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= ElCommunicating With Reps and Customers

In addition to chat, knowledge entries, and automated email notifications, iSupport® includes several features for
communicating with and providing information to support representatives and customers. You can enable these
features as needed:

Broadcast messages can display to all support representatives or to support representatives in selected
groups. See “Sending a Broadcast Message” on page 2.

ﬁ Alerts, desktop notifications, and headlines can display in the Notification Center on the Desktop. See
“Creating Alerts and Desktop Notifications” on page 2.

.l.. Header text and images can display in the top frame of the Desktop. See “Creating Header Text and Images”
on page 4.

Eh Headlines can display in a desktop notification or view on the Desktop and mySupport portal. See “Creating
Headlines” on page 4.

@ Frequently asked questions (FAQs) (informational documents in question and answer format) can display on
the mySupport portal and in views on the Desktop. See “Entering FAQs” on page 8.

EEI News feeds that contain discussion posts (entered via news feeds on the iSupport Desktop and mySupport
portal) and/or entries for work item updates. See “Configuring News Feeds” on page 10.

‘= Tutorials with a series of steps, each with an 800x600 image and tags that a user can click to display an
additional screen of content, can be configured for display to support representatives and customers. “Configuring
Tutorials” on page 14.

éﬁ- mySupport portals enable customers to submit and view work items, create discussion posts, chat with
support representatives, search for knowledge entries, and view PDFs, reports, charts, headlines, FAQs, and more.
See “mySupport Portal Informational Options” on page 20.

L= LinkedIn and Facebook linked account functionality can be enabled for the mySupport portal, and Facebook
integration can be configured for the Facebook Monitor Desktop component. Twitter notifications can be sent to
customers and problems (Service Desk Edition) and headlines can be published to Twitter. See “Integrating with
Social Media” on page 21.

E Support representatives can send correspondence and utilize templates that can be configured to include
defaults and field values when the email is sent. You can create Others to Notify lists of people that are not directly
involved to be sent event notifications and other correspondence, and create a personal contact list of customers
that will display by default when type ahead is used in the address fields in the Correspondence screen. See “Using
iSupport's Correspondence Functionality” on page 23 for more information.

F You can use the View Subscription feature to send an email with an attached file of exported view data to
configured recipients on a schedule; support representatives can also configure view subscriptions via the
Subscription 3 icon in the View component on the Desktop. “Viewing and Creating View Subscriptions” on page 31
for more information.

5, iSupport's Mass Mailing Approvals feature requires approvals on any correspondence sent from a customer
view. The Mass Mailing component includes correspondence that is awaiting approval or has been rejected by an
approver. See “Configuring Mass Mailing/Approvals” on page 31 for more information.
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= You can configure integration with Google Calendar, Google Meet, Microsoft Outlook, Zoom, and Microsoft 365
Teams to display an icon in the Incident screen for initiating a meeting. See “Configuring Calendar and Meeting
Integrations” on page 33.

’J You can configure integration with Twilio for sending iSupport notifications to support representatives via SMS
(Short Message Services) messaging. See “Configuring Twilio Integrations” on page 41.

Sending a Broadcast Message

Broadcast messages appear to all support representatives or to support representatives in selected groups via the
Send Broadcast option on the Desktop Create menu. Support representatives will need to individually close the
message window.

Broadcast X Eroadcast Meszage
Message
Dheap e Flaen 2:07 PH
Printar down in Accounting deparment E-': Printer dower in &ccounting departrment

To All Connected Reps

All Connected Reps (3)
To Rep Groups with Connected Reps
I:l Support (1)
|:| Applications (2)
|:| Quality Control (1)
[T Metwork (1)

OK

Broadcast

Creating Alerts and Desktop Notifications

Use the Notification Center E icon to display a list of notifications configured via the Rules, Alert Designer, and
Headline screens. Options on the Desktop Notification Center tab in Preferences (accessed by clicking the avatar/
login) determine whether or not an entry will appear as a popup or list entry and the maximum number of entries
that should appear in the list at one time. An example of a desktop notification popup is shown below:

i) 0 D B @ Q &
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An example of the dropdown is shown below.

otification Cente
e Alert (1)
Excessive Emergency Incidents w

30 minutes ago

[@E Headline (1) x
Systern down this weekend x
17 hours ago

A Incident [1) ®
New Emergency Incident x

FEIEDES115A

2 NOUTE 30

B Ssurvey (1) x
Survey Submission Received 3
How'd Ve Do?

2 NoUrs aga

Select the Notify - Desktop rule action Desktop Notification in the Rules screen as shown in the example below:

Configure Actions

- Belect Recipients — E| — Select Support Reps — E| — Select Support Groups — E| Mew Assignment
Approvers X White, Bamy X Trainers x
Azzignes x

Alerts display when a view field reaches a certain threshold; select Yes in the Alert via Desktop field in the Alert
configuration screen to enable it. Note that alerts are evaluated on the schedule of the Alert agent.

Step 1. Select a Starting Chart Step 3: Configure Alert Parameters
or View
Alert Trtle Excessive Emergency Incidents
View All Incidznts by Assignes, 51 =
Chart B Comparison Type Greater Than L
Step 2: Select a Value to Threshaid
Monitor
Reinstatement Interval 0 Hr(s)
Aszignee
Status ] Min{s)
4 Priority
Current Value 4 Incidents
Envargescy
High
Alert via Desktop ﬂ Off
Lo
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Creating Header Text and Images

Use the Options and Tools | Customize | Dashboard Settings screen to enter text and images to appear at the top of
the Desktop page between the Desktop Create icon and the Profile avatar/name. You can format the text and include

images via the text editor toolbar.

Primary
Color

-

Allovwved in Glokbal
Zearch

Secondary
Color

Allevved Dashboard
Campanerts

Tertiary
Color

-

Bl -

Use
Gradients

Header Text

Font Colar

Fomt Color

Fomt Color

Det

Dt

Def

| E Health I

nsurance Farms Due On Friday

The text will appear as shown in the example below.

Creating Headlines

You can create informational headlines for display in a desktop notification or view on the Desktop and mySupport

portal.

All Active Headlines = 4+ ™ view Towr
Actions =

[0 Expire Date Headline Details

[0 L2015 System Maintznance Will Be Perfformed on 5. The netwark will not be accessilble at that...
[0 1252009 Company Heliday Party Scheduled for Decm...  The company heliday party will be at the...

QT

Audience

Support Reprasentative and Customer

Support Representative and Customer

Headlines that are enabled for display to customers can be included on a mySupport portal via a view in a

component, feed, or navigator link. The navigator link is shown below.

E\ @ Staff

Expand All | Collapse Al
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Entering Headline Basics

To access the Headline entry screen, select Headlines under Create on the Desktop menu.

H & @ U [E e

Sawve Saveand Ext Print  Delete MNew Headline Previous leat

File Actions Mawigation
Basics History Group Access Associated Waork ltems
Created On: /872018 2:55:56 PM
Expires B | 1/31/2024

Available to Customers: m
Show In mySupport m

Motification Center:

Muotification Center m

Popup Enabled:

Muotification Center Systern Maintenance on Saburday
Message:
Available to Support Reps: m

Show In Desktop m

Motification Center:

Message:

|Sy5terr| Maintenance Will Be Performed on Saturday 6am-3m

Details

| The network will not be available at that time.

Expires - Select the day on which the headline should no longer display. (The headline will not display on this day.)
Available to Customers - Select Yes to enable display of the headline on a mySupport portal.

Available to Support Reps - Select Yes to enable display the headline in views and in the Notification Center, and in
a popup on the Desktop.

Show in Desktop Notification Center - Select Yes to enable the headline for display in the Notification Center
list and popup.

Notification Center Popup Enabled - Select Yes to display the headline in a popup as shown in the example
below:
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An example of the dropdown is shown below.

Incident Counts Discussions Motification Center

[E¥ Headline (1) v

System Down Sat Mar 4 L

Hnuce ago

Desktop Notification Message - Select Yes to display the headline in the list of notifications accessed via the
Desktop Notifications E icon.

Message - Enter the headline to display on the Desktop and/or mySupport portal. You can use HTML tags to format
the text.

Details - Enter additional information to display on the Desktop and/or mySupport portal.

