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Technical Support

Trapeze provides several ways to connect with the Customer Care team. Please provide detailed
information to the representative. If you are reporting an issue by e-mail, include any error messages,
screen shots of your problem, and steps to replicate the issue.

Customer Care is available Monday through Friday, 8:00 a.m. to 8:00 p.m., Eastern Standard Time.

Toll-Free Telephone: 1-877-411-8727

E-mail: cc@trapezegroup.com
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Product Compatibility
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operating system information, databases, Crystal reports, network protocol, HTTP servers and browsers
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1. Overview

EAM Incident Management can now be integrated with RISC (Risk, Incident, and Safety
Compliance). This allows clients to interact directly with RISC to manage incidents while
integrating with EAM which provides feedback for reporting or performance evaluation to
schedule service requests and maintenance on assets.

EAM and RISC Integrations sync data between systems using 2-way integrations and Data
Services API to keep information up-to-date.

Requirements
o EAM Version 24.1.0 or higher
o EAM API must be installed and accessible

o EAM Data Services API Enterprise License is required for RISC to access API
endpoints

o EAM MAXQueue Package including RISC Integrations — RISC Integration Services must
be installed and enabled
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EAM Application Configuration

2. EAM Application Configuration

Safety Event Management Portal Configuration in EAM

1.

2.

Launch the Setup - Options screen.

Check the Use RISC for Incident Management check box. This feature will not allow
EAM users to make any changes to incidents in the EAM application.

Enter the RISC login URL: https://risc.trapezeapps.com.

Setup - Options 1

Q o 1 Select Filter v
Search | Reload | Sort Select Sort -
Row # Maximum days before today for valid date entry Maximum days after today for valid date entry Account I}
Options
Edit Criteria - Genera
Currency / Sales Tax Edit Criteria - General
Setup
Maximum days from today for valid date entry
More Info Before After

AccountID  REQUIRED

Require account group ID for account ID
Restrict account ID cheicelist based on department supported accounts

Current year Fiscal year end month Reset historical cost fiscal settinqsl
9 Use RISC for Incident Management
—
RISC URL I e

Safety Event Management Portal in EAM

1. Click the Admin button at the top center of the screen.
2. Click the Admin Center button.
3. Click Add New Tab button.
4. Name the RISC tab Safety Event Management.
5. Select the Safety Event Management Portal as the module type.
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EAM Application Configuration

6. Click the Add to Organize Modules Below button.
7. Click Save.

After that, the EAM user can navigate to the Safety Event Management tab and click the Open
RISC Safety Event Management button. This button will redirect the EAM user to the RISC
portal.

(4 Note: If the portal displays the following message: “System not configured to use RISC
Incident Management. Click here to configure”, the EAM user needs to configure the RISC
settings in the Setup - Options screen.

] Messages & Screens [ Reports 8 Admin o
Admin Center
O Enterprise Asset Managr @

Confirm Version
m Work management | Health Check I Asset Configuration
iew Logs

Safety Event Management

Screen Launcher
System not configured to use RISC Incident Management. Click here to configure.

Manage Tabs

|Add New Tab)| e

Tabs:|Home - Z
Work management
Technician Portal
Storekeeper

3 Asset Configuration

Assets

MaxQueue

Tab Configuration and Access Rights

Tab Name: |Safety Event Management | o
[J All Logged in Users All Users
[ ApmIn ) pM cREW
[J RISC INCIDENTS 24 [J RISC INCIDENTS 25
[J sErvICE REQUEST PORTAL [J userseTUP

Authorized Roles:

Show to mobile users? ]
Mobile Tab Name: |

Add Module: Module Type | Safety Event Management Portal v |6
Module Name |Safety Event Management Portal |
@ Add to "Organize Modules” Below
Left Mini Pane Content Pane
=\ Safety Event Managemen -« | &
Y =
Organize Modules: & ad
+
7 7
v |y - %
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EAM Application Configuration

Data Requirements

Users

A user is required for RISC to connect to the Trapeze API. Create a new RISC user for the API
to connect.

User ID  RISC-API-USER RISC APT USER

Basic Info

Name RISC API USER
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3. MAXQueue Configuration

Trapeze - RISC - Incidents - Inbound

The MAXQueue User must enable Timer adapter and commit changes.

MAXQueue User must open the Instance Configuration settings to input configuration values for
the MAXQueue integration.

