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Executive Summary

The Logic phase is where a SmartSuite solution moves from
structure to execution. After planning intent has been defined and
data models have been established, logic translates both into
workflows that actually drive work forward. This phase governs
how records move, when actions are required, how
responsibilities are enforced, and how the system responds as
conditions change. When logic is treated as an afterthought, even
well-planned and well-modeled solutions can become

unpredictable, inefficient, or difficult to trust.

Neglecting best practices in the Logic phase often results in
workflows that feel brittle or opaque to users. Common
consequences include automations that fire unexpectedly,
notifications that overwhelm rather than guide, unclear handoffs
between roles, and integrations that fail silently. These issues
erode user confidence, create operational risk, and increase long-
term maintenance effort, particularly as processes evolve and

usage scales.

The importance of the Logic phase lies in its ability to operationalize intent with precision. Effective logic defines
how work progresses in real terms: who is responsible at each step, what actions are required, when those actions
occur, and what conditions move work forward or hold it back. Thoughtful use of automations, status-driven rules,
notifications, and integrations reduces manual effort while preserving predictability and control. Increasingly, this
phase also includes deliberate use of SmartSuite’s Al capabilities to assist with summarization, analysis, and

decision support, enhancing efficiency without removing appropriate human oversight.

In addition, the Logic phase is often where assumptions are tested and gaps in process design become visible. It
forces clarity around handoffs, timing, and accountability, and directly influences solution reliability, user trust, and
long-term maintainability. This white paper is intended for services consultants, implementation partners, and client
administrators who are responsible for turning structured data into repeatable, supportable workflows. For this
audience, getting logic right is critical to ensuring solutions are not just technically correct, but operationally

executable and resilient over time.
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Why the Logic Phase Matters

The Logic phase is where a SmartSuite solution begins to operate as a system rather than a collection of well-

designed tables. While planning defines intent and modeling establishes structure, logic governs behavior, how

work moves through the process, how responsibilities shift, how conditions are evaluated, and how consistently the

system responds to user actions. This phase focuses on enforcing workflow behavior across real-world scenarios,

ensuring the solution operates predictably once users begin interacting with it.

When logic best practices are neglected or rushed,
the consequences tend to compound quickly. Users
struggle to understand why records behave
inconsistently, notifications become noisy rather
than actionable, and automation gaps force teams
back into manual workarounds such as
spreadsheets or email. Even with a strong data
model, these issues erode trust in the system,
increase operational risk, and undermine adoption

as processes scale.

Issues  ISSUE-126 GO

Third-Party Risk Assessment Finding

Issue Overview Actions Related Records Trends

~ General Information

[] Issue Name - reauiren = Status

Third-Party Risk Assessment Finding Remediation Plan

© Root Cause (Type) Show Tab

@ Process Gap ~

Remediation Plan

[® Issue Description

This issue was identified during a third-party risk assessment ot 313 Remediation Required?

environment. The assessment results indicate potential risk e

controls when measured against internal standards or regulat =+ Add Filter

active incident, it represents a condition that could increase ¢

The importance of the Logic phase lies in its ability
to translate structure into execution. Effective logic
defines who is responsible at each step, what
actions are required, when those actions occur, and
what conditions move work forward or hold it back.
By introducing conditional behavior, automated
routing, and targeted notifications, teams can
handle operational variability without
overcomplicating the experience for every user.
This is also where SmartSuite’s Al capabilities can
be applied intentionally, to summarize activity,
surface anomalies, recommend next steps, or
reduce repetitive decision-making, while preserving

appropriate human oversight

I3 Page Settings
Pagelayout Settings Fields Display Logic  Tabs
Control the visibility of Tabs and Sections with conditional logic

Enable Hidden Fields in Conditions

Tabs

Remediation Plan =

=+ Add Filter Group

Example: Understand how records should display and function before and after submission for review.

= SmartSuite

Setting Your SmartSuite Implementation Up for Success




__Whitepaper

In addition, the Logic phase serves as a practical validation point where assumptions are tested and process gaps
become visible. Reviewing workflow behavior with stakeholders helps refine sequencing, handoffs, timing, and
exception handling based on how the system actually behaves in use. When designed well, logic shifts
responsibility from individuals to the system itself, reinforcing expected behavior, guiding execution, and
maintaining consistency as volume and complexity increase. For this reason, the Logic phase is critical not only for

efficiency, but for long-term reliability, trust, and scalability.

