Introduction to EnterpriseWizard

EnterpriseWizard (EW) is built on a few powerful concepts and once you understand them, it is relatively easy to master the entire system. They are summarized in the table below.

	Concept
	Brief Explanation

	Rule
	A rule is a bit of business logic that EW executes automatically.

	Field 
	A field is a piece of information, such as a Telephone Number. 

	Record
	A record is a collection of field values.

	Workflow
	Workflow refers to the rules that apply when changes are made to a particular type of record. 

	Object
	An object is the whole set of fields, relationships, and rules on which individual records are based. A knowledgebase typically has several different types of objects, such as Cases, Leads, Contracts, Users, and so on. Objects can be hierarchical and can inherit fields and rules from parent objects.  

	Group
	A group defines the permissions that a user has within EW. For example, group permissions define what records and fields a user may view or edit.

	Team
	Teams are used to identify working units, and because teams can belong to other teams, they can elegantly model the company hierarchy. 

	Report
	A report is a summary of object (or record) information that may be presented in graphical, HTML, text or Excel format.

	Search
	A search is a filter applied to a particular type of object. For example “Find all the Support Contracts that are due to expire within the next 30 days”.

	View
	A view defines what fields from a particular type of record should be shown. For example, “Show the Summary, Severity and Assigned To fields of bug reports”.

	KnowledgeBase
	The entire collection of objects, records, teams, groups, views, reports and associated data. 


EW is a big application, comprising well over a million lines of code in addition to the infrastructure provided by the web server, Java application server and relational database.

Business Example

It may seem surprising that implementing so few concepts has taken so much code, but hopefully, it will appear less outrageous after examining an example of how these components work together to help automate your business.

For this example, let’s take a company that:

1) Sells five different software products and consulting services and needs to provide web-based forms by which questions, bug reports and requests for each product and service can be submitted directly by the customers.

2) Has some customers that do not want to be bothered by emails, but prefer to login remotely to perform spot-checks on their open issues. 

3) Has other customers who want a weekly status report on their open issues, but are each interested in seeing different fields.

4) Has another set of customers who want to define their own custom reports that are distributed on the 15th of each month. Let’s assume that this last set of customers is based in Japan and does not understand English.

5) The Sales Manager wants to be notified if the number of Sales Prospects that are predicted to close within the next 30 days drops below 20 or exceeds 45. 

Just satisfying all these requirements keeps an entire department busy at some companies using error-prone manual processes. Let’s look at how it might be handled with EnterpriseWizard.

	Action
	Comments

	The Engineering Manager creates Case subtypes for each software product and consulting service.

The record types share some common fields such as Date Submitted and Severity, but also have their own unique custom fields such as Operating System for the software products and Contract Duration for the consulting services.

The Engineering Manager exports a NLS (National Language Support) file from EW that contains these custom fields and passes it to a translator who converts the custom fields and input instructions into Japanese.
	This satisfies requirement 1.

When issues are submitted via the web interface, the system ensures that all the necessary information is collected without rounds of telephone tag.

Creating half a dozen different types of records, each with custom fields, takes less than an hour. 

The NLS file only contains the custom fields so it is easy to translate. Actually exporting or importing the NLS file takes less than a minute and a human translator can generally translate a couple of dozen words and a few sentences of input instructions into another language in less than an hour.

	The System Administrator creates a Group called Customer (actually such a group is provided with the system) and specifies that members of this group are allowed to see Cases that they have submitted, but may not see cases that other people have submitted. He also specifies that members of the Customer group can create Reports.
	This satisfies requirement 2.

Creating a custom Group takes about five minutes.

	The Support Manager creates a Team called “Weekly Report” and adds the customers who requested a weekly report to this team. 

Next, she creates a search for “Open” Cases and creates a Weekly Status report that executes at 6am each Monday morning and distributes information as a graphical chart and HTML report to the Weekly Report team. 

She specifies that the HTML output should be formatted using the Personal view for the recipient.
	This satisfies requirement 3.

Each recipient will receive information formatted according to their Personal View of that table. The Group permissions automatically filter the output so that the report sent to each user only shows the records they are allowed to see.

Creating a custom Team and a Saved Search takes just a few minutes.

	The Japanese customers login and create the custom reports they desire. Because their browsers are set to Japanese, the GUI wizards, status messages, field labels, etc. are automatically shown in Japanese.
	This satisfies requirement 4 and takes no additional company resources.

	The Sales Manager defines a business rule to send email whenever the number of sales prospects drops below 20 and defines another rule to provide notification if the number rises above 45. 
	This satisfies requirement 5.

Creating a couple of custom business rules takes about 5 minutes.


Summary

The entire set of business requirements has been satisfied in a hour or two and will operate 24/7 without burning up company resources.

Comments

Much of the code in EW is dedicated to making this all seem easy. 