MAXQueue User must enter the following EAM application credentials:
1. vars.ApplicationUser - Enter username
2. vars.ApplicationPassword - Enter user password
MAXQueue user must enter RISC API credentials:
1. vars.RISCAuthorizationApiUrl - Enter RISC authorization APl URL
2. vars.RISCApiClientld - Enter RISC API client Id
3. vars.RISCApiClientSecret - Enter RISC API client secret
4. vars.RISCApiScope - Enter RISC API scope

5. vars.RISCIncidentApiUrl - Enter RISC Incidents APl URL

Create RISC Incident Attribute:

MAXQueue service creates RISC type incidents and adds an attribute name to it. This attribute
name helps distinguish between RISC type incidents and non-RISC type incidents. The value
can be configured in the Incident Attribute Name field in the Instance Configuration settings. The
default value is RISCSAFETYEVENTID.

The EAM user needs to launch the Incident Attributes screen then enter the Incident Attribute ID
field RISCSAFETYEVENTID or any other field name configured in the Incident Attribute Name
field. This will cause any RISC incident in EAM to have the RISCSAFETYEVENTID value. This
value distinguishes between RISC incident types and non-RISC incident types. When a new
RISC type incident is created in EAM via the MaxQueue service, the EAM user should be able
to find it on the Attributes tab of the Incident Management screen. The Attribute ID and Name
should be RISCSAFETYEVENTID. The Text value field should have the RISC GUID ID.

.....

configuration. This is because the service will ignore any EAM incidents that do not have an
attribute name that matches vars.IncidentAttributeName which means the service will not
delete or update them unless they have the matching attribute names.
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Delete RISC Incident:

EAM does not delete incidents. If a RISC incident is deleted, the MaxQueue service will soft
delete it. It will change the status to the value configured in vars.DeletedIncidentStatus. The
default value is VOID.

The MaxQueue user can change it by opening the Instance Configuration settings. Under
Service Variables, the vars.DeletedIncidentStatus value can be changed.

Change Staging Table Event Type for RISC:

RISC sends data to EAM 's staging table. MaxQueue service parses the data and transforms it
into EAM data. MaxQueue service searches for the Event Key column for the value stored in
vars.RISClIncidentsStagingEventType. The default value is RISCINCIDENTS. If the MaxQueue
user wants to change the event key value, it needs to be done in the RISC environment and in
the Instance Configuration, vars.RISCIncidentsStagingEventType value.

Trapeze - RISC - Service Requests - Inbound

MaxQueue user must enable Timer adapter and commit changes.

MaxQueue user must open the Instance Configuration settings to input configuration values for
the MaxQueue integration.

MaxQueue user must enter EAM application credentials:
1. vars.ApplicationUser - Enter username
2. vars.ApplicationPassword - Enter user password
MaxQueue user must enter the following RISC API credentials:
1. vars.RISCAuthorizationApiUrl - Enter RISC authorization APl URL
2. vars.RISCApiClientld - Enter RISC API client Id
3. vars.RISCApiClientSecret - Enter RISC API client secret
4. vars.RISCApiScope - Enter RISC API scope
5. vars.RISCSRApiUTrl - Enter RISC Service Requests APl URL
MaxQueue user must enter Service Variables for Service Request defaults

1. vars.DeletedSRStatus - EAM Status to apply to Service Requests marked as Deleted
from RISC (ie: Closed)
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2. vars.DefaultShopLocation - EAM Location to apply as the fallback Default Shop Location
if it cannot be retrieved by the Asset or Symptom

Create RISC Service Request:

When RISC sends data to EAM, it is saved in the MaxQueue staging table. MaxQueue service
tries to match the vars.RISCSRsStagingEventType value with the Event Key column in the
table. The default value is “RISCSERVICEREQUEST".

Change Staging Table Event Type for RISC Service Requests:

If MaxQueue wants to change the Event Key value for RISC service requests, it needs to do it in
RISC environment and change the value vars.RISCSRsStagingEventType to match.

Trapeze - RISC - Service Requests - Outbound

MaxQueue user must enable Timer adapter and commit changes.

MaxQueue user must open the Instance Configuration settings to input configuration values for
the MaxQueue integration.

MaxQueue user must enter the following EAM application credentials:
1. vars.ApplicationUser - Enter username
2. vars.ApplicationPassword - Enter user password
MaxQueue user must enter the following RISC API credentials:
1. vars.RISCAuthorizationApiUrl - Enter RISC authorization APl URL
2. vars.RISCApiClientld - Enter RISC API client Id
3. vars.RISCApiClientSecret - Enter RISC API client secret
4. vars.RISCApiScope - Enter RISC API scope

5. vars.RISCSRApiUTrl - Enter RISC Service Requests APl URL

Create RISC Service Request in EAM:

EAM user must add a RISC type Incident ID to any RISC type service request because that is
how MAXQueue service checks if a service request is of RISC type. It checks the parent
incident’s attribute.

