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1 Preface

This section provides information about the HCL iAutomate User Guide and includes the following topics.

— Intended Audience

—  About This Guide

— Related Documents

— Conventions

1.1 Intended Audience

This guide is intended for the iAutomate end-users working towards resolution of IT support tickets.

1.2 About this Guide
This guide introduces you to the key concepts of iAutomate and describes how to use the product. It provides an overview
of the end-user interface and instructions to perform different tasks.
This document includes the following topics:

— iAutomate Overview

System Requirements

— Using iAutomate
— Support

13 Related Documents
The following documents can be referenced in addition to this guide for further information on the iAutomate platform.

— Introduction to HCL iAutomate Guide

1.4 Conventions

The following typographic conventions are used in this document:

Table 1 — Conventions

Convention Element

Boldface Indicates graphical user interface elements associated with an action, or terms defined in

text or the glossary

Underlined blue Indicates cross-reference and links
Italic Indicates document titles, occasional emphasis, or glossary terms
Courier New (Font) Indicates commands within a paragraph, URLs, code in examples, and paths including

onscreen text and text input from users

Numbered lists Indicates steps in a procedure to be followed in a sequence

Bulleted lists Indicates a list of items that is not necessarily meant to be followed in a sequence
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2 iAutomate Overview

iAutomate is an Intelligent Runbook Automation product which is equipped with Artificial Intelligence, Machine Learning
and Natural Language Processing capabilities for simplifying and automating the IT Operations issues resolution lifecycle
including incidents, service request tasks, change request tasks and events. It leverages its NLP capabilities for analyzing
and understanding the context of a specific issue, recommends the most relevant solution and even triggers the
execution, thereby enabling Zero Touch Automated Remediation. It also provides Al-driven Knowledge Recommendation
by suggesting relevant knowledge articles from various repositories, both internal and external, as and when required by

human agents.

When no runbook is available for automated remediation, it searches & downloads relevant executable codes and scripts

for subject matter experts to validate, customize, approve and publish for future use.

How DRYIiCE iAutomate enables Autonomous Remediation for ITOPS?

AN Dawen Rermedataon
Tegger dectin A Geate

(oo s Mentiication et
ITSM Platform i
Semaes ot Native: . i g $
. 3 : 3
09 £ | e ; S ]
Process .
Ve ont
Request
Povate | o - $ i
c P00 Redd, Analyzeand *  Trigger the righn
Aopliestions 2 i Understand Issues solation g
@ - B = *  Recommend o Valdate the
B Request redevant solution resoiuton :
- Tosks i o Datractrelevant — o Closethe issue
- s |l < Inputs 70 weith rebevart
T : oo
-

Figure 1 - iAutomate Workflow

Intelligent automation powered by HCL iAutomate can make a tremendous impact in an enterprise adjusting to the New

Normal:

— Reduce Costs
e Achieve up to 30% reduction on service desk related costs.

e Quick and High ROI

— Mitigate Risks
e Avoid operational risks and ensure compliance by avoiding critical outages.
e  Reduce escalations and improve SLA compliance by up to 20%
e Achieve up to 85% reduction in MTTTR.
—  Drive Efficiency
e Automate redundant tasks and let employees focus on more creative activities.
e  Reduce manual effort by 30% to 60%

e Improve customer satisfaction by up to 50% by providing faster incident and service request resolutions.

User Guide
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— Rapid Time to Value
e Quick implementation in 6 to 8 weeks*
o Leverage 3000+ reusable and configurable runbooks out of the box

e Achieve zero-touch automation state in 4 to 5 months*

*Conditions Apply

User Guide
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3 System Requirements

To use iAutomate, a user needs:
— A compatible internet browser excluding Internet Explorer

— A monitor with a resolution of at least 1024 x 768 pixels per inch

User Guide
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4 Using iAutomate

iAutomate provides built-in system roles that can be modified, renamed, or removed. A role is a named collection of
privileges determining the tasks the user can perform. Pairing a user or group with a role grants the user or groups certain
rights to the system.

The following table outlines the predefined system roles.

Table 2 - System Roles

Role Description

Super Administrator —  All privileges for the administrative features in iAutomate
— Add, remove, and set access rights and privileges of other administrative roles.

—  Full operational and management control over all accounts

Organization —  All privileges for the administrative features in iAutomate at an organizational level
Administrator — Add, remove, and set access rights and privileges of other users, roles, and domains in their

organization

Operations User — Access and view all resources in an iAutomate account but cannot make any changes.

— Operational control over tickets, ticket logs, and the dashboard

Operations Admin — Access ticket and runbook for analysis and can view all analysis.
SME Users —  Access ticket and runbook for analysis
Knowledge User —  Operational and management control over Knowledge Analysis and Search Module

The required user and groups are created during the configuration. See the iAutomate Installation and

Configuration Guide for more information.

4.1 Logging on to iAutomate
To begin using iAutomate, log on to the iAutomate user console using the user account credentials.

After the user receives the login credentials, perform the following steps to access the iAutomate platform:

1. Launch a web browser and provide the HCL iAutomate Web Portal URL.

2. OntheiAutomate Login page, type your email ID in the Email field.

User Guide
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HCL iAutomate

Please enter your credentials @

DRYICE iAutomate uses Al to
analyze tickets and identifies
automation candidates within
hours. It continuously learns and
drives the automation process,
thereby automating the process
of automation itself.

Figure 2 - iAutomate Login Page

3. Click Next.

4. Enter the Old Password in the Old Password field.

Change Password

User Email * 0Old Password *
New Password * Confirm New Password *

-

Note:

+ Password must contain at least 1 capital letter, 1 small letter,1 number and 1 special character and 815 characters length. Space not allowed
« Only'@#3% Special characters are allowed

Figure 3 — iAutomate Change Password Page

5. Enter the new password in the New Password field and re-enter the same password in the Confirm Password field.

6. Click Submit to save the details or click Cancel to stop the password change procedure.

Contact the administrator if the user does not have log on credentials. Authentication Type information is

specific to the environment and defined while creating the organization.

7. Click Login as shown in Figure 2 - iAutomate Login Page, The iAutomate Home Page appears on the screen:
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@ Home Home > Dashboard

2
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Quick Links ra "
Resolution Rate %

@ Help

Figure 4 - iAutomate Home Page

iAutomate lets users manage and respond to open tickets, access near real-time ticket logs, search knowledge articles. It

also keeps track of all the updates in user-friendly dashboards.

4.2 User Interface Overview
iAutomate allows users to respond to unresolved open tickets, keep a log of the archived tickets closed by iAutomate,
and automatically update the dashboard to let users view key performance indicators and metrics at a glance.
The user interface comprises of four main menus:
— Tickets
—  Ticket Logs

— Dashboard

— Knowledge

4.2.1 Tickets
This section describes the recommended steps to view or manage a ticket. On the occurrence of an incident or if an IT
product or service is required, the user submits a ticket that is considered as the incident documentation or the service

request.