Logic Phase Best Practices

Effective SmartSuite logic is designed for predictability, repeatability, and observability. Rather than relying on
users to remember what happens next, logic should consistently reinforce expected actions, timing, and
responsibility across common and exception scenarios. Well-designed logic reduces ambiguity, limits manual

coordination, and ensures that the system behaves the same way every time similar conditions occur.

Validate Design Automations Anchor Logic
. =" g - . g
Workflow Behavior to Reinforce Process with State Changes
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Validate Workflow Behavior Before Scaling Automations

Even when workflows have been carefully planned and modeled, logic should be validated against how work actually
executes. Revisit workflow steps with stakeholders to confirm sequencing, handoffs, and timing now that the system
is operational. This ensures Logic reflects real execution paths rather than assumptions, and prevents fragmented

automations from emerging in isolation.

4-.-..-..-..-.

Design Automations to
Reinforce Processes (Not
Obscure Them)

Automations are most effective when they
handle routine, high-volume actions, such as
updating fields, assigning responsibility,
recording timestamps, initiating downstream
steps, or generating historical records. Logic
should support users without hiding what is
happening behind the scenes. If users cannot

understand why an action occurred, the

Anchor Logic with Clear
State Changes

automation is likely doing too much or acting at

the wrong point in the workflow.

Logic should be driven by explicit changes in

a record’s state rather than by loosely

coupled triggers. To that end, status fields,

T mmsmmmmmmsmmsesmmsmsoeseseooe- > key dates, and other defined conditions
provide a reliable backbone for workflow
behavior, allowing automations, notifications,
and integrations to respond consistently as
work progresses. When state changes are
clear and intentional, workflow visibility
improves, and unintended side effects are

reduced.

- .
SmartSuite Setting Your SmartSuite Implementation Up for Success




__Whitepaper

Exception Expired -+ @D

When

this happens

= = Whenarecord matches a condition

xception Requasts

Then

do this
Actlon

= Update records

+ Add Action

Automation Time Zone: CST & History @

Trigger Settings
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Is - £ Today x
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Example: Exception Expiration Date is a key date, and Status is another driving state indicator,

= SmartSuite

which work together to trigger changes.

Establish a Consistent Communication Strategy Within the Workflow

Decide when communications should be delivered via email, versus in-platform communication centers,
versus other platforms via integrations. Then, standardize this approach across the solution.

Consistency reduces noise and ensures users know where to look for actionable information

-

Treat Notifications and Escalations as Signals (Not Background
Noise)

Notifications should be purposeful and tied to moments that require attention or action. Escalation logic should focus
on exceptions such as stalled items, missed deadlines, or elevated risk conditions, and be role-based rather than
broadcast indiscriminately. When every notification and escalation matters, users are more likely to trust and

respond to SmartSuite communications.
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PHASE 6

Design Integrations with Visibility and Ownership

Integrations should be treated as part of the workflow, not external side effects. Define what data is
exchanged, what happens when integrations fail, and who is responsible for monitoring and resolution.
Logic should surface integration outcomes clearly so failures do not silently undermine process

integrity.

v

PHASE 7

Apply Al Capabilities to Reduce Cognitive Load (Not Governance)

SmartSuite’s Al capabilities are best used to support human judgment through summarizing activity, highlighting
anomalies, or suggesting next actions, rather than replacing decision points altogether. Al should operate naturally
within defined workflow logic, increasing efficiency and insight while preserving transparency, control, and

accountability.

Issues  ISSUE-098 ‘ @ e eee X

Issue identified in WKP-001 - Operations | Manufacturing - 2025 Operational
Efficiency Audit

Issue Overview Actions Related Records

~ Al Suggestion

& Issue Response Suggestion R Button

Remediation

I: Issue Response Suggestion Rationale

The remediation was suggested because the audit found a system misconfiguration that is causing process inefficiencies,
weakening controls, and leaving documentation gaps, which together represent a high operational risk. Corrective action is needed
to reconfigure the system, reinforce controls, and update documentation so the mitigating control can be validated during the
planned follow-up and compliance restored.

