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Overview 

With the release of HxGN EAM Facilities Edition, we introduced the capability of integrating to Infor 
Intelligent Open Network (ION) Cloud Edition product. This paper describes HxGN EAM Facilities 
Edition integration with Infor ION product and demonstrates how to enable it to send BODs to ION 
CE and create monitors flows for activity deck as well.  

HxGN EAM Facilities Edition integrates with ION CE with these Business Object Documents. 

1 MaintenanceOrder 

The MaintenanceOrder BOD is pushed to ION when a work order is created or updated in HxGN 
EAM. 

2 CustomerCall 

The CustomerCall BOD is pushed to ION when a service request is created or updated in HxGN 
EAM. 

3 AssetTrackingDataForEventLog 

The AssetTrackingDataForEventLog is pushed to ION when an event is logged on a service 
request. 
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Enabling EAM Connection Points in ION CE 

1 EAM connection points in ION CE will be created by the CloudOps team. 
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2 On the Documents tab for EAM partner in ION, add the following documents: 
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Creating Document Flow and Monitors in ION CE for 
EAM 

1 Create a Document flow in ION with EAM publishing BODs to ION. This will ensure the ability to 
create monitors for all the BODs published to ION as in step 2 above.  

2 Go to the Document Flows screen in ION and click Import. 

3 Select the EAMIONDocumentFlows.xml file (under the IONDocumentFlows folder in ISO) and 
click OK. 

4 See Appendix B for document flow details. 
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5 Create Monitors in ION as needed. You can use the CsFacilityMonitors.xml file to import 
example monitors. See Appendix A for example monitors details. 
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Creating Email Templates in ION CE for EAM 

Emails are sent out for every service request created in the system which has a primary email 
address defined. The monitor used for this event is called NEWSREMAIL. A default email template 
has been provided on the ISO under the folder IONEmailTemplates.  

1 To import the provided template, log on to ION. 

2 Select ION Configure > ION Service. 

3 Select the Upload Updated set of Templates option and browse to the 
CSFMEmailTemplates.zip file. 

4 Click OK. 
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Activating ION CE partner in EAM 

1 In EAM, go to the Databridge Partner Screen and activate the ION partner. 

2 Specify this information: 

Partnerid: the FULL logical id of the partner created in ION. 
HxGN EAM User ID and HxGN EAM Password: the user ID and password for a user that has 
access to HMS with connector rights and access to all properties that are part of integration. 
Address: the jdbc address for the database. For example, jdbc:sqlserver://EAM2012-
DB:1433;DatabaseName=EAMCSFACILITY 
Login ID and Login Password: the database user and password to connect to the schema 
setup on the address field. 
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3 Go to Databridge Partner > Subscriptions to enable Events as required. 
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 Appendix A: HxGN EAM Facility ION CE Monitors 

CSFMRESCL – Service Request Escalation Events 
Scenario: Customer calls Call Center and wants to escalate to Service Request.  

Message: New [EventTypeDescription] Event received for SR: [SRCode]. Notes: [Note] 

Alert Conditions: 

• Service Request is not closed
• A new Escalation Type Event log is created

NEWSRCRITICAL – New Critical Service Request Created for 
Non VIP Customers 
Scenario: A new Service Request of Critical priority has been created. 

Message: New Critical Service Request created by [Name] for problem code 
[ReportedProblemCode] in [ID]. 

Alert Conditions: 

• New Service Request for CRTL priority created
• VIP Status is null

VIPSRCREATED - New Service Request Created for VIP 
Customers 
Scenario: A new Service Request for VIP Customer has been created. 

Message: New [ProblemPriorityCode] [VIPStatus] Service Request created by [Name] for problem 
code [ReportedProblemCode] in [ID] 

Alert Conditions: 

• New Service Request created
• Customer VIP Status is not null
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NEWSREMAIL - Monitor to send emails to customer for Service 
Request 
Scenario: A new Service Request has been created. 

Message: Thank You [Name] for submitting service request [SRID] with problem code 
[ReportedProblemCode] for [ID]. 

Alert Conditions: 

• New Service Request created
• Primary Email not null
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Appendix B: HxGN EAM Facility ION CE Document 
Flows 

EAMSR2WO – HxGN EAM Service Request to Work Order 
Scenario: A new Service Request has been created. 

Filter Criteria: 

1 Service Request has been added. 

2 Auto Create WO Flag on Service Request is false. 

3 Campus / Building defined on Service Request. 

4 Service Request is not made via online portal (Caller Portal). 

Routing Criteria: 

1 Estimated Cost of Service Request < 300. 

Create Work Order with status as OPEN. 

2 Estimated Cost of Service Request > 300.1 and < 3000. 

Create Work Order with status as FMAR. 
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