Any changes that happen to the service request will be synced with RISC database as long as

the service request has RISC type incident Id.
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Trapeze - RISC - Delays - Outbound

MaxQueue user must enable Timer adapter and commit changes.

MaxQueue user must open the Instance Configuration settings to input configuration values for
the MAXQueue integration.

MaxQueue user must enter the following EAM application credentials:
1. vars.ApplicationUser - Enter username
2. vars.ApplicationPassword - Enter user password
MaxQueue user must enter the following RISC API credentials:
1. vars.RISCAuthorizationApiUrl - Enter RISC authorization APl URL
2. vars.RISCApiClientld - Enter RISC API client Id
3. vars.RISCApiClientSecret - Enter RISC API client secret
4. vars.RISCApiScope - Enter RISC API scope

5. vars.RISCIncidentApiUrl - Enter RISC Incidents APl URL

Create RISC Delay:

All RISC delays must be connected to RISC type incidents. MAXQueue user needs to configure
Trapeze - Incidents - Inbound service before configuring this one.

EAM user needs to launch Incidents - Delays screen. EAM user needs to connect the delay to
the incident by inputting the RISC Incident ID in the Parent Incident ID field. MAXQueue service
will track any changes to the delay.

Trapeze - RISC - Roles - Outbound

MaxQueue user must enable Timer adapter and commit changes.

MaxQueue user must open the Instance Configuration settings to input configuration values for
the MQ integration.

MaxQueue user must enter the following EAM application credentials:
1. vars.ApplicationUser - Enter username
2. vars.ApplicationPassword - Enter user password

MaxQueue user must enter the following RISC API credentials:
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1. vars.RISCAuthorizationApiUrl - Enter RISC authorization APl URL
2. vars.RISCApiClientld - Enter RISC API client Id

3. vars.RISCApiClientSecret - Enter RISC API client secret

4. vars.RISCApiScope - Enter RISC API scope

5. vars.RiscRoleApiUrl - Enter RISC Roles APl URL

6. vars.GroupExternalCategory - Enter RISC group category

Create RISC Role:

MaxQueue service distinguishes between RISC type groups and non-RISC type groups by the
value on the external category field in the User Groups screen. If the value in the field matches
vars.GroupExternalCategory value, any users under that group will be tracked by this
MaxQueue service and Trapeze - RISC - Users.

After launching the User Groups screen, the EAM user must enter the MaxQueue user input for
vars.GroupExternalCategory in the External Category field. The EAM user needs to enter the
External Identifier field into the RISC Role Id as it appears in RISC Roles API.

.....

configuration. This is because the service will ignore any EAM roles that do not have an
external category value that matches vars.GroupExternalCategory which means that the
service will not delete or update users unless they have a user group with external category
matching the vars.GroupExternalCategory value.

Trapeze - RISC - Users Outbound

MaxQueue user must enable Timer adapter and commit changes.

MaxQueue user must open the Instance Configuration settings to input configuration values for
the MaxQueue integration.

MaxQueue user must enter the following EAM application credentials:
1. vars.ApplicationUser - Enter username
2. vars.ApplicationPassword - Enter user password
MaxQueue user must enter the following RISC API credentials:
1. vars.RISCAuthorizationApiUrl - Enter RISC authorization APl URL
2. vars.RISCApiClientld - Enter RISC API client Id
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3. vars.RISCApiClientSecret - Enter RISC API client secret
4. vars.RISCApiScope - Enter RISC API scope

5. vars.RiscUserApiUrl - Enter RISC Users APl URL

Create RISC Users:

MAXQueue service processes changes to user records (create, update, delete) that belong to a
RISC type role. Before using this service, the MAXQueue user needs to configure RISC roles in
MAXQueue Trapeze - RISC — Roles service.

To add a user to RISC, the EAM user needs to add RISC role type to the user by launching the
Users screen and adding a new RISC type group to the Groups Currently Assigned tab. If the
service is running and the User has RISC role listed, any updates to the details in the Users
screen will be synced with RISC Users API.

To remove a user from a RISC group, the EAM user must remove the RISC role from the
Groups Currently Assigned list.
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