Viewing History

Use the History tab to view notations on all headline actions.

Basics History Group Access
B O
iE Barry White - Set Audience To: Support Representatives and Customers
January 02 &t 255 FM - Set Expiration Date To: 1/1/2019
expand - Set Headline Message To: System Maintenance Will Be Performed on Saturday Sam-2m
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Restricting Access

Use the Group Access tab to restrict display of a headline to members of support representative and customer
groups. Click the Add link to display the following dialog for selecting the groups. After you add one or more groups
and save, the headline will display only to members of the selected groups.

H & &0 B e

Sawve Sawveand Ext Print Delete Mew Headline Previous Jaxt

File Actions MNawigation

Basics History

Basics History Group Acoess

'@' Select Support Rep Er:}upfs-l:::l Select Customer Groups

D Administrators Administrators group crested during application install.
D Hardwiare Repair Employess that have the skils to repsir hardwiare

Associating Work Items

Use the Associated Work Items tab to associate an existing incident or problem with the headline.

H & @20 B e

Save Saweand Ext Print Delete Mew Headline Previous et

File Actions MNavigation

Basics History Group Access Associated Work ltems

Disassociate | Add Existing Refresh
Date Opened a

B Number Customer Assignee Status Priority
Medium TIMT2010 11:54:13 AM

HEHCG52438 necident Gale Locke Barry White Closed

* Denotes Source Work ltem

Publishing to Twitter

The Twitter® @ icon will appear in the Headline screen if you have the Publish to Twitter permission and a Twitter
application has configured; when clicked, the Publish to Twitter dialog will appear with the contents of the message
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and details (for headlines) or the short description (for problems). If multiple Twitter applications have been created,
you can select the account to which the headline or problem should be published.

Message:

System Maintznance Will B2 Performed On Ssturdsy Sam-3pmm

See “Integrating with Social Media” on page 21 for more information.

|

Entering FAQs

Frequently asked questions (FAQs) are informational documents in question and answer format on the Desktop and
mySupport portal. You can create topics to sort FAQs.

All FAGs by Topic - |[H

QY

Export ctions ¥

I Administration {2) |:| Question

Answer
] sortuare ()|

|:| Where are the company-wide software application installers?

Installers for company-wide software applications

Customers can view frequently asked questions if you add a link on the mySupport portal.

What are the Technical Support department hours?

Technical support (by phone or chat) is available Monday through Friday &am-Spm Pacific
Standard Time.

When is the company holiday party held every year?
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Completing the Basics Tab

To access the FAQ entry screen, select FAQ under Create on the Desktop menu.

H &

Save Save and UClose

File
Basics History Group Access
Topic Softw El mySupport Portals:
Software
mySupport - Administration -
~ El mySupport - External
Paosition:

Available To: Support Representatives

Customers N

Question:

|Where are the company-wide software application installers?

Answer:

Instzllers for company-wide software applications such as Microscft Office and Adcbe Reader ars on the Admin server in the Installers
directory.

Topic - Select the topic under which the FAQ should be displayed. If you select None, the FAQ will appear at the top of
the FAQ topics.

To enter a new topic, click the Topic link. In the Manage FAQ Topics dialog, click the Add link. Use the Position field to
select the row number for the position of the topic; row one will be listed first, row two will be located under the first
row, and so on.

&dd Delets

I S
O = |1 Administration

|:| | 2 Gl Softwiare

Available To - Select one or both of the following: Support Representatives to allow the frequently asked question to
display to support representatives on the Desktop. Select Customers to allow the frequently asked question to
display to customers on the mySupport portal.

mySupport Portals - Select the configured mySupport portals on which the frequently asked question should
appear.

Question/Answer - Enter the frequently asked question and answer to display to support representatives and/or
customers.
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Viewing History

Use the History tab to view notations on all FAQ actions.

Basics History Group Access
B
= Barry White - Removed from mySupport Portals with access: hitp:/ftest.com.
15 minutes age - Added to mySupport Portals with access: http://csdoc/user.
expand - User Browser:

Restricting Access

Use the Group Access tab to restrict display of a FAQ to members of customer groups. Click the Add link to display
the following dialog for selecting the groups. After you add one or more groups and save, the FAQ will display only
to members of the selected groups.

Basics Hiztary Group Access

Restricted to the following groups:
Add Rermove

H & =@ U0 B L g

Szve  Saveand Exit  Print Delebe  New F&3  Pravious  Mext

Filz Actions Mavigaticn
Basics History Group Acosss
Select Customer Growps:
Name h Contains b * Search Show All

Search within results

B rame - Description

O Accounking Members in the Accounting deparbment
[ Administrators Members of the Administration team
O Adobe Users Customers using Adobe products

Configuring News Feeds

The News Feed = = component contains feeds that can contain discussion posts (entered via news feeds on the
iSupport Desktop and mySupport portal) and/or entries for work item updates. See the online help for more

iSupport Software
Page 10



information on each option.

News Feed o HFEx
Support Discussion/Incidents ¥ f Create New Post
Auto Refresh On &8
\ Barry White « 2 minutes ago » Sowrce:  Hardware Support |('~a 0 = T
:’ Hey everyons, the printer in Acoownting is down - use the Sales printer 25 2 workanound, |E
Rephy
- Discussion posts
Steve Johnson = 3 minutes ago » Sowrce:  Hardware Support .{ﬂ n__a =
Is anyone elbbe having touble printing with the Accounting printer?
Rephy

Slow performance on employes workstation, Work item entry

‘a Incident D8JASES5656 » Updated 4 minutes ago

Update Customer Work History = View all 3 entries

\ Barry Whits « 4 minutes ago
E - St Priceity To: Medium - Set Status To: Open - Set Customer To: Steve Johnson - Set
Category To: Administration - Bxisting Employes - Workstation - Other - Set Assignee To:
Barmy Whilte - Set Growp To: Administrators - Set Desoiption To: Slow performance on
emplryes workstation, - Set Service Contract To: None - Set Compamy To: LBLSoft, Inc, il

Select " Create Feed in the News Feed component dropdown to create a news feed. The Configure dialog appears;
use the fields in the top half of the dialog to configure display options.

Window Titke: MNews Fead

Show Headar: Yes

Showr Border! | es

Refresh T","FEI |§| Auto I:::I Timed

Active! | Yes

Displzy Mame:  Hardware Support

List Linder: Hardware Repsir

- My Mame

Crptions: Administrators
Applications
Development

Enable the Discussion Posts section in the Configure dialog to include discussion posts in a news feed. If you do not
have Discussion Feed Administrator access in your Support Representative Profile record, use the Discussion News
Feeds field to include entries in other shared discussion-only news feeds.

Orplicns:
ptio Discussion Posts
Discus=sion Hardware Support -
MNewvis Sales Mesting Topics
Fesds: Staff Bulletin Board
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If you have Discussion Feed Administrator access in your Support Representative Profile record, the Discussion
Only checkbox will appear to include only discussion posts in the feed.

*| Discussion Posts

Discussion Only:

Shows Compainy:

Enzble Likes/Disliczs
Anonymous Likes:

1=

snonymows Dislikes:
Jiow Customer Share:
ow Rep Share!

Moy Customer Po
ow Rep Pol

1= 1= 1=

b U T T R VL VL VL L VL YL

1=

Sharing Templats:
Cornzact Information Update Reqg ¥
Rep Follow Motification:
Discussion Post Updated - Rep ¥

Customer Follow
Notification:
Disoussion Post Updated - Cust ¥

Rzp Mew Post
Notificzdion:

Diizoussion Post Adoed - Reo b
Customer New Post
Notification:

Dlisoussion Post &oced - Cust T
Description:

Flazze post issues regarding workstations,
printers, and phones,

Choosza
Remaowe

Use the Custom Field section to add a custom field to posts in a discussion-only news feed. You can make it
required, enter options for selection (separate with a comma), and set a default value. Posts can be sorted by the
custom field configured for a feed. Note that custom fields do not appear in replies.