To manage tickets, click on Tickets. In Ticket page following tab will be shown.
— Open Tickets
— My Tickets
— Assigned Tickets

—  Released Tickets

4.2.2 Open Tickets

This section describes how total open tickets in iAutomate are executed in either Auto or Manual mode.

To view Open tickets,

1. Click Tickets on the main menu bar, and then click tab Open Tickets.

User Guide
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2.

5.

User Guide

The Open Tickets screen appears, displaying the summary and status of all tickets. It also lists the in-progress or
failed tickets, either auto-executed or manually executed, in the following tabs:

e  Open Tickets: Lists of all the tickets that are unassigned.

e My Tickets: Lists only the tickets assigned to the current user, including in process or failed tickets.

e  Assigned Tickets: Lists all the tickets that are assigned to the users.

° Released Tickets: Lists of all the tickets that are released.

OpenTickets My Tickets  Assigned Tickets Released Tickets

Open Tickets Search... Q| & (&) Auto Refresh
Ticket Number T TicketDetails T Status T Action
E8 select Runbook {2 Knowledge Guide

create an organizational unit in an AD server. New OU to be created in AD.
INCOBEEE4T create an organizational nit in an AD server. New OU to b created in AD. Moved To Manual Mode ElLogs I3 Related Tickets

[3 07/11/2024 1023:40 AM

E2 Select Runbook 2 Knowledge Guide

create an organizational unit in an AD server. New OU to be created in AD.

[— create an organizational unit in an AD server. New OU to be created in AD. Moved To Manual Mode i Logs £3 Related Tickets

3 07/11/2024 10:21:10 AM

P L N Bl Select Runbook {Z] Knowledge Guid
create an organizational unit in an AD server. New OU to be created in AD. B8 Select Runboo {2} Knowledge Guide

INCOB88639 create an organizational unit in an AD server. New OU to be created in AD. Moved To Manual Mode Btogs B Related Tickets

nz a4 56 7 8 9 10 . » ® 3 v itemsperpage 1-30f 95 tems

Figure 5 — Actionable Tickets

Ticket Details: Provides information about a request, including the ticket description, summary, identification
number, and creation date.

Action Details:

Select Runbook: Show recommended runbook

Knowledge Guide: Show related guide

Related Tickets: Show related runbooks

Logs: Show Logs related to tickets

Release Ticket:

It enables the Release button in specific circumstances:

a. If the execution criteria for a ticket, as detailed in the Runbook Execution, are not met, a Release button

appears next to the ticket so the user can release the ticket from the iAutomate queue.
b. For manual execution, the Release button is always active. Click Release to follow the steps as configured in

the environment. See Runbook Execution for detailed information.

Chat: It is an interactive chat option that enables users to see the summarized display of the ticket, view the related

tickets and related articles for the ticket, generate knowledge article for that ticket and publish the same on ITSM.
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Here are the ticket details:
Incident -
Number:

Issue on Source —> ip
218.demo-dryice.com with description —>
Short

Description: Used disk space is greater than 70.0632
w1005

218.demo-dryic

Status: Closed

Assigned To: iautomate ITIL

Createdon:  2023-10-05

Following are few closed incidents which seem to be
similar to the current incident:

Figure 6 — Ticket details
The chat option is only enabled if the configured ITSM tool is ServiceNow or KB generation is enabled under

the AEX Details menu.

This chatbot may collect personal information that you voluntarily provide, such as your name, email

address, or any other information you choose to share.

42.2.1 My Tickets

This section describes the user-specific tickets available in iAutomate and how to manage them.

To view and use the My Tickets tab, perform the following steps:

1. Select an organization and then select a Module. The specific tickets for the selected organization and module will

appear. The My Tickets tab is categorized into the following tabs:

Table 3 — All Tickets Sub-sections

Tab Description

Tickets — Lists the tickets that are a part of the iAutomate queue and assigned to the current user for

execution.

—  Lists the consolidated tickets from the In-Process and Failed tabs

In-Process — Asubset of the Tickets tab; lists the tickets assigned to the current user for which execution is

in process.

User Guide
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— Displays the allocation status of a ticket and the runbook being initiated for it

Failed — A subset of the Tickets tab lists all the tickets assigned to the current user that have failed
execution.

— Enables the current user to release the failed tickets from iAutomate.

After successful execution, tickets are automatically moved from the iAutomate queue. The tickets are
marked either as resolved or assigned to another group in the ITSM tool based on how the runbook

workflow execution is configured in your environment.

2. Each tab includes columns with the following values:

e Ticket Details: Provides information about a request, including the ticket description, summary, identification
number, and the creation date. Selecting a ticket’s Incident ID displays the ticket detail in the Logs tab.

e |If the ticket execution is In-Process, the Runbook button is disabled.

e For Failed ticket execution, the Runbook button is enabled. Clicking the Release button displays a window and
lists all the relevant runbooks by their confidence score. Users can perform any of the following steps:
o View the last executed runbook with the parameters and run the same runbook again.
o Select a new runbook to execute.

For more details, see Runbook Execution.

3. Action: This column is available in the Tickets and Failed tabs. The Release button is displayed for the tickets with

Failed execution, allowing the user to release the tickets from the queue.

The Action column remains unavailable in the Assigned Tickets tab.

4, The colored bar on the left of the Tickets tab displays the current ticket execution status. An orange bar indicates
an In-Process execution, and a red bar indicates a Failed execution.
Clicking Release either releases the ticket to the All-Tickets queue (keeping it in the iAutomate queue but
removing the allocation of the current user) or to some other group in the ITSM tool based on configured

rules. In either case, the allocation of the current user will be removed.

5. In the Ticket or In-Process tabs, clicking an incident number displays the ticket-specific log in the Logs tab, which
provides a runtime update for the selected ticket with the following details:

—  Parameter used for execution

—  Start date of execution

— End date of execution

—  Execution status

— Interaction ID provided by the underlying RBA tool

User Guide
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Organization Module

MyCompany v Incident Management >

Open Tickets My Tickets  Assigned Tickets  Released Tickets

My Tickels Search.

Ticket Number

h g

Ticket Details

sample

sample re..

Figure 7 — My Tickets
6. Each tab includes columns with the following values:
o Ticket Details: Provides information about a request, including the ticket description, summary, identification
number, and creation date.

e Action: Includes Knowledge Guide and Related Tickets links.

To execute the runbook for a ticket, perform the following steps:

1. On the All-Tickets tab, click the Un-Assigned tab to filter tickets based on user allocation or identify the ticket to
be executed from the Tickets tab.
2. To initiate ticket execution in the iAutomate queue, first, collect the necessary ticket data from the IT Service

Management (ITSM) tool. The following table describes the execution status for each activity:

Table 4 - Ticket Execution Status

Runbook Execution Status

Description

Data Collected

The data is collected from the ITSM tool.

Picked for Recommendation

iAutomate recommends the relevant runbook.

Move to Parsing

On successful recommendation, the system moves the ticket to parsing.