Example: Enable Al Agents on ‘Suggestion’ fields that are clearly marked and separate from those that
represent end results to reduce cognitive load of the Reviewer without replacing them altogether.
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Common Logic Pitfalls

Logic failures rarely present as obvious configuration errors. More often, they surface as user confusion,
inconsistent behavior, or quiet workarounds that undermine the system over time. The following pitfalls are
common when logic decisions are made without sufficient attention to execution clarity, scale, and user

understanding.

Lack of Understanding
Around Automations

Without a clear understanding of when to
use record-triggered automations,
scheduled logic, or Al-assisted actions,
teams often apply tools inconsistently. This
can lead to unpredictable behavior,
conflicting updates, or logic that works in
testing but fails under real usage patterns.
Logic design requires not just configuration
skill, but fluency in how different

automation types behave at scale.
When

this happens

. + Add Trigger
How to Avoid It:
ReVieW the purpose/ triggers/ and beha Vior Trigger is an event that forces an automation to
. e execute.
of each automation type before ICA—
implementation to ensure consistent and EEMIRLITIIE'Y 0ctoctouerts and iniite automated
predictable outcomes. ¥ When a record matches a condition

@ When arecord is created
# When a record is updated
<d When a form is submitted
Bl At ascheduled time

® When a button is clicked

@» When webhook is received

& Microsoft Outlook >
M Google Gmail >
Temmmmmmmssmesnoneee > Example: Review Automation Triggers and

Actions before implementing
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Automating Too Much, Too Early, and Burying Business Rules

One of the most frequent mistakes teams make is attempting to solve process complexity by
embedding too much logic directly into automations. When workflows are over-automated (especially
before users clearly understand the process) critical business rules become hidden inside triggers and
actions rather than expressed through visible data states, required fields, or lifecycle stages. This
makes workflows harder to understand, test, and maintain, and leaves users confused about why
records change, who is responsible, or what action is expected next. Effective logic uses automations
to reinforce clearly defined process design, not to compensate for missing structure or obscure how

work is meant to flow.

How to Avoid It:
Use automation to support clearly defined workflows, not to replace visible business rules, and confirm

that process logic is understandable without relying solely on

Insufficient Safeguards in Trigger Conditions

Logic is only as reliable as the conditions that activate it: to that end, trigger conditions should do more
than simply detect when something changes, they also actively prevent logic from firing at the wrong
time or more often than intended. A common mistake is defining triggers based on a single event or
field update without layering additional safeguards, such as checking whether a related field is empty
or a status has already been reached. Without these protections, automations can fire repeatedly,

prematurely, or in situations where no action is actually required, potentially overwriting data.

How to Avoid It:
Layer conditions and validations on all triggers to prevent logic from firing unintentionally or multiple

times.

- .
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Notification and Signal
Fatigue

When notifications are treated as a default
output of logic rather than a deliberate
signal, users quickly learn to ignore them.
Excessive emails, alerts, or mentions dilute
urgency and reduce responsiveness.
Notifications should be reserved for
moments that require attention or action,
with escalation logic focused on

exceptions, not routine workflow activity.

How to Avoid It:
Reserve notifications for critical actions or
exceptions and use escalation logic

strategically to avoid overwhelming users.

Insufficient Testing &
Validation

Logic that has not been thoroughly tested
across realistic scenarios will fail in
production. While testing should include
common paths it must also account for
exceptions and edge cases. Without
deliberate validation, logic gaps often
surface only under real usage, leading to
inconsistent behavior, missed actions, and

increased operational risk.

How to Avoid It:

Test workflows under realistic scenarios,
including edge cases, before deployment to
ensure logic functions as intended across all

conditions.

Defaulting to Automations Instead of More Suitable Solutions

Not every field update requires automation. Teams sometimes rely on automations to populate values

that could be derived dynamically through calculations, or conversely, automate values that are best

entered manually based on user judgment. Introducing automation in these cases adds unnecessary

complexity and timing dependencies. Understanding when data should be calculated, manually

populated, or explicitly written and updated by automation helps keep workflows responsive, reduces

maintenance overhead, and avoids unintended execution loops.

How to Avoid It:

Evaluate whether calculations, formulas, or manual inputs could achieve the same result more simply

before adding automation.