Bacics Show Custom Mo
Field
Discussion Posts
Required Mo
Custom Field >
Access Label Devics
{Options iPad, iPhone, Android, Galaxy
s
Default Value iPhone W

The Access section appears if you have Discussion Feed Administrator access in your Support Representative Profile
record. Use the Shared checkbox to enable representatives and customers to view feed entries. (If this box is
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unchecked, only you will be able to view the feed entries.) You can restrict availability to selected support
representative groups and individual support representatives (in addition to yourself).
= [

Basics Shared

Discussion Posts Rastrict:

Custom Field

Add Rep Group

Hardwiare Repair {Support) *®

Add Rep

Add Customer Group

Customer Groups Post Rephy

Administrators D X
Add Cusfomer

Customers Post Rephy

If it is a discussion only news feed, you can also restrict access for customer groups and individual customers.

Crptions:
Discussion Posts
Access
Shared:
Restrict:
Customer Groups Post Reply
Executive Mgmt Team lj
Customer Post Reply
Stuart Copelznd D

Use the work item-specific sections in the Configure dialog to restrict display of work items; you can display only
work items for a specified incident field value, view, and history type.

a-

Companiy

Enabled

Filtars L Zelect Value

all

Iy Assigned
My Authored
My Groups
My Locations

View

History Types

Approval History

Audit History
Correspondenos History
Customer Audit History
Customer Work History

Rep Wark History

# Rep Chat History
Rule Groug Audit History
SLA History
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Configuring Tutorials

Go to Options and Tools | Customize | Tutorials to configure tutorials for providing information to support
representatives and customers. A tutorial consists of a series of steps, each with an 800x600 image and tags that a
user can click to display an additional screen of content.

On the Rep client:

Step Tag
] |

starting an Incident

Select a customer.

Incident New View Configuration

H & A H B <& B

Save Saveand Exit Save and|Legout  Frint Delets Font Size Counters  Add History Add Asset Categorize 5

File Display
Customer Q Miirritess EABBSO4287
'?".E--EI = I Priiority Medium
8675309 Etatus Open
Steve Johnson
LELSoft Category
L]
Issue History
Desaiption
Resolution

FIrst Frewiols £ 3 L) IMEXT Last
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On a mySupport portal:

Step Tag
|

Uging the Staff Portal

Logging In

&

E @ Staff o

Company News Event Calendar

Log in and enter your user
Log In L F! name and pass =SSP - hiat With Support

for more information.

Welcome to the Staff Support Center|

3 Stuart Copeland Created September 19 at 11:58 AM | Updated September 19 at 11:58 AM
System mainténance is performed every Saturday 900 - 11:00 a.m. The netwark will not be accessible at that time
% g arry White Created September 19 at 11:56 AM | Updated September 19 at 11:56 AM
2 3 4 | Next | Last

You can associate a tutorial with entry screen layouts, configuration screens, Rep Desktop dashboards, and
mySupport dashboards. The tutorial will appear the first time a support representative accesses the screen
associated with the layout or page. After that point, for screens with a large icon ribbon, a Tutorial |#'| icon will
appear on the View ribbon if one is associated with the layout or page.

On mySupport, you can associate a tutorial with a dashboard, a mySupport work item submit or display layout, and a
navigator link or a button that accesses a feature. For dashboards, the tutorial will appear the first time the
authenticated user accesses the dashboard; after that point the Tutorial # icon will appear in the upper right

corner. You can also directly link a tutorial to a button or navigator link; this will display the tutorial every time the
button or link is clicked.
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You can display images, videos, links, and formatted text in the screen that appears when a user clicks a tag.

Using the Staff Portal

Login and enter your user name and password. Click here for more information. x

The Login disleg is shown below. The Password field is case sensitive.

1
s rmame >

Passward

] Remember Mg

Login | of Begister

Select Remember Me to place a cookie on your system.

The Register option enables a customer to enter contact and legin information; a Customer Profile record will be created after
completion. A customer will not be able to register with the same email address and login name as another customer.

The Forgot Password link in the Login disleg enables you to enter an email address to which an email will b2 sent with a login
and a link for resetting their password. Note that you won't be able to change their password if the source of your Customer
Profile record is Active Directory, LDAP, or 3 relations] database that is being synchronized with 3 mapped password.

To configure a tutorial, go to Tutorials and click Create. Enter a name the tutorial; this name will appear as the
heading. Then click the Add Step icon and enter the name of a step. You can use the Edit Step E icon to change
step text.

Click to add a step

Bazics Associations

Mame Using the Staff Portal

Steps - ) Draga Tag
P o choose an Image to upload. drag and drop an Image or click Zelect Image = =
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An image is required for each step; click Select Image or drag one into the gray area. To add a clickable tag, drag one
from the list on the right onto the area in which you want to provide more information.

Basics As=ociations
MName Using the Staff Portal
Steps [

Draga Tag

@ iISUPPORT

Comparmy Mews Event Calendar Incidents

Log In -ining Schedule  Tutorial | Chat®

s Stuart Copeland Created September 19 at 11:58

bl )

System maintenance 15 performed every Saturday 9:00

The Edit Step Tag screen appears; in the Description field, enter the text to appear next to the tag. Use the Color and

Rotation fields to change the appearance of the tag if applicable, and then use the Content field to include the text,
images, links, or YouTube videos to appear when the tag link text is clicked by the user.

Edit Step Tag

Description | Log in and enter your user name and passwerd. Click here for mere information.

coor [ - O Rotstion | @B Y am

Content

B | I U | (inherited size) *| | A v Format o« =

I
il
|
E
I
m
I
g

The Login dialog is shown below. The Password fizld is case sensitive
Username !

Password

[7] Remember Me

m

Login or Register

by pas g o7

Select Remember Me to place a cockie on your system.

The Register option enables a customer to enter contact and legin information: a Customer Profile record will
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Add additional steps as necessary.

Bazics Associations

MName Using the Staff Portal

Steps

Using the Mavigator X
Submitting Incidents x

Viewing Incidents x

_ Drag a Tag

@ iSUPPORT

Campary Mews Event Calendar Incidents Kno

s Stuart Copeland Created September 19 at 11.58.

Systern maintenance is pedformed every Saturday 9:00
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Associating Tutorials With Dashboards, Layouts, and Configuration Screens

Use the Associations tab in the Tutorials screen to link a tutorial to entry screen layouts, configuration screens, Rep
Desktop dashboards, and mySupport dashboards.

Basics Associations

Asset Layouts

Company Layouts

Custormer Layouts

Change Layouts

Configuration Pages

ncident Layouts

Submit Incident (mySupport Submit) %

knowledge Layouts mysupport Dashboards

v ncidents

Problem Layouts Purchase Layouts

Rep Dashboards
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mySupport Portal Informational Options

mySupport portals enable customers to submit and view work items, create discussion posts, chat with support
representatives, search for knowledge entries, and view PDFs, reports, charts, headlines, FAQs, and more.

L)
B o ."“
=| G st -1
X | 4=
Home knowledge Base Self Help Guide Calenda Add +
L - S —
= - ew Training Schedule
44 Dizcussion F =
? FAQs
Acroamt = Welcome to the Staff Support Center
E Logowt
B Account Settings B |nciden: Feed
x Closed | w
& Customer is Steve Johnson | Company is iSupport Software |

Status is Closed | Opened on 8/16/2019 | Closed on 8/16/2019

You can utilize the following features for providing information to support representatives and customers; see the
online help for information on each option.

+ Use the Embedded Content component to display HTML content such as a web site or YouTube video.

+ Use event calendars to schedule meetings and other events for display in mySupport and Desktop components.
You can enable RSVPs and specify a maximum number of attendees, and support representatives can use event
calendars on the Desktop.

« The Help option includes default text for the mySupport portal with general information on mySupport options;
customize this information without purchase of a source code license via the Resource Editor.

* Use the Link to PDF feature to display a specified PDF in the PDF viewer associated with a customer’s browser.
+ Use the Rich Text Area component to enter formatted text, images, and links.

* You can create self help guides which contain decision tree style prompts to lead a user to a template, FAQ,
knowledge, or help topic. Customers simply select items until the result appears. These guides can be accessed

by clicking the link (labeled | Need Help by default) in the search bar; a navigator link to one self help guide or all
self help guides can be used.

+ Use tutorials to provide information to support representatives and customers. A tutorial consists of a series of
steps, each with an 800x600 image and tags that a user can click to display an additional screen of content. You

can associate a tutorial with a navigator link or a button, a dashboard, or mySupport work item submit or display
layout.