In the example above, the system was modified by an Engineering Manager, Sales Manager and System Admin and because all EW customization is wizard driven, it really is possible for the business managers themselves to keep the system up to date with the ever changing needs of their departments.  Further, the Group permissions system can prevent the less skilled individuals from damaging the system. For example, someone might belong to a group that gives authority to create new Reports, but not to delete Groups.

Of course, in many companies the business managers will work through a system admin to make the changes that they require. However, even administrators appreciate software that allows them to complete such tasks quickly in real time.

A lot of the code in EnterpriseWizard is dedicated to self-management facilities. For example, as soon as the custom field named Operating System was added to the Cases table, it automatically showed up as one of the options in the wizard used to define new Reports. To take another example – if the System Admin tries to delete the Search that looked for Open Cases – the system will respond that this search is used by the Weekly Status report and that either the delete request must be cancelled, or another Search must be chosen to take its place. Actually, there is a specific name given to the module that ensures system integrity – it is called the Integrity Manager.

Now that we have seen an example of how these components work together, let’s examine them in more detail, together with some examples. This table also introduces a handful of concepts that are not really central to the system but will be helpful when considering how to configure it to meet your particular needs.

	Rule
	A rule is a bit of business logic that EW executes automatically.

For example: “Email the sales manager whenever a new lead arrives” or “Do not allow a bug report to be deleted unless it has been closed.”

EW provides a GUI for defining a wide variety of rules, and when the necessary functions are not supported by the GUI, scripts may be used.  For example a script might “verify the registration key provided by the customer against the list of valid keys kept in an external database.”

Rules can be used to automate actions that should occur when nothing is happening! For example, a rule might “Notify the support manager if an open case of severity critical or greater from a customer with a valid support contract has been left open for more than 1 day”.

	Field 
	A field is a piece of information that is stored in the system.

EW supports fields of many different data types, such as text, single choice list, multi-choice list, integer, floating point, telephone, email, URL, attached file, date, time, date/time, elapsed time, currency, and so on, and each field can be provided with validation rules appropriate to its type.  For instance an integer field might require a value between 1 and 100.

Each field has a “field name” and a “field label”. The field name is the name of the column in the database table.

The field label is the value that users see through the GUI. Labels can contain spaces, for example Customer Name

EW provides full National Language Support, meaning that field labels can be translated into multiple foreign languages and the user will see the label in the language specified by his browser setting. 

	Record
	A record is a collection of field values.

For example a particular “Sales Prospect” record might include a name, address, and telephone number. 

Each record is represented as a row in a database table.

EnterpriseWizard supports linking records between tables, for example you might create a Company table and a Support Contract table and then create fields such as “Support Contract:Name” and “Support Contract:ResponseTime” in the Company table to specify which Support Contract that company has purchased and what the required response time is for that contract.

It is also possible to reference records that exist in tables outside EnterpriseWizard, including databases on remote machines, provided that they support standard JDBC connections.

EW sometimes refers to records as objects.

	Workflow
	Workflow refers to the rules that apply when changes are made to a particular type of record. 

For example: “When a bug report is Opened, notify Engineering, when it is In Testing, notify QA, when it is Closed, email the person who submitted it.”

EW provides a graphical interface that makes it easy for the administrator to see and edit the workflows that apply to a particular type of record.

	Object
	An object is the whole set of fields, relationships, and rules on which individual records are based.  The objects in EW have a hierarchical structure, and objects inherit fields and rules from their parent objects.  

For example, it is possible to define a parent Asset Object with fields such as Cost, Purchase Date, and Repair Date, and then a subtype of Asset named a Computer. In this example, the Computer object would automatically inherit the Cost, Purchase Date, and Repair Date fields from its parent and might have additional fields such as CPU.

Unlike most systems, EW lets you define custom object types and relationships between them. For example, you might define a Support Contract table and link it to Asset/Computer so that each computer record would contain information about its corresponding support contract.

	Group
	A group defines the permissions that a user has within EW. For example, group permissions define what records and fields a user may view or edit and what kinds of objects the user may see.

Users can belong to many groups and enjoy the combined permissions of all the groups that they belong to.

	Team
	Teams are used to define working units, and because teams can belong to other teams, they can elegantly model the  company hierarchy. 

For example, Joss might be a member of the West Coast Sales team, which is in turn a member of the US Sales Team.

Every user is a member of exactly one Primary Team and may also be the member of additional Teams. 

The Primary Team controls the default look and feel. For example, you might place all your customers from IBM in the “IBM Team” and configure EW to greet them with a blue interface and the IBM logo at the top of the screen. 

The user’s Primary Team also provides defaults for ‘working hours’. For example, you may have support organizations in America, Asia and Europe and route issues to these teams based upon the time at which they were received. 

Users receive email and calendar notifications for all the teams that they belong to.

	Report
	A report is a summary of object (or record) information that may be presented in graphical, HTML, text or Excel format.