= SmartSuite
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Issues  ISSUE-098 @ A O Q@ - X

Issue identified in WKP-001 - Operations | Manufacturing - 2025 Operational
Efficiency Audit

Issue Overview Actions Related Records

v Actions

Fx Any Related Actions Open? % # of Open Related Actions

Yes - Open Actions a

3- Related Actions

Title Action Owner Due Date Status
1 Establish an Innovation Team ﬁ Preston Gillum @ Dec 30, 2025 - Ja...
2 Implement Proactive Communicatio... ' Brian Dollen ® Dec 8, 2025 —» Dec ...
3 Enhance Reporting and Documentati... l Brian Dollen ® Jun 3,2025 - Jun ...

Example: Use a formula or a count field to check for any open related Actions,
rather than relying on Automations.

Lack of Ownership & Change Visibility

When logic is treated as “set and forget,” failures and unintended changes can quietly undermine a
solution. Automations and integrations may break due to permission updates, schema changes, or
external system issues, yet go unnoticed without clear ownership or monitoring. Compounding this risk,
logic updates made without visibility into what changed, why it changed, or how to revert it can
introduce instability and confusion. Every logical control should have an identified owner, a defined
approach to monitoring and validation, and a disciplined method for managing changes, especially in

environments where multiple teams or compliance requirements are involved.

How to Avoid It:
Assign clear ownership for every automation and integration, implement monitoring, and document all

changes with a formal update and review process.
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Poor Al Prompt Design and
Context Management

Issue Response Suggestion X
As Al is introduced into workflows, poorly @ Single Select Al Fiald Agent - e
constructed prompts or insufficient record

Settings Al Field Agent Defaults Help Text
context can produce incomplete,

Enable Al Field Agent aD
misleading, or inconsistent outputs. Teams
often provide minimal instructions or Mk
. . @ Default (GPT 5 Mini) -
incomplete record context, leaving Al
lacking the information needed to Instriiplions
B I U s = Ao 66 = IS [+]

understand the full scenario and the
You are analyzing an Issue record from Source = . Review the

intended outcome. Without deliberate

following information and suggest the response type:

prompt design and sufficient data,

Issue Name x

|neffeCt|Ve AI OutputS are inevitable, Root Cause (Type) x

Impact x

reducing trust and limiting their usefulness

Risk Response *

as decision-support tools rather than lsstisDeseriplion, &
meaningful workflow accelerators. Cancal

Example: Notice how the Al field agent’s prompt references
key record fields and provides clear guidance on how the
How to Avoid It: model should respond.
Provide complete record context and

A
carefully structured prompts so Al outputs
are accurate, relevant, and actionable within
workflows. ';'

Compliance Rating (Al) X i
© Single Select Al Field Agent - o '

Settings Al Field Agent Defaults Help Text

Enable Al Field Agent
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High Level Logic Checklist

The checklist below helps validate workflow logic prior to launch, including trigger conditions, exception handling,

and runbook ownership for ongoing support.

Checklist Item

Confirm Roles &
Responsibilities at each
Workflow Step

Validate Action Timing
and Sequence at each
Workflow Step

Confirm State Changes
that Drive Workflow

Movement

Validate Exception and

Escalation Paths

Confirm Notification
Strategy and Delivery

Channels

Review Trigger
Conditions and

Safeguards

= SmartSuite

Description

Validate who is responsible for taking action at each
stage of the workflow, including stage owners and any
secondary roles. Ensure responsibility is unambiguous

and consistently enforced by logic.

Review when actions are expected to occur and in what
order. Confirm that logic supports correct sequencing,
prevents premature progression, and does not allow

steps to be skipped unintentionally.

Identify which field changes (e.g., status updates,
approvals, date entries, lack of action) move work
forward and ensure these state changes are intentional,

visible, and consistently used across logic.

Confirm how the workflow handles stalled items, missed

deadlines, failed integrations, or elevated risk conditions.

Ensure escalation logic is reserved for true exceptions.

Review when notifications are sent, to whom, and
through which channel (email vs in-platform vs
integration). Ensure notifications are actionable and

aligned with user expectations.

Validate that all automations and notifications include
appropriate safeguards (e.g., conditional checks, empty-
field validation, one-time execution controls) to prevent

repeated or unintended firing.

Benefits

Ensures accountability is
clear to all involved users
and prevents ownership

gaps and stalled work.