*  You can include headlines that are enabled for display to customers using a navigator link, which includes
headlines in a list that can be expanded and collapsed, and a component which can include a search and sort bar
as well as well as a customizable feed layout. Note that support representatives can publish headlines to Twitter
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if Twitter integration is enabled. FAQs that are enabled for display to customers can be included on a portal via a
navigator link or in a component.

FAQs that are enabled for display to customers can be included on a portal via a navigator link or in a
component.

From a navigator link, you can display a full-screen feed of knowledge entries with a search bar at the top. In the
Knowledge Base component, you can display knowledge entries in sections for Most Popular, Newest, and
Category. Knowledge entries can be designated with a status of Approved External - Requires Authentication or
Approved External; knowledge entries appear on a mySupport portal according to assigned status. A mySupport
portal designated as Public Knowledge Only will include only knowledge entries with an Approved External
status.

Customers can follow a knowledge entry, its author, and/or its category (if categories are enabled to display on a
mySupport portal). Following a knowledge entry will cause updates to reload the entry in the Global News Feed,
and following an author will cause any entries created by the author to appear in the Global News Feed.
Following a category will cause any entries created with the same category to appear in the Global News Feed.

Customers can create, view, reply to, and share discussion posts on shared discussion-only news feeds that are
created by support representatives via the News Feed component on the Desktop.

Integrating with Social Media

You can configure settings that work in conjunction with Twitter® notifications as well as the LinkedIn® and
Facebook® linked account functionality on the mySupport portal. Follow the steps on the Options and Tools |
Integrate | Social Media Integration screen and information in the online help.

Customers can link to and authenticate to the mySupport portal via a Facebook account; use the Facebook
Applications tab to configure an application for this functionality.

Customers can link to and authenticate to the mySupport portal via a LinkedIn account; use the LinkedIn
Applications tab to configure an application for this functionality.

Configure a Twitter application to do the following.

+ The Twitter L= and Twitter Monitor =] components display a Twitter feed for a specified Twitter username on
the Desktop.

+ The Twitter Monitor =] component searches Twitter and displays tweets that include a specified search term,
or for a specified Twitter account, for the last 90 days. You can use the Reply link to reply to tweets directly
from iSupport, or use the Create Incident link to create an incident and send a reply to the Twitter user (via a
Twitter direct message) with their incident number included. The tweet will be included in the Description field
in the incident, and if the Twitter username exists for a customer in Customer Profiles, the matching
Customer Profile record will be used. If the Twitter username does not exist for a customer, a new Customer
Profile record will be created in the format of <Twitter username>@twitter.com.

+ Support representatives can publish headlines and problems via Twitter. The Twitter L=i icon will appear in
the Headline and Problem screens if the support representative has the Publish to Twitter permission; when
clicked, the Publish to Twitter dialog will appear with the contents of the message and details (for headlines)
or the short description (for problems). If multiple Twitter applications have been created, the user can select
the account to which the headline or problem should be published.

Tuwitter Application:

Select an Application El

Il LELSoft Twitter Account
iSupport Software Account

Virus threats have increased recently,

[ Publish | [ Slose |
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+ Customers can use the Notifications section in Accounting Settings on the mySupport portal to enable a
notification to be sent via email, SMS, and/or Twitter direct message whenever a rule results in any
notification to the customer regarding work items (incidents, problems, changes, purchase requests).

Maotifications

Uze theze settings to configure update notifications. You'll be able to enable or disable these notifications after vou save a work item.
Change notification =settings for a work item via the Motification button in the work item toolbar.

The Default checkbox below populates work item settings; vou can clear it to disable notifications by default for a notification method.
Mote that one notification method must be enabled.

Email Settings

Default B Sj@example. local

Text Mezsage Settings

Default ™ 3500000000@vtext.com O Remove

Twitter Settings

Default W ExampleCo © Remove
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Using iSupport’s Correspondence Functionality

Support representatives can access the Correspondence screen via the Desktop and work item screens to send
correspondence and templates that can be configured to include defaults and field values when the email is sent.
You can utilize Others to Notify lists of people that are not directly involved to be sent event notifications and other
correspondence; see “Specifying Others to Notify” on page 25 for more information. Support representatives can
create a contact list of customers that will display by default when type ahead is used in the address fields in the
Correspondence screen; this list can be created Personal Contacts tab in Desktop Preferences, the Add to Contacts
option on the toolbar in the Customer Profile screen, and the Add to Personal Contacts customer view action.

The Global Settings screen includes a Copy Attachments to Correspondence Replies field which enables automatic
copying of any attachments associated with correspondence when the Reply or Reply all function is used.

Creating a Correspondence Document

To create and send an email in iSupport, select i Correspondence in an entry screen or Desktop view,

=l =l kL 7 A =l IeHigh Priorily
B & @& & Wb il 5@ (% | ‘
Send Preview Cancel Draft Template  CC Others To Nolify  Send To Template Recipients  Indude Unsubscrioe Text JlpeilCgets gh el m
Lo Priceity
File Save fis Oplions
From: B b o w
To haiEgwi.cam
Boeo:
Hide Opbions
Templates Crafts |nciude Fizlds Subject | Cortact Infarmation Update Reguest
Vo @ - B 75U E-& ¢ e
. EE====leEz®eE s gone -3 bom <A
B Per 1
Hellz,
= Please send me your updated contact information. Here's what we have in our system:
4~ Company Lse <First Mame#<Last MName>
For Your Informatio: <Company>
<Email=
Fur T
<Phone>
T F (gl
Thank you,
<Assigneer

* Inthe From field, you can select from the Reply-To address set up during configuration or the email address set
up in your Support Representative record. You can set the default for this field via the Default From Address field
on the Correspondence tab in the Preferences screen accessed via the Desktop menu. If using a correspondence
template, a different email address may be included.

+  Use the §i7 CC:Others to Notify option to include a list of people that are not directly involved to be sent event
notifications and other correspondence. See “Specifying Others to Notify” on page 25 for more information on
the Others to Notify feature.

+ The Show Options link displays predefined personal and shared correspondence templates on the left side of the
screen; select the template and click the Apply button to populate all fields with the data in the template.
Templates may be configured to contain only read-only (grayed out) fields, and some or all of the fields may be
populated. Note that when you apply a template a second time, it will overwrite the data in all fields, including
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attachments. You can select Save As | 7 Template to save the current text in the Correspondence screen fields
as a personal correspondence template.

The Body field may contain a signature block if set up in the Preferences screen (accessed via the Desktop).

Additional recipients may be included in the CC field when you preview a correspondence if the CC:Others to
Notify feature is enabled for a selected template.

Use the Include Fields button in the Options panel to display fields from the current record; these fields will be
replaced with corresponding data from the originating screen when the email is sent. (If data does not exist for a
value, nothing will be inserted when the email is sent. The field area will be blank.) You can drag applicable fields
to the message body.

Hide Options
Tempiates Drafts Subject | Contact Information Update Request
Include Fields Yo B 2 - B 7 ILRE-& i Do~
snassssfee=e
Current Date Cpen 3z - - Morma - A
- Hello,
LRL Please send me your updated contact information. Here's what we have in
URL to miySupport Incident our system:
e T e T <First Name><Last Name>
WD URL IO REad Lmilinge {C:l‘ﬂpﬂﬂ}'}
miysuppart URL to Read Omfine <Email=
t- Custom Fiald: <Phone>
Azzet Detailz
Thank you,
MNon-Count Enabled Asset Details Y P

You can append :label:string to the <URL to x> include fields so the link displays as linked text rather than the full
URL. The <Rep URL to Read Online> and <mySupport URL to Read Online> include fields will include a link for
viewing the email on the web (typically for customers who aren't able to see an email properly rendered with
linked images via their mail client).

If configured, text and links will be added to the bottom of the correspondence for customers to use to
unsubscribe from future email sent from the Desktop, Customer Profile, and Opportunity screens and the
customer's profile will contain their status: Unsubscribed, Do Not Include Unsubscribe Text, and Include
Unsubscribe Text. If you have the Change Unsubscribed Status permission, the prompt “Customer has
unsubscribed from correspondence. Click Continue to proceed.” will appear when a correspondence is initiated
for a customer with an Unsubscribed status, and the Include Unsubscribe Text option will be included in the
Correspondence screen for overriding the Do Not Include Unsubscribe Text status.
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Select (=] Preview to view the email using values from the record in which the correspondence originated.