Picked for Parsing

The system starts parsing the ticket and extracts the required parameters for the runbook.

Picked for InProgress

This status indicates that iAutomate has started working on the ticket.

Move to Assignation

Decision

The ticket moves for assignments in either auto or manual mode. If auto-mode is enabled for
the selected ticket and the confidence score of the runbook is above the threshold, then the
ticket is executed automatically. If auto mode is disabled, then the ticket moves for execution

manually.

Marked for Execution

This status indicates that iAutomate has marked in progress and started working on the

ticket.

Execution Successful and

Marked for Closure

This status indicates that iAutomate has completed working on the ticket and has marked it

for closure.

Marked for Release

This status means that iAutomate has completed working on the ticket.

User Guide
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Ticket Number Y Ticket Details Y saws Y Action

Select Runbook 2] Knowistige Guide
Execute Bigfix ServerAutomation Fixlex

Logs
— Execute Bigfix ServerAutomation Firlex Maved To Manual Mode [ tos

(3 07/15/2024 01:51:30 PM
] Pl » w10 | items per page 1-10f 1 items

*Date Format :- (MM/DD/YYYY hh:mm:ss) in UTC

£ Retated Tickets

Figure 8 — All Tickets

3. Fora condition where multiple runbooks above a defined threshold are available against a ticket, a Select Runbook
button appears in the Runbook column. However, if the appropriate runbook is not configured, the Release button
is enabled so the ticket can be released from the iAutomate queue.

4, Click Select Runbook.

Open Tickets My Tickets  Assigned Tickets  Released Tickets

Open Tickets Search... Q | & | 5 @ AuoRefresh

Ticket Number T Ticket Details Y Status T Action

P o B EE] Select Runbook =) Knowledge Guide
create an organizational unit in an AD server. New QU 1o be created in AD. & o
INC0888641 create an organizational unit in an AD server. New OU to be created in AD. Moved To Manual Mode HLogs £B Related Tickets
[3 07/11/2024 10:23:40 AM
. . . & Select Runbook =] Knowledge Guide
create an organizational unit in an AD server. New OU to be created in AD. & & o
INCOBEE640 create an organizational unit in an AD server. New OU to be created in AD. Moved To Manual Mode ElLogs £3 Related Tickets
(3 07/11/2024 10:21:10 AM
PE— P N B3] Select Runbook =] Knowledge Guide
create an organizational unit in an AD server. New OU to be created in AD. = =] 9
INCOB88639 create an organizational unit in an AD server. New OU to be created in AD. Moved To Manual Mode ElLogs I3 Related Tickets

(5 07/11/202410:16:45 AM

Release Tieket

« <n2 alals|[el7]a]o]0 » W 3 v itemsperpage 1+30f 95 items

Figure 9 — Select Runbook and Release Options

5. A pop-up window displays the summary and description of the tickets and the list of runbooks in descending order

of confidence score.

Ticket ID : INC0859651

Ticket Summary Date Time
Check the status of the given service on windows server_SDK. 16-04-2024 02:14:23 PM
Description

Check the status of the given service on windows server_SDK.

Select Runbook View Logs Related Tickets Knowledge Guide
Runbooks Search... a &
Runbook Name N7  Description v Confidence Score % 7 ‘SME Approved N7 Action
v Check Service_Windows Thie playbeck vl check the stats the 100 N BB view 0P
given service.

Figure 10 — Summary and Description Options

‘ User Guide
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6. In addition to the confidence score, the SME Approved column displays the result of SME validation against the

runbooks. Both parameters help the user to identify the runbook for execution.

7. After the runbook is identified, click Runbook Name to expand the selected row.

Runbooks

Runbook Name

v Check_Service_Windows

Parameter Name

job_id

Search.. Q| L

Description Avd Confidence Score % 7' SME Approved 7 Action

This playbaok will check the status the 00 N 3 View soP

given service.

Value

4702

service_name

WinRM

target_host

localhost

TicketNumber

INC0123

Figure 11 — Select Runbook
8. This displays the runbook description and parameters for the selected runbook. These parameter values are
retrieved from the ticket. The user may select the runbook with the highest confidence score or the one
recommended by the SME.
If the values are available, then they are referenced from the ticket description, or the default values are

provided. The user can either retain these values or change them.

9. Click Execute to start runbook execution for the selected ticket.

10. On successful initialization of the execution, a confirmation dialogue box appears.

Alert X

Runbook initiated successfully.

Figure 12 — Runbook Initiation Confirmation

11. Simultaneously, the following updates happen in the All-Tickets tab:
e Inthe Tickets and Assigned tabs, the ticket is marked as Owned By, replacing the Select Runbook button with
text specifying the runbook that is being initiated for execution. The username appears next to Owned by

under the tab.

User Guide
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e If the user selects Assigned in the All-Tickets tab, then the same ticket is added in the Tickets and In-Process

tabs under the My Tickets tab.

Open Tickets My Tickets  Assigned Tickets Released Tickets
My Tickets Search.. a &« g Auto Refresh
Ticket Number Y Ticket Details Y staus Runbook Action
. . . 7 Related Tickets
Check the status of the given service on windows server_SDK. Intersetion 1D
INCOB59914 Check the status of the given service on windows server_SDK -Mahima Generated (Run Check_Service W {5l Logs

(@ 29-04-2024 10:47:40 AM

Show results perpage 10 ~ W« » M

book In Progress)

2] Knowledge Guide

Figure 13 — Runbook Execution

e The Logs grid displays the ticket status as Initiated.

View Logs Related Tickets

Log DateTime Runbook Details

Check_Service_Windows
19-04-2024 07:55:50 AM 0

17-04-2024 08:05:54 AM
17-04-2024 08:05:44 AM
17-04-2024 08:05:44 AM
17-04-2024 08:05:44 AM
17-04-2024 08:05:36 AM
17-04-2024 08:05:35 AM

17-04-2024 08:05:35 AM

17-04-2024 08:05:33 AM

Knowledge Guide

Logged By

Status

Initiated Manual Mode

Moved To Manual Mode

Move to Assignation Decision

Marked For Release

Picked For Parsing
Move to Parsing
Picked For Recommendation

Picked For Recommendation

Data Collected

Status Reason Remarks

Initiated in Manual Mode
Runbook Auto Execution disab
led

Parsing Completed

Marked for release as parsing
failed.

Picked for parsing
Recommendation Completed
Picked for recommendation
Picked for recommendation

Data Collected

Figure 14 — Runbook Execution

e The Assigned Ticket remains unavailable for allocation by another user unless the Owned by user releases the

ticket from their queue.

4.2.2.1.2 Knowledge Guide

This section describes how to retrieve the relevant knowledge for a ticket, from different sources, for a user in a single

view. The sources of where this information will be retrieved depend on the configuration in your environment.

