Remedy 7 Inbound Emails
Remedy 7 Inbound Emails are processed via a Perl script.  This Perl script conforms to the RFC 2822 or RFC 2045 specifications.  The Perl script performs two general functions: update or close existing Remedy Incidents.   The cases for updating incidents are described below in further detail.  

Creating a Work Log entry via HelpSU Email Replies
Updating Remedy Incidents can easily be done via email.  Follow these steps to insert work log entries into existing HelpSU Incidents:
1. Identify the HelpSU email for which you want to update the Incident.  For demonstration purposes we will be using a HelpSU email notification that was sent to the ITS Application Support Group when the Incident was created:  [image: image1.png]9B a9 )=
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You replied on 6/11/2009 115 PM.

From  Remedy Iebsurenedyapp.stanford.edu] Sent Thu6/11/2009 15 P

To: Jrocha@stanford e

e

Subject_ Web Submisson Confirmation by HelpSU - INCOO0001091442

This is a confirmation of your recent HelpSU Web request:

Requester Name: Jose Rocha
Department: IT Services

Phone Number: (656) 723-9797

Summary: Administrative Applications

Description: Remedy 7 Inbound Email Test. Please ignore.
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2. Click on Reply, and compose the body of your email.  Please note to be careful not to modify the Subject line of your email as the system expects an exact match on the Incident request number. [image: image2.png]\hlk4
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Sublect: |RE: Web Submission Confirmation by HelpSU - INCD00001091442

Dear Customer,
I have received your request and will begin working on it shortly.
)

Cheers,

Jose
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3. Hit Send to deliver your email address.

The following steps are optional, however you may follow the next steps to validate that your email successfully created a work log entry on the Remedy 7 system.  These steps will demonstrate how to validate the Incident update on the BMC Remedy User desktop client, but the same steps may be used for the web client.

1.  Login to the BMC Remedy User tool.

2. Click on the Search button from the Overview Console and select Incident.

3. Enter the Incident ID and hit the Search button: [image: image3.png]#BMC Remedy User - [Incidents (Search)]
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4. The Incident information will be displayed.

5. Click on the Work Info tab.  The Work Info History table will display all of the interactions related with this incident:[image: image4.png]{WarkInfo | Tasks | Assignment | Relationships | Resolution
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6. Select the Working Log entry of your choice and click the View button to verify its contents to validate that your work entry log was successful.

Flow Diagram

The following chart illustrates the process flow for Inbound Email interactions into the Remedy 7 system.
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Emails with “Away from mail” or “via an autoresponder” in the email Subject line are ignored. These transactions are automatically discarded to prevent unnecessary clutter in the Work Info history of the Incident and to prevent recursive loops of the Remedy system emailing the customer and the customer replying with an auto-acknowledgement. 

_1307260300.vsd
Inbound Email


Auto Reply?


Discard Email


Note: Email updates can include 1 attachment per interaction not to exceed a total attachment size of 4 MB.


Update Incident


No


Yes