=l =1 =
B Q@ & W0 i
Send Cancel Draft Template ~C Crhers To Motify  S5end To Ternplate Recipients  Inciuds Unsubscribe Text
File Save Az Owptians
From: EW@lbleoft.com W
Ta: ha@gwicom

Subject: | Contact Information Update Request

Hellz,

Fleasze send mea your updated contact information. Here's what we have in our systam:
Henryalder

Acme

hai@gwi.com

565-685-1212

Thank you,
Barry White

You can select Save As | ‘& Draft to save a draft of the current text in the Correspondence screen fields in the
Drafts section of the Options panel. Drafts are listed by subject line text.

Hide Cpticns
Templates Include Fields Subject: Please respond ASAP
5 Related T EanYBED-C-B7 UE-BRO-a-
- . TP EEE=EEEIE & - S
Please respond ASAP WWEEE=TEEFF =
[Mo Subject] Font Mame = Si. - Paragraph St.- A -

When finished completing fields in the Correspondence dialog, select L= Send. Note that the correspondence may
be subject to approval before sending if the Mass Mailing Approval feature is enabled.

After the email is sent and the originating record is saved, notations are included in the History field. You can use the
=) Correspondence option on a work item View menu to display correspondence associated with a record.

Specifying Others to Notify

If enabled in configuration, you can use the Others to Notify feature to set up a list of people that are not directly
involved to be sent event notifications and other correspondence. Those on Others to Notify lists can be designated
in configuration to be notification recipients for events such as initial save, a Work History entry is added, and route.
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In iSupport, an Others to Notify list can be set up for an individual customer, all customers in a company, a category
set, or an individual incident, problem, change, or configuration item. If configured, a customer can add to an Others

to Notify list when submitting a change via the mySupport portal.

Others to Notify

Add Remove @ ncidant AN
B Last Nama » First Nama Email Caompany

|:| Copaland Stuart sc@axample.com Support Represantative

D Flynn Connor cf@example.com Support Represantative

A record-specific list is only a subset; the comprehensive Others to Notify list for a record also includes any Others to
Notify lists for the selected customer profile, categorization, and company. You can display the comprehensive
Others to Notify list (those associated with the selected customer, customer’s company, and category) using the All
radio button. You cannot change entries in the comprehensive Others to Notify list via the Incident, Problem, and
Change screens.

Others to Notify
(O incident @ Al
B Last Nama « Fingt Narma Ermail Company
|:| Alder Hanry ha@example.com Technolbgy PCS
|:| Copaland Stuart sc@example.com Support Repesantative
|:| Flynn Connor cf@example.com Support Represantative
|:| Juamz Mary mj@example.com LBL Sermwices

Others to Notify lists are used with incidents, problems, and changes in the following ways:

When event (such as save, close, email-submitted incident creation, route, or Customer Work History save)
notifications are set up in the Configuration module, Others to Notify lists can be included in the To field or in the
CC field. The comprehensive Others to Notify list will be used for these system-generated notifications as well as
for any correspondence sent via the Desktop or an entry screen.

When you create a correspondence, you can choose to copy (CC) those in the Others to Notify list. The
correspondence will be sent to the comprehensive Others to Notify list. See the next section for more
information.

When you create a correspondence document from the Customer Profile screen or select a customer on the
Desktop, you can choose to copy (CC) those in the selected customer’s Others to Notify list. Note that the
correspondence will also be sent to the Others to Notify list of the company assigned to the customer.

When you send correspondence for selected incidents via the Desktop, you can choose to copy (CC) those in the
Others to Notify list. The correspondence will be sent to the comprehensive Others to Notify list.
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Configuring Correspondence Templates

Use the Correspondence tab on the Options and Tools | Templates screen to set up correspondence templates for
use in iSupport entry screens and on the Desktop. You can include all aspects of an email, including attachments.
When creating a correspondence document in iSupport, you can select a predefined template or create a new
document. After the email is sent and the record is saved, notations are included in the History field. You can view
sent correspondence via Correspondence views on the Desktop, and you can display and open correspondence via
the View menu in iSupport entry screens. When using a multiselect view to send a correspondence, if there is a value
specified in the To field on a template, a Preview dialog will appear with a Send to Template Recipients menu option.
Select this option to send the correspondence to the email addresses in the To field on the template.

If permissions for personal correspondence templates are enabled in the Support Representative Profile screen, use
the Personal Correspondence Template tab in Preferences to create a correspondence template that will appear only
to you in the list of correspondence templates available in iSupport.

Setting Basic Options

Set miscellaneous options on the Basics tab.

Basics ) Title: Contact Information Update Request

Message List Under support

Usage
Active n i
Prohibit Editing Cn ﬂ
Send Pricrity Loww m High
5et From Address to Sender On H

and Lock

5et To Address to Associated m O

Customer

CC Others To Notify Cn H
Include Attachments From Cn H

Work ltem

Design Template Logo Footer E| + s

Last medified by Bamy White on 8/21/2015%

Title - Enter a name for the correspondence template. If the Active checkbox is selected in this screen, this template
title will display for selection in the correspondence template selection dialog.
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List Under - Enter the name under which the template should appear in the list for selection in the Correspondence
screen as shown below; this list includes both personal and shared templates.

Hide Opticns
Templates Include Fields Subject: Contact Information
E.nter.ed via List Under o we @AY DO
field in Personal o My Templates o
Template screen i Interna EREAEE=EE]
= All Templates Font Mame = 5i. = Paragrag
Entered via List Under — I Sales Hello,
field in Correspondence Please send me your updated of
Opportunity - Quote Cowver L .
Template screen system:
= Support =First Mame> <Last Name>
Contact Information Update “Email=

Active - Select On to include the template in the correspondence template selection dialog in the Use With (Incident/
Customer Profile/Problem/Change/Purchase Request) screens.

Prohibit Editing - Select On to, when the template is selected, prevent all fields on the email from being edited.
Send Priority - Select the priority delivery level for the email created from the template.

Set From Address to Sender and Lock - Select On to populate the From field with the address of the support
representative sending correspondence via the template and prevent any changes to the From field.

Set To Address to Associated Customer - Select this checkbox to append the customer from the incident to the list
in the To field.

CC Others to Notify - This field appears if the Others to Notify option is enabled in the Feature Basics screen. It will
not appear if only Service Contracts or Discussion Posts are enabled in the Use With field. Select this checkbox to
include the CC: Others to Notify field when a correspondence is created from the template.

If originating from a customer profile or for customers selected on the Desktop, this will copy the correspondence to
those on the customer's Others to Notify list as well as the Others to Notify list of the company assigned to the
customer.

If originating from an incident, problem, purchase request, and/or change selected on the Desktop, this will copy the
correspondence to those on the Others to Notify lists for the incident, the selected customer profile, the customer’s
company, and selected categorization.

Include Attachments From Work Item - Select On to associate any attachments from the referenced work item
with the correspondence document when it is sent.

Design Template - If desired, select the design template with the elements (text and images) to appear around the

body of the correspondence template and support representative signature (if applicable). You can click the Create

New * and View/Edit # icons to access the Design Template screen; see “Configuring Design Templates” on page
23.
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Configuring Message Options

Use the Message tab to enter the To, From, CC, BCC, and content of the message to populate the email created from
the template.

From

Subject Contact Information Update Request

Attachments Attach a file

Message: Include Field
VeaAYBO-C-B 7/ ULR-8Hao-a-
EMOAEMEE=E=Z=E T%EEIE S FontMame - 5.+ Pamgeph st.= A -

Hella,

Fleaze sand me wour updated contact infomation. Here iswhatwe hawve in our system:
=First Mame> <Last Hame>

To - Select or enter the address to which correspondence using this template should be sent. Note: When using a
multiselect view from the Desktop to send a correspondence, if there is a value specified in the To field on a template,
a Preview dialog will appear with the Send to Template Recipients menu option.

From - Select or enter the address to be included in the Reply To field when an email is created from the template.
CC - Select or enter the address to be included in the CC field when an email is created from the template.