To use the Knowledge Guide, perform the following steps:

1. Click Knowledge Guide for the ticket for which you want to view the information.

User Guide
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Open Tickets My Tickets  Assigned Tickets Rel d Tickets

My Tickets Search... Q i+ B Auto Refresh
Ticket Number Y Ticket Details Y  stws Runbook Action
£33 Related Tickets
Check the status of the given service on windows server_SDK. .
Interaction ID
INC0B59914

Check the status of the given servica on windows server_SDK ~-Mahima Generated (Run Check_Service_W [ Logs
3 29-04-2024 10:47:40 AM book In Progress) 2 KoovledgeSue

Show results perpage 10 v | W«

Figure 15 - Guide

2. The Knowledge Repositories screen appears with the most relevant information specific to the ticket from across
the configured sources.

If Related Knowledge Articles option is enabled under the AEX Details menu, then the guide data populated

from AEX else it populated data from product’s internal APIs.

Ticket Summary Date Time
Execute Bigfix ServerAutomation Fixlex 07/15/2024 01:51:30 PM
Description

Execute Bigfix ServerAutomation Fixlex

Select Runbook  View Logs  Related Tickets Knowledge Guide

Collections*

All

Search Results
1 Record found
Resolving issue of slow database and delayed data retrieval in SAPn

&g’ Repository Type: MyRepository Collection Name: MyCollection

n1. Login to the SAP system using the URL: https://hcl sap.comn2. Under 'Performance Statistics’, check the database performance. If it shows high usage, clear some entries or processes, if
possible.n3. Navigate to ‘System Monitoring’ and look at the alert with the description ‘Backup job for Database has failed on the server'nd. In the alerts, if there [More]

Figure 16 - Knowledge Guide response from Internal API

H User Guide
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4.2.2.1.3

Ticket Summary Date Time
Execute Bigfix ServerAutomation Fixlex 07/15/2024 01:51:30 PM

Description
Execute Bigfix ServerAutomation Fixlex

Select Runbook  View Logs  Related Tickets Knowledge Guide

Search Results

2 Records found

Besolving issue of slow database and delayed data retrieval in SAPn
E, Repository Type: N/A Collection Name: N/A

n1. Login o the SAP system using the URL: https:#/hcl.sap.comn2. Under ‘Performance Statistics’, check the database performance. If it shows high usage, clear some entries or processes, if
possible.n3. Navigate to ‘System Monitoring’ and look at the alert with the description ‘Backup job for Database has failed on the server' nd. In the alerts, if there [More]

Backup Job Failure Resolution due to Network Connectivity Issue
,Q. Repository Type: N/A Collection Name: N/A

1. Check the network connection: Verify the connection settings of your netwark. If there are any disruptions, make sure to fix them first. 2. Validate server availability: Ensure that the server an which
the backup is performed is available and running. If it's offline, bring it up online. 3. Initialize SQL Password: Go to your SQL server and initialize the SQL password fr [More]

Figure 17 - Knowledge Guide response from AEX

Related Tickets

This section describes the bucket in which the ticket resides and lists all tickets in that bucket.

1.
2.

Click Related Tickets for the ticket for which user wants to view the related tickets.

The Bucket Details window appears.

If the Related Tickets option is enabled under the AEX Details menu, then the related tickets populated

from AEX else it populated data from product’s internal APIs.

User Guide
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Ticket ID : xxx00000x¢ X
Ticket Summary Date Time
Execute Bigfix ServerAutomation Fixlex 07/15/2024 01:51:30 PM
Description

Execute Bigfix ServerAutomation Fixlex

Select Runbook  View Logs  Related Tickets  Knowledge Guide

Related Tickets Search. Qa A ]

TicketNumber Y Description Runbook Executed Resolution Status Affected CI Work Notes(With Timestamp) Created Date
Execute Bigfix 07/15/2024
T
XXX ServarAistonation Fidie icket Is not yet executed Ticket is not yet executed 015150 PN
Execute Bigfix 07/15/2024
|
XHOOKXK vk At thon ek Not Applicable Not applicable R

Execute Bigfix 07/11/2024
XOOO0000CC ServerAutomation Fixiex Not Applicable Not applicable 07:29:02 AM
Execute Bigfix 07/11/2024
000000 v Abionation i Not Applicable Not applicable 07:28:58 AM

Figure 18 - Related tickets response from Internal API
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Ticket 1D : xxxxoumx X

Ticket Summary Date Time
Execute Bigfix ServerAutomation Fixlex 07/15/2024 01:51:30 PM
Description

Execute Bigfix ServerAutomation Fixlex

Select Runbook  View Logs  Related Tickets  Knowledge Guide

Related Tickets Search.. Q

Ticket Number Description Runbook Executed Resolution Status. Affected CI Work

Issue on host —= ['lAute.

Middle-1""TAUTOAPP17] with 2022-04-26 01:33:17 - GBP Integration

K P 4
Jrom— description —> ['Service Not Applicable Resolved NA (Work notes) SQL Password is not 2e0aanze
. initialized The server is av. view more | 01:32:14 AM
\wuauser\” (Wind view
Download
more
DCC: Please restoree an
excel spreadsheet due 1o 2023.07-06 06:05:05 - GBP Integration
system corruption 1p-46.175.69.56 demo- (Work notes) Alops comment by = 06-07.2023
Not Applicabl Resolved
R PORUATI0 policaple ol dryice.com [snow._graze] > 2023-07-06.view more|  09:01:30 AM
OEM13¢ BAU:cabprd 21757, vie Download
more
DCC: Backup ob 1
ackup Job for 2023.08-04 06:18:08 - GBP Integration
Darabase has faled on the 75.236.151.246.0 1k notes) Al thy : 04-08-2023
00K server 75.238.151.246 DCG: Mot Applicable Resolved [P R b e (Work notes) Alops comment by :
dryice.co [snow_graze] -> 2003.08-04_view more|  06:15:00 AM
Backup [ob for Databa. view
B, Download

DCC: Backup job for

Figure 19 - Related tickets response from AEX

°
3. Forthe response generated from AEX, users can view the top 10 tickets in graphical display. For this click on

on the popup and below display appears on the screen:

Ticket Summary Date Time
Execute Bigfix ServerAutomation Fixlex 07/15/2024 01:51:30 PM
Description

Execute Bigfix ServerAutomation Fixlex

Select Runbook View Logs  Related Tickets Knowledge Guide

Top 10 Related Tickets @

Figure 20 - Related tickets response from AEX in graphical mode

4, Users can view the info of any ticket in the grid below this graph by clicking on the ticket node.

User Guide

o



8.
9.

10. The organization and module-specific ticket assigned to the current user appears in a tabular view.

User Guide

Select Runbook  View Logs

d Tickets K led

Top 10 Related Tickets

Ticket Number

INC0223804

Description

Guide

DCC: Backup job for Database has failed on the server 20.92.234.91
DCC: Backup job for Database has failed on the server 20.92.234.91

Resolution Status

Resolved

Figure 21 - Related tickets response from AEX in graphical mode-Drilldown

Select Runbook View Logs Related Tickets

Related Tickets

Ticket Number v Description

Check the status of the
INC0859672 given service on windows
server_SDK.

