboarding process was started in the second
record, so the record you’re on seems “incomplete”. (It has been marked as Resolved, but that
may not be immediatelyobvious asyou examine the screen.) What’s needed is afunction
extends aroboticarm out of the screen, grabs the mouse, and positions the agent atthe new
record. In the meantime, we just have to train themto go back to the case listafter completing
a process!
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