BCC - Select or enter the address to be included in the BCC field when an email is created from the template.
Subject - Enter the text to be included in the Subject field when an email is created from the template.
Attachments - Attach any files to be attached when an email is created from the template.

Use the Include Field link to add field values from the current record to the Body field. When the correspondence
template is selected, the selected field data will be inserted into the email. The following dialog will appear for
selecting values; the fields that appear will correspond with the modules selected in the Use With field. The field will
be included in brackets in the message body.

& Select Field to Include — |
Current Date
Rep URL to Read Cnline
mySupport URL to Read Onlina
Incident
URL to Desktop Incident
URL to Mobile Desktop Incident
URL to mySupport Incident
Assat Details
Custom Fields
Custom Fields List
Age Group
Server 05
Site Visit Required
Depariment Code

Date -
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Use the <Rep URL to Read Online> and <mySupport URL to Read Online> include tags to include a URL for viewing a
correspondence online (in case a message with linked images cannot be properly rendered with a mail client). You
can customize the display text for the generated link by adding the following after the field, before the end bracket:

:label:text to replace the link

Example: <Rep URL to Read Online:label:Click here to read online>

Setting Usage Options

Use the Usage tab to set unsubscribe, availability, and preview options.

Basics Owerride Do Not Include on O
Un=subscribe Text
Message
Use with Features Incidems Ehanges
m PrDb|EI‘nS Purchases
I:ustnmers Serui-:e Contracts

|:| Configuration tems= Opportunities
Discuszion Fosts

Edit Delete
=& with Categories Applications=Adobe=Reader T
Prewviews with Incident E|

Override Do Not Include Unsubscribe Text - This field appears if Unsubscribe Settings are configured which will
append unsubscribe links and text to outbound email correspondence, enabling customers to unsubscribe and
prevent email from being sent by support representatives via the Desktop, Customer Profile, and Opportunity
screens. After a customer has unsubscribed, the status in the Unsubscribe Status field in the Customer Profile screen
will change to Unsubscribed; other options for the Unsubscribe Status field include Do Not Include Unsubscribe Text
to enable correspondence to be sent without the configured links, and Include Unsubscribe Text to enable
correspondence to be sent with the unsubscribe links. Select On in this field to override the Do No Include
Unsubscribe Text option if it is enabled in the Unsubscribe Status field in a recipient's Customer Profile record, and
enable an email to be sent.

Use With Features - Select the screens in which the template should be available: Incidents, Problems, Changes,
Purchases, Customers, Service Contracts, Discussion Posts, and/or Configuration Items.

Use With Categories - Select Edit to associate the template with a categorization; the template will only appear in
the list of available correspondence templates when the categorization is selected for a record, or when a
correspondence is sent from a view on the Desktop.

Preview With - Use the Preview With field to view the template using values from a selected record. When using a
multiselect view to send a correspondence, if there is a value specified in the To field on a template, previewing
correspondence will include the value in an Also Send To field. Note: If data does not exist for a required field,
nothing will be inserted when the email is generated. The field area will be blank.
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Viewing and Creating View Subscriptions

The View Subscription feature enables you to send an email with an attached file of exported view data to configured
recipients on a schedule; support representatives can also configure view subscriptions via the Subscription 3 icon
in the View component on the Desktop. The email will be sent via the View Subscription agent, which runs on a five
minute interval. Use the Email | View Subscriptions feature to create, modify, and delete view subscriptions.

View Subscriptions ' _ x
Create Delete
MName & View Author Subject Format
Weekly Incidents by Assignee for CEO | All Incidents by Assignee, Status, and Priority | Barry White | Weekly Incidents by Assignee Report | Excel
Weekly Priority Open Incidents Report | This Week's Priority Open Incidents Barry White | This Week's Priority Open Incidents | PDF

Configuring Mass Mailing/Approvals

iSupport's Mass Mailing Approvals feature requires approvals on any correspondence sent from a customer view.
The Mass Mailing | 4| component includes correspondence that is awaiting approval or has been rejected by an
approver.

To configure this feature:

+ Enable required approvals and designate approvers via the Mass Mailings screen.

Default Dutbound Require Approwval on Mass Mailings n OfF
Settings
Apprnvers

Accounts

Audd Remave
Design Templates
Mass Mailing |:| Last Mame «  First Mame Email Phaone Primary Group
Approvals

|:| Flynn Connor cfi@texample.com 380-397-1058 Support {IT)
Unsubsoribe Settings

[ wiene Abby sk@example.com | 380-387-1000  Administrators

+ Use the Dashboard Settings screen to make the component available for the author and approver to add to a
dashboard.

*  When the author creates a correspondence from a customer view and clicks the Send button, the Mass Mailing
Manager dashboard component displays the correspondence for the approver to open via the Open E icon.

Mas=s Mailing Manager = Al x

Author Created Status Recipients

E Gena Pire 142019 10:33:31 AM Awaiting Review  Yiew
Henry Alder (Mot Sent) »
Chriztina Apple (Mot Sent) =

Approvers can use the Reject button in the Correspondence screen to prevent the correspondence from being sent,
or the Send button to send the correspondence.
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The correspondence will display to the author in the Mass Mailing Manager.

Maz=z Mailing Manager

Author Created Status Recipients

ﬁ Bamy White 8/21/201% 8:36:52 AM Rejected View
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Configuring Calendar and Meeting Integrations

You can configure integration with Google Calendar, Google Meet, Microsoft Outlook, Microsoft 365 Teams and
Planner, and Zoom to display an option in the Incident, Problem, Change, and Customer Profile screens for initiating
a meeting.

Note: iSupport utilizes or integrates with a number of third party applications and resources; changes in these
external applications and resources may have a negative impact on functionality in iSupport. Depending on the
nature and degree of the change, iSupport will, at its discretion, revise the current version of iSupport or make a
corrective change in a future release of iSupport.

Google Calendar/Meet

Set up Google Calendar integration in the Options and Tools | Integration | Google Integration screen to enable
users to access their Google Calendar for the Calendar option on the Desktop and mySupport portals, a New Meeting
option in iSupport entry screens for scheduling a Google Calendar meeting, and a € Google Meet option to appear
in work item screens for starting a meeting.

With Google Calendar, support representatives can view the schedules of meeting attendees, create a meeting to be
added to their calendar, and configure a notification to be sent to the meeting attendees.

When the Google Meet option is selected, the Generate Join URL dialog will appear for you to enter the topic, share
the Join URL, and email a link to the meeting. The Share Join URL option will display a dialog with the URL and an
option to start the meeting; the Email Link option will display the Correspondence dialog.

The timeframe (work hours) during which support representatives are available to be scheduled via iSupport can be
set via the Desktop or Support Representative Profile screen. On the Desktop, a support representative can view
their calendar via the Calendar component and work item-specific calendars can be viewed from action menu.
Administrators can view support representative calendars via the Support Representative Profile screen.

On the Google Calendar tab, follow the steps on the screen and copy the Google API Client ID and Secret into the
applicable fields. Enter the subject body of the email to be sent for the scheduled meeting; use the Include Field link
to add field values regarding the meeting.

Desktop | Configuration | Options and Tooks | Integrate [ Google Integraticn v
Google Calendar™ 3 Google Calendar Integration and ﬂ i
Google Meating

Googhe Maps™
B In onder for users to integrate with their Google calendar and Google Mestings, ssttings for 2 Google API Praject must be
configured,
Follow these steps:
1. Create a Google APL Project from hitps:/fconsale.developers.google.com. You'll need to sign i with & current Googls
acoount.
. On the APT & Sarvices menu, sslect Library, Search for and enable the Google Calendar APL
. On the AP & Services menu, select Owuth Consent Screen, Select Internal i your users anz in youwr G Suite domain or
External to usa any Google account. Enter an Apolication name, select a Support email and then dick the Save button,
4, On the APT & Sarvices menu, sslect Credentials. Click the Create Credentials link and select Ofuth Client ID, select Cther
in the Application type section, enter & name for the credential, and then ciick the Create button,
K. The Client ID and Client Secrat appear; leave this window opan so you can copy the settings into the fields on this screen.
6. Enzer the Cient Il and Client Secret in the fiskds below.