Check the status of the
INC0859671 given service on windows
server_SDK.

Check the status of the
INC0859670 given service on windows
server_SDK.

Check the status of the
INC0859669 given service on windows
server_SDK.

Check the status of the
INC0859668 given service on windows
server_SDK.

Runbook Executed

Check_Service_Windows

Check_Service_Windows

Not Applicable

Check_Service_Windows

Ticket is not yet executed

Knowledge Guide

Resolution Status

Closed

Closed

Not applicable

In Progress

Ticket is not yet
executed

Affected CI

20057dc0db30bb0071...

5587e4891b19609022...

98ff3620db9ab5502c8...

98ff3620db9ab5502¢8...

98ff3620db9ab5502c8...

Figure 22 — Related Tickets

Search...

Work Notes(With Timestamp)

[2024-04-17 08:10:36.000]: ticket
updated successfully

[2024-04-17 08:15:50.000]: ticket
updated successfully

Created Date

17-042024
08:08:27 AM

17-04-2024
08:08:21 AM

17-04-2024
08:05:33 AM

17-04-2024
08:05:09 AM

17-04-2024
08:04:15 AM

Users can view all the tickets available in the selected bucket, including their description and the associated

runbook details.

Click EXPORT to download the bucket details.

My Ticket

This section describes how to manage the tickets assigned to the current user and available in the iAutomate

gueue.

To view and use the My Ticket tab, perform the following steps:

Select an organization from the drop-down list and then select a Module.
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Organ

zation Module

MyCompany v Incident Management v

Open Tickets My Tickets  Assigned Tickets  Released Tickets

My Tickets search . uto Refresh

Ticket Number Y Ticket Details Y  Status Runbook Y Action

11. The

sample d i d iptions Sample re..

Figure 23 — My Tickets

My Tickets tab is categorized into the following tabs:

My Tickets Sub-Sections

Ticket Details: Provides information about a request, including the ticket description, summary, identification
number, and the creation date. Selecting a ticket’s Incident ID displays the ticket detail in the Logs tab.
Action: Includes a Guide link that retrieves the most relevant knowledge for a ticket from across different
sources in a single view, enabling you to resolve the ticket.

Runbook: Displays the runbook being selected and executed.

If the ticket execution is In-Process, the Runbook button is disabled.

For Failed ticket execution, the Runbook button is enabled. Clicking the Release button displays a window and
lists all the relevant runbooks by their confidence score. Users can perform any of the following steps:

o View the last executed runbook with the parameters and run the same runbook again.

o Select a new runbook to execute.

o For more details, see Error! Hyperlink reference not valid..

Logs

This section describes near real-time status updates of ticket execution initiated by the user.

To view a ticket log, navigate to the Log tab appearing below the All Tickets and My Tickets tabs. This displays the activity

log for all tickets being executed with the following details:

Table 5 — Log Fields

Name of the log values Description of the log values

Incident Number This is a unique, auto-generated number for the incident ticket. It is preceded with an

INC prefix (e.g.INCO000001) of the logged ticket.

Interaction ID

Unique ID generated by the underlying RBA tool.

Runbook Name

Name of the runbook executed for the logged ticket.

Log Date Time

Date and time of the logged ticket.

Runbook Status

Status of the runbook selected for the ticket.

Status Reason

Displays the ticket specific logs including the field values. Value wrapped to multiple lines

within the column. To access the related record, click View More.

User Guide
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The logs displayed are listed by their date and time. The most recent update is available on the top of the grid.

Ticket Summary

Check the status of the given service on windows server_SDK.

Date Time
17-04-2024 08:05:09 AM

Assignee Interaction ID

Preeti o

Status Runbook Name

[ initiated Manual Modo | Check_Service_wWindows
Description

Check the status of the given service on windows server_SDK.~Mahima

Figure 24 — Logs View

Log DateTime Runbook Details Logged By Status Status Reason Remarks
Check_Service_Windows
19-04-2024 07:55:50 AM 0 Initiated Manual Mode Initiated in Manual Mode
17:042024 08:05:54 AM Moved To Manual Mode ‘z‘;"h"“k futo Execution dseb
17-04-2024 08:05:44 AM Move to Assignation Decision Parsing Completed
17-04:2024 08.05:44 AM Marked For Release Zi:d forrelease 25 parsing
17-04-2024 08:05:44 AM Picked For Parsing Picked for parsing
17-04-2024 08:05:36 AM Move to Parsing Recommendation Completed
17-04-2024 08:05:35 AM Picked For Recommendation Picked for recommendation
17-04-2024 08:05:35 AM Picked For Recommendation Picked for recommendation
17-04-2024 08:05:33 AM Data Collected Data Collected

Figure 25 - Logs View (Contd.)

4.2.3 Ticket Logs
Users can view the comprehensive log of all the activities for a ticket, including updates and notifications, whether it is by
a user or by iAutomate.
To view the ticket logs, perform the following steps:
1. On the main menu, click Logs and then click Ticket Logs.
2. The Ticket Logs screen appears.
Home 3 Logs 5 Ticket Logs
Component Logs Ticket Evaluation Report User Activity Logs Ticket Logs Ansible Inside Logs
Organization Module
-Select- v -Select- v
Figure 26 — Ticket Logs
3. Select an organization from the drop-down list and then select the Module (ex: My Company).
User Guide
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Component Logs  Ticket Evaluation Report  User Activity Logs  Ticket Logs  Ansible Inside Logs
Organization Module

MyCompany v Incident Management v

Current  Archived

Search. *l J,

Ticket Number Y CurrentStale Y  Executed Runbook Interaction Id Acted By Y  QuevedOn Last Medified Action

071512024 0715/2024
INCO838660 Moved To Manual Mode NiA A System 3 View SOP

Figure 27 — Organization and Module

This lists the ticket log for organization and module-specific tickets in the following tab:
4. Current: Lists the log details of the tickets available for execution in the selected organization, including the ticket
number, current state, acted by, queued on, and last modified information.
5. Selecting a Ticket Number displays the detailed log information including logged on and logged by details, action

was taken on the ticket, the reason for the action taken, and remarks.

Component Logs  Ticket Evaluation Report  User Activity Logs  Ticket Logs  Ansible Inside Logs

Organization Module

MyCompany v Incident Management v

Current  Archived

Search.

L

Ticket Number Y  cumenstte Y Exccuted Runbook interaction id Acted By Y  cuesedon Last Modified Action

0711502024

INCOBB8660 Maved To Manual Made NiA NiA System -
01:51:39 PM

£ View SOP

‘ » o 11011 e

Figure 28 — Ticket Logs
6. Archived: Lists the log details of the ticket that are marked as closed in the selected organization, including the
ticket number, current state, acted by, queued on, and last modified information.
7. Selecting a Ticket Number displays the detailed log information including logged on and logged by details, action
that was taken on the ticket, the reason for the action taken, and remarks
8. Users can export the log details using the Export to Excel button above the Log Details view.

All fields marked with an asterisk (*) are mandatory.