Reports can be run interactively or scheduled for automatic distribution to individual users and Teams. They can also be written to the hard drive and accessed over the web without even logging into EW.

	Search
	A search is a filter applied to a particular type of object. For example “Find all the Support Contracts that are due to expire within the next 30 days.”

Searches can be saved and re-executed with a couple of mouse clicks.  Saved searches can be made accessible by an admin to specific teams only.

	View
	A view defines what fields from a collection of records should be shown via the GUI. For example, “Show the Summary, Severity and Assigned To fields of bug reports, 50 records per page.”

EW lets you sort records within a view by clicking on the field name at the top of the view. For example, records may be grouped by the person they are assigned to by clicking on the Assigned To column heading.

	KnowledgeBase
	The entire collection of records, teams, groups, views, reports and the associated data. 

An entire KnowledgeBase (KB) can be exported (in XML format) as a single file and imported onto another server. A given EW installation may include multiple KB’s, but each KB is logically independent. The system administrator of one KB cannot harm another.

	New Concepts
	

	Desktop
	A desktop refers to a particular PC, either inside your company or at a customer site on which the remote access software has been installed.

EW provides a mechanism for accessing PC’s remotely through firewalls. For example, a customer might install the remote access software on their desktop to allow a member of your support staff to diagnose a problem remotely.

	Calendar
	The calendar provides a mechanism for scheduling events, arranging meetings and sharing scarce resources, such as conference rooms. 

	Admin Console
	The Admin Console controls all the KnowledgeBases that exist in a particular EW installation. From this, it is possible to import, export and delete entire KnowledgeBases. 

The Admin Console is also used to control debug output from EW and automatic backups. By default EW is configured to create an automatic backup each night and to remove old backups after a few days.

	Hyperlinks
	Hyperlinks allow actions to be automated. For example, a hyperlink can be created that logs the user into EW and opens a new Bug Report record and sets the Severity field to Medium, hides the GUI so that the users never even realize that they have entered EW and returns them to a URL of your choosing when they click the Finish button. 


EnterpriseWizard works right out of the box, but of course it works best once you have configured it to meet the particular needs of your department.  We provide flash presentations that will guide you through configuring your system.

Initial Implementation

The most important thing you can do at this point is to relax. 

· You have purchased an award winning product that can be fully configured to meet the needs of a typical department in a few days. 

· EW comes with an unconditional money back guarantee so if you are not happy for any reason, you can get a full cash refund any time within 3 months of purchase.

· Wizards will guide all your actions, the Integrity Manager guarantees system integrity and our support staff are always available to help.

So don’t be afraid to experiment! If you want to try something really crazy, you can always export the KB in EW format first to create a backup. But even if you forget this step and manage to delete everything, you will still be able to recover from one of the automatic backups via the admin console.

The first thing to do is login to your KB and change the admin name and password.

Now that you have secured your system, it is time to start customizing it to meet the needs of your business. 

The main thing is not to get bogged down worrying about details.  If you don’t like something you can change it with a few mouse clicks.  In the old days it was so difficult to configure an enterprise system that organizations used to spend months planning and trying to anticipate every eventuality, followed by many more months in implementation only to find that by the time they were finished, the original business needs had changed.

Now you can make changes, see the effect and gather feedback from your users in real time. This process is so much faster than rapid prototyping and the result is so much more than a prototype, that it should really be called extreme-development.

During the extreme-development phase, it is usually best to focus on the big-picture items like:

· What business processes do you want to support?

· What kind of information is needed at each stage?

· What operations would you like to automate?

For example, here are some business processes that you might want to support 

1) Qualify sales leads

2) Telephone qualified leads to turn them into paying customers

3) Collect credit card information from new customers and share it with some members of the Accounting department

4) Forward new sales to the Accounting department for automated billing

5) Follow up each sale with a support call to confirm that the customer is happy and possibly make a follow-on sale

6) Automatically convert Prospects into Customers in the system as soon as the sale closes

7) Remind new Customers that they can access an on-line dynamic FAQ 24/7 and  submit new orders, enhancement requests or bug reports directly via the web

Let’s take a look at the kind of information that is involved in these processes.

For process (1) we have Sales Leads, some of which we convert into Customers. 

To create a new object type select Setup/Objects.

For process (2), we have Customers which probably have all the fields of a Sales Lead, plus some additional fields, such as Credit Card Number. Happily, EW supports converting one object type into another without having to retype the common fields. 

For process (3), we are sharing some of this information with the Accounting department. But we may not want to share all of it and the data may be so sensitive that we only want to share it with particular individuals. Therefore it is probably a good idea to create an Accounting Group and give the members of this group access to data that is relevant to them. While we are at it, we will set up an Accounting Team so that we can send notifications to all the relevant members of the department. 

To set up teams and groups select Setup/Access.

For processes (4), (5), (6) and (7), we do not have to setup any new objects, we will just create some rules and workflows to specify notifications and other automatic actions. 
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