Googhe Search™

[

This will enable Google Calendar Email Address and Access fields in the Support Preferences dizkog for support reprasentatives to
use to 52t up individual Google Calerdar integration functionzlity.

G-:l-l:lg|Eﬂ.F"[C|'lent ID e= = £= = =2 e= =2 t= == £= =3 == ]
GIIIQIE API Client Sacret EEEREEEIFI XXX LTEETE
Google Meat Email Subject IMesting

Google Meat Email Body: Induds Fighd
Voma D-C-B I LE-BLGRa
@I..','.’.'.IEEEE.'H. EF ¥ I= = "OpenSans’ - 3 - Norma - A

Join the meeting here: <Join URL>
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Note: Support representatives will need to use the Google Calendar Email Address and Google Calendar Access fields
on the Details screen in the Preferences dialog to enable access to their calendar(s) and set the work day hours
during which they are available to be scheduled via iSupport. (The dates/times outside of work day hours are
designated as "Unavailable" in the calendars displayed via iSupport.) After clicking the Grant Access link, a Google
dialog will appear for the support representative to allow iSupport access to their calendar and a code will be
provided. The Grant Access to Your Google Calendar dialog will appear in the Preferences screen with an Auth Code
field for pasting the code. After clicking Continue, “Access Granted” will appear in the Google Calendar Access field.

Google Meet meetings can be included in work item screens; add the Google Meetings field to a work item screen
layout via the Layouts configuration screen.

Google Maps

Use the Google Maps tab in the Options and Tools | Integration | Google Integration screen to enable access to
Google Maps via the Customer Profile and Company Profile screens, as well as the Rep Map Desktop component.
Follow the steps on the screen and enter the Google Maps API key.

Desktop f Configuration / Options and Tooks [ Integrate | Google Integration

Fallows thess steps to configure access to Google Maps via the Customer Profile and Company
Profile scresns, 2= well 25 te Reo Map Desktop component:

Google Maps™ 1. Log into Google. If you do not have a Google acoount, crests one at
https:// zceounts.googhe.com) NewAcoount.

-v

Google Calendar™

Google S=arch 2. Go to hps: /! chowd.google.com/maps-platformy 7apis=maps and complete the wizard to

enztie the Google Maps Platform.
3. Copy your APT key from the |zst page of the wizard,
4, Pastz the APT key into the fizld below.

Google Maps APT key A aass e e

Maps will appear as shown in the example below.

Rep Map - o X

# i S5EEE _ TMap | Satelite

\Vancouver

|t . E dth Plgis
E Heugh %U_& £ 4th Flaiy
2 Hamey
(501 Central Park 2 Height:
Barry White z
A Esther Shorf -

E Ml Piain Bhvd

e . W 4th Prasn Blvd

Grand

O N

o

ey e
U asardme

hip data ER013 .G.u:u:u.gle -Tl'errng of Use Reports map srmor

Google Search

Use the Google Search tab in the Options and Tools | Integration | Google Integration screen to enable access to
Google Search throughout the application. Follow the steps on the screen to create a Google Custom Search Engine,
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copy the unique ID from the Google Custom Search Engine screen, and enter it in the Google Search Engine Unique
ID field.

Desktop [ Configuration / Options and Tooks [ Integrate [ Google Integration

o A Googhe Custom Search Engine is required in order oo enzable and integrate Google Ssarch in
Google Calendar iSuppart's Global Search,
Follow these steps:
Google Maps™

Google Search™ 3

1. Log into Google. If you do not have = Google acoount, create one at
hitps:/ facoounts. google. com/NewAooount,

2. Go to https:(/cse.google.com/csa/all and complets the required fiehds to set up your
z=arch engine, Click Craate,

3. Under Edit Search Engine, select Setup.

4, On the Basics b, wrn on Search the entire web,
L. Click Update at the botom of the page.
B

. On the Basics tab, click the Search Engine ID button next to Detaiks, Copy the ssarch
angine I0.

. Pasta the Search Engine ID into the fisld bebow.
. Under Edit Search Enging, select Look and feel.
On the Layout tab, select Results only. Click Save.

W s

Google search engine e e s S e e
unigue ID

The Google Search tab will appear in the Global Search component as shown in this example.

||::'int5'::|'iv5's ® | Q

Knowledge Entries (3} Incidents (32} Google Search Results

Search with Google

Google - Cloud Print -
' Google Cloud Print is a technology that allows you to print over the web from anywhere,

including your phone, to any printer.
www.google. com'intl/en/doudprint/learn/printers. htmil |

m

Google - Cloud Print

g And because theyre always connected to the web, they can keep their drivers and
firmware up to date without requiring your intervention. Google Cloud Print ...
www.google. comfintl'en/d oudprint/learn/howitworks. htmil

Microsoft 365 Integration

Use the Microsoft 365 tab in the Options and Tools | Integration | Microsoft Integration screen to enable the
Microsoft Teams Planner component on the iSupport Desktop for viewing and accessing scheduled and unscheduled
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Microsoft Teams tasks, and enabling @i Microsoft Teams Meeting and [%3 Planner Task option to appear in work
item screens for creating meetings and tasks with prefilled references to the iSupport work item number.

Deskinp | Configuration | Options and Tools | Integrate | MicrosoftE Integration

Microsoft® 365

Microsoft® Outlock®

>

Basics Email Template

Microsoft 365 Integration u L

Im order to integrake with Microsoft 265, settings for Azure Active Direcbory must be configured.
Fallow thess steps:
1. Create a new App Registration from
https://portal.azure.comy#blads/Microsoft_AAD_TAM/ActiveDirectoryMenuBlade/RegisteredApps.
2, Enter a name, select your praferred option for supported account type, and add Web Redirect URIs in the following
format:
https:/| < MyServerhddress= Rep/Desktop/ TabbedPages,Configurationy Administration/Microscft 3650Auth2Redirect.aspx
https:/| < MyServerddress= Rep/ Deskiop TabbedPages/Microsoft3650Auth2Redirack. aspx
3, Clidk the Register button.
4, After the registration complebes, navigats to Cerificte & Secret and create a new dient secret. Make sure to save the
client secret to a backup location before conkinuing.

Moke: The app for Microsoft 365 Teams should be different from the app for Microsoft Outlook, The master user account should
be an administrative level account that will not be used by support represantatives,

Application Mame R R R K K
Microsoft 265 GCC High On [l

Environment

Tenant ID RN R D D K N
Client ID KR R, R R R X N K
Client Secret R R D R e DN
Master User Mame NN DR RN R K
Master User Clear Masker Usar access

Follow the steps on the screen and complete the fields. Note that this requires administrator level access in
Microsoft. The app for Microsoft 365 Teams should be different from the app for Microsoft Outlook. The master user
account should be an administrative level account that will not be used by support representatives. Enable the
Microsoft GCC High Environment setting if your Microsoft account was created under the .US domain in a
Government Community Cloud High environment.

If you wish to allow support representatives to enable access to Teams and a group calendar in the Preferences
screen without Microsoft administrator level access, ensure that you select the Consent On Behalf of Your
Organization checkbox while requesting permissions in this screen. The Master User account is used for Team
channel posts via rules and Outlook calendar groups available for display on dashboards.
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Use the Email Template tab in the Microsoft 365 Integration screen to enter defaults for the subject and body of the
email to be sent with a link to the meeting.

Deckiop | Configuration f Options and Tools [ Integrabe | Microsoft® Integration

Microsoft® Outlook®
R — Subject Please join this mesting with iSupport Customer Sarvice

Body: Includs Field
e ok B D--B 75 U -3
S = =

Click on the following link:

o
L]
™
Ll
o
11

<Jain URL=

Note: Support representatives will need to use the Microsoft 365 Access field on the Details screen in the Preferences
dialog to enable access to their calendar(s).

To add list fields of Microsoft Teams meetings and Planner tasks in work item screens, add the Microsoft Teams
Meetings and Microsoft Planner Tasks fields to a work item screen layout via the Layouts configuration screen.

You can utilize the MS Teams Channel recipient with the Notify - Email action in work item rules.