4.2.4 Knowledge
This module allows users to search across the organization’s internal repositories such as SNOW and external domains
such as Stack Overflow and Ubuntu.org. You can also perform an advanced search by applying conditions followed by

the search term and Boolean condition (OR, AND, and so on) for more refined results.
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4.24.1 Knowledge Search

This section describes how to use the advanced, organization-specific configuration to retrieve results from the

knowledge repository.

To use Knowledge Search, perform the following steps:
1. On the main menu bar, click on Knowledge, and then click Knowledge Search tab.

2. The Knowledge Search screen appears.

Home > Knowledge > Knowledge Search

M Collections K ledge Analysis Knowledge Assistant Knowledge Search

Qrganization

Select- v

Q" Advance Search

Figure 29 - Knowledge Search

3. Select the Organization from the drop-down list, then type the search string in the Search box, and then click

Search. The search results are displayed in the grid below.

Manage Coll: Ki ledg ly Ki ledge Assi: K ledge Search

Organization

MyCompany v

python

" Advance Search

4 Record(s) found

Best Python Courses Online with Certificates [2024] | Coursera
https://www.coursera.org/courses?query=python

[gl Repository Type: Web URL Collection Name: testCollection29May2024

hittps:/www.coursera.org/courses?query=python

Although it can be helpful to have some experience working with any programming language, you don need any previous programming experience before getting started with Python. In fact, Python is typically one of the
first languages programmers learn because of its simplicity and versatility. At the b [More]

program cloud experience visualization learn choose course leamning gain python well knowledge tailor analysis I role versatility software complete offer

Figure 30 - Search

4, For more advanced search, instead of clicking Q , click the Advance Search button.

5. An Advance Search window is displayed for users to fill in the information and retrieve results.

User Guide
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Clear Filter Apply Filter

Figure 31 — Advance Search
6. Advance Search allows users to restrict search results by applying conditional filters or defining the order of the
search results.

7. Users can add any number of custom conditions to refine their search for more relevant results.

8. Click to start a search. After the search filter is applied, any results that appear will align with the

conditions specified in the Advance Search box.

4 Record(s) found

Best Python Courses Online with Certificates [2024] | Coursera
https://www.coursera.org/courses?query=python

‘g Repository Type: Web URL Collection Name: testCollection29May2024

https://www.coursera.org/courses?query=python

Python is commonly used in roles relating to data analysis, software engineering, and web development. This general-purpose programming language can be used for range of tasks, including statistical analysis, data
visualization, automation, and machine learning. Some job titles for people that may u [More]

program cloud experience visualization leam choose course leamning gain python well knowledge tailor analysis Il ole versatility software complete offer

Figure 32 — Advance Search Results

All fields marked with an asterisk (*) are mandatory.

4.2.5 Dashboard
The dashboard provides a complete view of the system in your environment and helps spot trends in real-time. Each
Dashboard User Interface (Ul) element can instantly provide additional data insights, including a platform to create

reports using the preconfigured widgets available on the dashboard.

To manage the dashboard, perform the following steps:

1. Onthe main menu bar, click Dashboard. The Dashboard screen appears.

User Guide
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Resolution View  Ticket View Runbook View MTTR View

Resolution Distribution
100% 0% 0% 0%

® incident @ R s @

Resolution in Product

Organization | MyCompany v Module

Auto Resolution vs Manual Resolution

0% Auto Manual overall
0
0% 100% 12.5%
Events @ Sub-Task
Till date Till date Till date
Incident Management v 06/18/2024 - 07/18/2024 =
o & Successful Handling %
[ e

Resolution Rate %

Figure 33 - Dashboard

Dashboard filters allow users to narrow the range of one or more reports on the active Dashboard tab. This filter

lets you select a specific time frame, such as last month, this month, last quarter, or a range of dates.

To configure a specific report, select the Organization from the drop-down list, select the Module then select the

time frame from the Calendar, and then select the date range in the From Date and To Date fields.

Resolution View  Ticket View  Runbook View MTTR View ROl

Resolution Distribution
100% 0% 0% 0%

] Incident @ cR )

Resolution in Product

Organization ~ MyCompany v Module

Auto Resolution vs Manual Resolution

Custom Range

Figure 34 - Period

0% Auto Manual Overall
o,
0% 100% 12.5%
Eerts @ Sub-Task
Tilldate Till date: Till date
Incident Management v 06/18/2024 - 07/18/2024 =
Today < [Jun v|[2024 ~| | Ju ~v|l2024 v
YES[EYUSY Su Mo ™ We ™ Fr sa su Mo ™ we ™ Fr Ssa
1 12 3 4 5 6
Current Week
2 3 4 & 7 8 T 8 3 10 n 12 1
Last Week
Current Month
w 17 M 13 2
Last Month 23 22 25 2% 2 28
Current Year

06/18/2024 - 07/18/2024

Cancel

Click Apply.

These selections will recompile the data that appears in any report that is associated with the date filter. All data

beyond the selected range is excluded.
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Resolution View 8 & Consolidated View o 4

20
10
0
(incidents| Apr-24
@ Incidents @ Incident @ CR SR (@ Events ([ Sub-Task

Figure 35 - Widget

6. You can use predefined widgets under the Dashboard Filters tab to add new widgets and modify or remove existing

widgets from the organization.

Resolution% by Runbook 2 4

Tieket Count @ Ticket Count -O- In % n%
100 . ~ 100
a0 S a0
80 . 80

g

70 . 70
60 S 60
50 . o
40 . 40
30 ™ 30
20 RN 20
10 \\\ 10

.
0 v . > .0
Check_Service Windows Check_Service Linux [No Runbook]

Figure 36 - Dashboard Filter

4.2.6 Help
This page helps the user to locate the necessary documents for better understanding of the tool as well as get the details
of the components being run in iAutomate.

1. On the main bar, click on Help.

@ Home

[Z Feedback

@ RBAC %
& Logs

@ Configuration v
& Runbooks v
B Tickets

£ Dashboard
@ Advanced Configuration

& Knowledae

Quick Links 2

@ Help

Figure 37 — Help Menu
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The page below appears:

Documents  Component Details

Document Name Document Description
Configuration Gulde
Installation Guide

Integration Guide

This guide provides detalled steps to configure the product post Installation

This guide provides detailed steps to install the product.

Search

This guide provides instructions to enable integration with varicus ITSM and Runbaok Automation tools, while configuring the product

User Guide This guide provides an cverview of the end-user interface and instructions te perform different Operations Users ariented tasks,

1-40f 4 items

It has two tabs:

Figure 38 - Help

a. Documents: On Documents tab, it shows all the required documents needed for better understanding of

iAutomate:

o Configuration Guide
o Installation Guide

o Integration Guide

o User Guide

b. Component Details: This tab displays all the components running on iAutomate along with the server

Host/IP on which component is running, the name of the component, component code, the version of

iAutomate currently running, the service name with which component is installed, the actual URL along with

port on which component is running and the LB URL, if exists, for the component.