Ensures workflows
progress predictably and
reduces rework caused by

out-of-order execution.

Improves workflow
transparency and reduces
confusion around why

records advance or stall.

Ensures issues surface
quickly without
overwhelming users with

routine alerts.

Minimizes alert fatigue and
ensures users respond
appropriately to system

signals.

Prevents duplicate actions

and overwriting of data.

Setting Your SmartSuite Implementation Up for Success
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Checklist Item Description Benefits
Execute realistic scenarios across standard workflow Identifies logic gaps,
paths, known exceptions, Al-assisted steps, and unreliable Al behavior, and
Test Common Paths, ) ) . ) ) ) ) ) )
. integration touchpoints. Validate that automations fire as integration failures before
Exceptions, and Edge i . . . .
. expected, Al outputs are appropriate given available launch, reducing production
Cases Across All Logic ) ) o ) )
context, and integrations succeed or fail visibly under issues and protecting user
real conditions. trust.
) Validate that major logic drivers like automations and Reduces operational risk as
Confirm Change ) ) )
. integrations have clear owners, and that logic changes workflows evolve and
Visibility and Readiness ) ) ) )
can be tracked, reviewed, and communicated post- multiple contributors are
Post-Launch
launch, with awareness of downstream impacts. involved.
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Logic Use Case Example: Issue & Action Tracking

In the Issue & Action Tracking workflow, automations assign action owners, enforce stage-based requirements, and

escalate overdue items, while adhering to standardized trigger and notification rules.

Logic Configuration

When an Issue Source (e.g., an assessment) meets
defined criteria (e.g., incorrectly answered question),

create and assign a related Issue record.

When an Issue is created, enable Al field agents to
generate a draft issue response and supporting rationale
based on the Issue context, preparing the record for

human review and decision-making.

When the Responsible Party clicks a button to submit the
Issue for review, update the Issue’s Status to ‘Pending

Review’.

After an Issue’s response strategy has been approved,

create related Action records based on the Issue context.

When an Action record is created, assign the Action

Owner based on the related Issue’s Analyst.

When the Remediation Due Date is approaching, notify the
Remediation Owner that they must submit an update to

their Remediation Plan.

When an Action’s Due Date has passed, and the Action
remains open, update the Action’s Status to ‘Overdue’ and

notify the Action Owner and their manager.

= SmartSuite

Benefit

Ensures issues are captured consistently at the point of
identification and routed to the appropriate owner,

reducing missed issues and manual triage.

Reduces drafting effort while providing structured,
context-aware input that supports consistency and
accelerates review without removing human judgment or

accountability.

Ensures Issue status changes are driven by explicit
workflow actions rather than manual edits, improving

accuracy, consistency, and process visibility.

Accelerates downstream workflow creation while ensuring
related records are populated consistently and aligned to

the originating Issue.

Ensures ownership is established immediately without
manual intervention, reducing delays and preventing

unassigned actions from stalling remediation efforts.

Reinforces accountability through timely reminders while
standardizing when and how updates are requested,

reducing last-minute escalation and follow-up.

Enforces escalation paths for missed commitments,
promotes timely resolution, and provides management

visibility into execution risk.

Setting Your SmartSuite Implementation Up for Success
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Logic Configuration Benefit
When an Issue requires an exception, create a draft Reduces manual effort by automatically carrying Issue
Exception Request record populated with key Issue information into the Exception Request, minimizing
details. duplicate data entry while maintaining consistency and

traceability.
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Conclusion: From Structure to Execution

The Logic phase is where a SmartSuite solution comes to life. By translating plans and data models
into workflows, automations, notifications, integrations, and Al-assisted actions, teams ensure that
work progresses predictably, consistently, and at scale. Decisions made during this phase directly
influence efficiency, reliability, user trust, and the overall maintainability of the system. Skipping or

rushing this step can lead to brittle processes, user confusion, and costly rework downstream.

When approached with discipline, Logic enables SmartSuite to guide execution rather than rely on
manual oversight. Clear workflow behavior, layered automations, strategic notifications, and
thoughtful integration design allow teams to handle exceptions gracefully, reinforce accountability,
and reduce cognitive load on users. With these controls in place, solutions become not only

operationally executable but also resilient, scalable, and trusted by both users and leadership alike.

al
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