Documents Component Details

Server Host/IP D @ Component Name Y Component Code
I

Search

Service Name Y  ActualURL Y BURL

HCL iAutomate ADSyncServ http:/IAUWIWBIAUCO01:90.

HCLIA

HCL A

Figure 39 — Help (Cont.)
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5 Using Saa$ based Ticket Analysis

iAutomate offers users the capability to perform the ticket analysis to identify the potential automation candidates, on

their own, via the Saa$ based Ticket Analysis module.

5.1 User Registration

As a first step, the user has to self-register through the iAutomate portal. To do that, perform the following steps:

1. Launch the web browser and provide the HCL iAutomate Web Portal URL.

HCL iAutomate

Welcome Back

Sign in to stay updated on your SaaS based data
analysis

|

Forgot password?

New to iAutomate? Register Now

Figure 40 — SaaS based Ticket Analysis — Sign-In Page

2. If you are a new user, click on Register Now to proceed with the registration process.

HCL iAutomate

New Registration Connect with us:

Create your account in DRYiCE iAutomate For support or any queries:
https://support.dryice.ai

Name * Official Email Id *
Visit us at Company Website
https://www.dryice.ai/products-and-

Organization * Password * platforms/iautomate

Confirm Password *

must contain at least 1 capital letter, 1 small letter,] number and 1 special character and 8-15 characters length. Space
Only L.@.#.5.% Special characters are allowed

Figure 41 - SaaS based Ticket Analysis — User Registration

3. Enter Name, Official Email Id, & Organization details.

4, Enter Password and Confirm Password details.

User Guide



5. After providing all the inputs, click Register. A confirmation message will appear and an email notification,

containing the activation link, will be sent to your email address.

Message X

The Activation link has been sent to your Official Email Id.

Figure 42 - SaaS based Ticket Analysis — Registration Confirmation

6. Click on the Activation Link received in the mail, and you will be redirected to the screen confirming the user

registration.

HCL iAutomate
WELCOME

You are registered successfully

Go to Home Page

DRYICE iAutomate is an intelligent runbook automation product which
brings Artificial Intelligence (Al) and collaboration as key features into the
automation domain.

Figure 43 - SaaS based Ticket Analysis — User Activation Confirmation

7. Click Go to Home Page and it will redirect you to the Sign in page.

HCL iAutomate

Please enter your credentials !

HCL iAutomate uses Al to analyze
tickets and identifies automation
candidates within hours. It
‘ continuously learns and drives the
automation process, thereby
automating the process of
automation itself.

Figure 44 - SaaS based Ticket Analysis — Sign In Page

User Guide
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5.2 Perform Ticket Analysis

iAutomate helps in identifying the automation candidates by ingesting, processing and analyzing the nature of tickets
generated in the IT Service Management tool. To perform the analysis, it is imperative that the user has access to the

ticket dataset which needs to be uploaded to the system. To do that, perform the following steps:

1. Launch the web browser and provide the HCL iAutomate Web Portal URL.

HCL iAutomate

Welcome Back

Sign in to stay updated on your SaaS based data
analysis

| |

Forgot password?

New to iAutomate? Register Now

Figure 45 - SaaS based Ticket Analysis — Sign in Page

2. Enter the registered Email Id and Password and click Sign In. The screen below will appear.

Create New A, Download Template

Enter Title * Stages*

& Tkt Arays £ Rk Recommndatn .

Runbeok Tool Type

ANSIBLETOWER v i:

Browse here Upload

Figure 46 - SaaS based Ticket Analysis — Analysis Page
3. Under the Analysis tab, the user has two options.

a. Create New — Allows users to create a new analysis. For details, refer to the Creating New Analysis section.

b. Analysis List — Allows users to view the ongoing and previous analysis details. For details, refer to the Viewing

ongoing and previous analysis details section.

5.2.1 Creating New Analysis
1. To create a new analysis, enter Title.
2. Click Download Template, to download the template in which the data needs to be provided to the system. Ensure
that the ticket data from the IT Service Management tool is extracted in the same format.

3. Upload the ticket dataset in the form of a .csv file.

User Guide
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Create New 2k, Download Template

Enter Title * Stages*

ﬂ Type Analysis name here E ‘Tn:keunalrsws&nunbock Recommendation

Runbook Taol Type

I <

4 Browse here Upload
4

ANSIBLETOWER v

Figure 47 - SaaS based Ticket Analysis — Create New Analysis

4, Click Upload to start the analysis.

5.2.2 Viewing Ongoing and Previous Analysis Details

1. The status of the ongoing analysis and outcomes of the previous analysis are available under the Analysis List

section.

Create New &, Download Template

Enter Title * Stages™

,& Type Analysis name here E Ticket Analysis & Runbook Recommendation

Runbook Tool Type
'P Browse here Upload
ik

ANSIBLETOWER v

Analysis List Q1g
Name Created 0n Runbook Tool Type Status Actions

SAASANalysis24Apr April, 24 2024 ANSIBLETOWER InProgress | @ @ i/‘

neviraldata230420240742anelysis 10 Aprl 23 2004 ANSIBLETOWER successiul | (F) ® v 0 &

Figure 48 - SaaS based Ticket Analysis — Create New Analysis (Cont.)

2. Click @ icon to filter out the analysis based on name.

Analysis List

Search here ...

Figure 49 - SaaS based Ticket Analysis — Search Analysis

3. Click ® under Status, to view the real-time stage-wise progress status of the analysis.

i User Guide
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8.

neutraldata230420240742analysis’

Stages

Process Step And Progress.

Overall Status

Created On Runbook Tool Type Status Actions

April, 242024 ANSIBLETOWER InProgress | (1) @
0 April, 23 2024 ANSIBLETOWER Successful | (T) @
Ticket Analysis & Runbook Recommendation

Ticket Clustering

100.00%

o &

Runbock Recommendation

100.00%

Figure 50 - SaaS based Ticket Analysis — Status

Click to view the details. It takes the user to the Dashboard page.

Click E to download the ticket data that was used to perform the analysis.

Click

Recommendation stage is completed.

to download the CSV report. The icon appears only when the Ticket Analysis and Runbook

If the logged in user is a SAAS SME, then one more icon will be visible corresponding to the analysis.

Click @to provide feedback on the recommendations given on the uploaded data.

For more information on feedback module, kindly refer HCL iAutomate 6.4.2Self-Service Ticket Analysis - User Guide.

5.2.3

User Guide

Viewing Analysis Report

To view the analysis report, click View Report. The user is available with different set of widgets namely —

a.

b.

Summary View — Provides a high-level summary of the analysis.

from the overall ticket dataset uploaded.

Ticket Types (Unique Clusters) — Distinct number of ticket categories identified based on the nature of tickets

Runbooks Available — Ticket categories for which the runbooks are available based on system driven

recommendations.

reference by end users.

of-the box runbook repository.

KB Available — Number of Knowledge Articles, sourced from various web-based datasets, available for

Scripts Available — Number of scripts available for use, to create automations which is not available in the out-

Nothing Available — Number of ticket categories for which no KB articles / scripts are available.

Invalid Ticket Description — Number of ticket categories which has not enough information for system to

understand for processing.
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.

Summary View

h.

Top 10 Ticket Types (sorted by ticket count) (i

No Of Tickets

. Runbooks Available (68.98%)

I Scripts Available (0%)

B Knowledge Base Available (21%)

Il No Content Availabie (25.81%)

Total Tickets : 1000

Unique Clusters

461

Scripts Available

0

No Content Available

119

=

e

Figure 51 - SaaS based Ticket Analysis — Summary View

Runbooks Available

318

Knowledge Base Available

97

Invalid Ticket Description

Top 10 Ticket Types (Unique Clusters)— Provides a view of the top 10 unique ticket categories sorted by count

and is indicative of the most voluminous issues in the environment.

20

Ticket Type

BucketDescription

FW: Application BEM - Access Issue

% Free Space is 100 lowllv-use
tpsrhid.axaftacs net/u0

Windows Login - Password Reset

JOB RUN: ZMAT1_Dehta_load' was run on
7/7/2020 at 11:00:00 AM -V-SHADC-RPT-
01.axaltacs.net

Can't open some PDF file In Outlook
Unlock SAP ID

SAP QP1 Logon issue

Sap account unlock

SAP USER LOCKED : S05013

Total Tickets

2

1

1

Figure 52 - SaaS based Ticket Analysis — Top 10 Ticket Types (Unique Clusters)

Top 10 Ticket Types (No Automation Possible) — Provides a view of the top 10 unique ticket categories sorted

by count for which automations are not available within iAutomate.

Top 10 Ticket Types with No Content Available (sorted by ticket count)

No Of Tickets

Ticket Type

BucketDescription
FW: Application BEM - Access Issue

% Free Space is 100 low||v-use-
tpsrhit1d.axaltacs net\/ud1

Can't open some PDF file in Outlock.

SAP QP1 Logon issue

Total Tickets

Automation Possible

Figure 53 - SaaS based Ticket Analysis — Top 10 Ticket Types (Unique Clusters) with No
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j.  Top 10 Ticket Types (Automation Possible) — Provides a view of the top 10 unique ticket categories sorted by

count for which automations are available within iAutomate

scripts and documents / knowledge articles.

Top 10 Ticket Types with Automation Content Available (sorted by ticket count) [

BucketDescription
Windows Login - Password Reset

JOB RUN: ZMAT1_Delta_load was run on
7/7/2020 at 11:00:00 AM -V-SHADC-RPT-
01.axaltacs.net

Unlock SAP 1D

Sap acsount unlock

SAP USER LOCKED : 505013

Figure 54 - SaaS based Ticket Analysis — Top 10 Ticket Types (Unique Clusters) with Possible
Automation

k. Tiles View Dashboard - This widget highlights the top unique tickets which are automatable in

Total Tickets.

Runbook Available

Script Available

Document Available

. It also presents a view of available runbooks,

nature

(considering similarity score > 60), the recommended runbook and the potential effort savings which can be

achieved through their automated remediation.

Tiles View dashboard

Automation Adaptability

Cluster Summary

Daily mail statistics with
Attachment - RFAX 10.0.1.33

Create database 10.0.1.33

user needs to refresh
database 10.0.1.33

Drop database TestDB on
server 10.0.1.121

health Check disk attached

to Azure YM deallocated for
more than 14 days | Azure

| 10,0121

Perform Data Guard
DGMGRL failover Wi
10.0.1.33

Runbook Name Similarity
Score
PostGres_Create_User_With_DB_Access 18
PostGres_Create_Policy 78
PostGres_Revoke_Table_Access 56
PostGres_Drop_Cluster 84
Azure_AttachDisk_To_WVM 78

PostGres_Perform_Failover

53

Ticket
Count

Est. Toil Reduced

53% 123 s
Efforts Erefnrer Efforts Aftel ) Total Eﬂ'rfr's
320 96 224
220 66 154
220 66 154
220 66 154
200 60 140

Figure 55 — Tiles View Dashboard

60

140

Users can also download the analysis report with the detailed ticket analysis which can be used to arrive at the automation

percentage.

2.

In the CSV file, all the ticket variations with Similarity score greater than 0.6 can be considered as potential

Click Download PDF to download the pdf report or click Download CSV to download the CSV file. Click Invalid

Ticket Details to download the CSV file which has no valid description for processing.

automation candidates.

5.3

In case you forget the password, please perform the following steps to receive a temporary password:

User Guide

Forgot Password
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1.

2.

3.

User Guide

Launch the web browser and provide the HCL iAutomate Web Portal URL.

HCL iAutomate

Welcome Back

Sign in to stay updated on your SaaS based data
analysis

| |

Forgot password?

New to iAutomate? Register Now

Figure 56 - SaaS based Ticket Analysis — Sign In Page

Click on the Forgot Password link.

Forgot Password

Please enter your registered
email

¢ Back

Figure 57 - SaaS based Ticket Analysis — Forgot Password

Enter the registered Email ID on which the temporary password will be sent.
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54

Forgot Password

Please enter your registered email

¢ Back

Figure 58 - SaaS based Ticket Analysis — Forgot Password (Cont.)

Click Submit.

A temporary password will be sent to the registered mail id. Please use that password to login into iAutomate.

Change Password

To change the password, perform the following steps -

1.

2.
3.

User Guide

Launch the web browser and provide the HCL iAutomate Web Portal URL.

HCL iAutomate

Welcome Back

Sign in to stay updated on your Saa$S based data
analysis

| |

Forgot password?

New to iAutomate? Register Now

Figure 59 - SaaS based Ticket Analysis — Sign-In Page

Enter the Email Id and Password and click Sign in to login.

Expand the panel on the top right corner and click on Change Password.
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SAAS_Analysis

User Role

Change Password

Logout

Figure 60 - SaaS based Ticket Analysis — Change Password

4, Enter the User Email, Old Password, New Password and Confirm Password details.

Change Password

User Email * 0Old Password *
New Password * Confirm New Password *

Cancel

Note:
« Password must contain at least 1 capital letter, 1 small letter,] number and 1 special character and 8-15 characters length. Space not allowed
« Only!@#3,% Special characters are allowed.

Figure 61 - SaaS based Ticket Analysis — Change Password (Cont.)

5. Click Submit. A confirmation message is displayed.

Alert X

Your Password has been reset successfully,please login again to verify.

Figure 62 - SaaS based Ticket Analysis — Change Password (Cont.)

6. Click OK and the user will be redirected to the Sign in page.

User Guide
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HCL iAutomate

Welcome Back

Sign in to stay updated on your SaaS based data
analysis

| |

Forgot password?

New to iAutomate? Register Now

Figure 63 - SaaS based Ticket Analysis — Sign in Page
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6 Support

For any additional queries, please reach out to us at iAuto-Product-Supp@hcl.com.

User Guide
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