Microsoft Outlook Calendar Integration

Use the Microsoft Outlook tab in the Options and Tools | Integrations | Microsoft Integration screen to enable:

A £1 New Meeting option to appear in iSupport entry screens after a record is saved for scheduling a Microsoft®
Office Outlook® calendar meeting.

A support representative to view their calendar via the Desktop Calendar component and work item-specific
calendars via the Action menu. Administrators can view support representative calendars via the Support
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Representative Profile screen. Support representatives can view the schedules of meeting attendees, create a
meeting to be added to their calendar, and configure a notification to be sent to the meeting attendees.

Desktop / Configuration | Options and Tooks [ Integrate [ Microsoft® Integration <

Microsoft® 365 Microsoft Outlook Calendar

Integration
Microsoft® OutlookE ¥

) authentication; Oawth support will be

Microsoft Exchange Server
Usa 551 Yes WU

Microsoft Exchange Domain
(Dptional)

Click the Validate Connection button to enter 2 user's Microsoft Cutlaok login and email eddress for testing the Microsoft Outlook
server cannection. This login will be used only for validating the connection.

Velidate Connection

Microsoft Active Directory® test. example.com
Server

Use 55L s n
Microsoft Active Directory Search dap:/rest.evample.com
Root

IF amomymmows Microsoft Active Directory connections are not aliowed your environment, wse thess optional fislds to enter a
usernzme and passward for authentication when queries are performed, IF znonymous connections are allowed, leave the
Username and Password fields blank

Microsoft Active Directory User exzmple\aample
Name

Microsoft Active Directory R ——
Password

Welidats Connection

Microsoft Outlook Calendar Integration - Select On to enable the Microsoft Outlook Calendar Integration feature.

Microsoft Exchange Server - Enter the web address of the installation location of the Microsoft Exchange Server. If
using SSL, the format must be: https://<server>

Use SSL - SSL is an encryption method that overlays the connection between the iSupport server and the Microsoft
Active Directory server. Select Yes if SSL encryption is enabled on the Microsoft Active Directory server.

Microsoft Exchange Domain (Optional) - Enter the domain for accessing the Microsoft Exchange server. An entry
in this field may be needed for a successful test connection.

A valid connection to the Microsoft Outlook server is required; click the Validate Connection button to enter a
Microsoft Outlook login and email address to test the connection. Note that this information will be used only for
validating the connection.

Microsoft Active Directory Server - Enter the installation location of the Microsoft Active Directory Server.

Use SSL - SSL is an encryption method that overlays the connection between the iSupport server and the Microsoft
Active Directory server. Select Yes if SSL encryption is enabled on the Microsoft Active Directory server.

Microsoft Active Directory Search Root - Enter the complete search root URL for querying user information in
Active Directory® entries. The search root can point to anywhere in the Active Directory® hierarchy, but the entry
must be preceded by: Idap://

Microsoft Active Directory User Name/Microsoft Active Directory Password - If anonymous Active Directory®
connections are not allowed in your environment, use these optional fields to enter a login for authentication when
queries are performed. The username should be in the following format: DOMAINNAME\usernamelf anonymous
connections are allowed, leave these fields blank.
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Note: Support representatives will need to use the Microsoft Exchange User Name and Microsoft Exchange
Password fields on the Details tab in the Preferences dialog and set the work day hours during which they are
available to be scheduled via iSupport. The timeframe (work hours) during which support representatives are
available to be scheduled via iSupport can be set via the Desktop or Support Representative Profile screen. (The
dates/times outside of work day hours are designated as "Unavailable" in the calendars displayed via iSupport.)

Zoom Integration

Use the Options and Tools | Integrations | Zoom Integration configuration screen to enable a ) Zoom Meeting
option to appear in the Incident, Change, Problem, and Customer screens for scheduling an on-demand Zoom
meeting. When the option is selected, a Generate Join URL dialog will appear for you to enter the topic and options
for sharing the Join URL, and emailing a link to the meeting. The Share Join URL option will display a dialog with the
URL and an option to start the meeting; the Email Link option will display the Correspondence dialog.

Follow the steps on the screen, enter an application name, and then enter the Client ID and Client Secret in the
applicable fields.

Deskiop |/ Configuration [ Options and Took [ Integrate [ Zoom Integration

Bazsics Email Template

Zoom Integration n o
Follow these steps wo register = Zoom app to enzble users to create Zoom mestings from the Rep Deskoop:

1. To register your apo, visit te Zoom Ago Markstplace and dick on the Develop option in the dropdown on the top-right
corner and salect Build App

-

. & page with various app types will be displayed, Select OAuth as the app type and click on Create,

W

. Enter an App Mame, choose User-managed app for App Type, toggle Would you like to publish this app on Zoom Apo
Marketplace? to no, and dick Creats,

o5

. & Dashboard screen appears with an Client ID and Chant Secret; copy these ssttings to corresgonding fiskds below,

. &dd Redirect URL for OAuth in the follewing format:
hetpest < MyServerfddress = /Rep/ Desktop/ TabbedPages/ ZoomOAuth 2R edirect asp,

. Add a Whitelist URL in the following format:
heps:/f = MyServerAddress = /Rep/Deskoop TabbedPages/ZoomDAuthIRedirect . aspx and click Continua

m

o

|

. Complete Basic Information as desired and click Continue,

. Click Continue on the Add Feature screen,

w

. Add the following soopes: View and manage your mestings, View and manage your recordings, View your user
nformation, View your profile information and click Continue.

10, Your app is now ready to be used with Bupport.

Maote: A Zoom acoount with 5SSO (such as Zoom Business or Zoom United Business) is required. The Zoom URL is case sensitive;
wihen configuring it in the Zoom App Marketplace, ensure that it has the same capitalization as the iSupport Application URL on
the Basics tab in the iSupport Global settings screen,

Application Mame Application Name Example
cIiE'.tID £S S =3 ES =SS
clia‘ts t EEEX EEEN

Note: A Zoom account with SSO (such as Zoom Business or Zoom United Business) is required. The Zoom URL is case
sensitive; when configuring it in the Zoom App Marketplace, ensure that it has the same capitalization as the
iSupport Application URL on the Basics tab in the iSupport Global settings screen.
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Use the Email Template tab in the Zoom Integration screen to enter the subject and body of the email to be sent with
a link to the meeting.

Deskbop f Configuration § Options and Tools [ Integrabe | Zoom Integration
Basics Email Template

Subject Fleasa join this Zoom meeting with iSupport Customer Sarvice
Body: Includs Fisld

Vean

il 3

PRSI

- -B 75U B~ g o
===

Click the following link:

3~ Moma | AT

<Join URL=

Zoom meetings can be included in work item screens; add the Zoom Meetings field to a work item screen layout via
the Layouts configuration screen.
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Configuring Twilio Integrations

iSupport integrates with Twilio for sending iSupport notifications and authentication codes to support
representatives and customers via SMS (Short Message Services) messaging. Rules with the Notify - SMS action will
send the contents of the SMS Text field in the specified notification; if that field is blank or if it is a default notification,
the text in the Subject field will be used.

If sending to a support representative, the message will be sent to the following in their Support Representative
record: if Twilio integration is configured, the number in the Mobile field; if Twilio is not configured, the address in the
Alt Email field; if that is unavailable, to the address in the Email field. If sending to a customer, the message will be
sent to the following in their Customer Profile record: if Twilio integration is configured, the number in the Mobile
field; if Twilio is not configured, the SMS email from mySupport (email to text); if that is unavailable, the address in
the Email field.

Rules can change the Twilio integration (phone number to which an iSupport SMS notification is sent) used for a work
item.

After signing up at Twilio.com, use the Options and Tools | Integrate | Twilio Integrations screen to set up a number
from which iSupport SMS notifications can be sent.

Desktop / Configuration / Options and Toels / Integrate / Twilio® Integrations

Use this sreen to integrate with Twilic for sending iSupport notifications via SMS [Short Message Services) messaging. Sign
up at Twilio.com. In this soreen enter a name for the integration, the number for an SM5-enabled phone from which
notifications can be sent, and the values from your Twilio.com account dashboard in Account SID and Auth Token fields.
Name Twilic1

Phone Humber JDOO0000000

Account 510

Auth Token

Default Yes No

Name - Enter a name for the Twilio integration.

Phone Number - Enter the number for an SMS-enabled mobile phone from which iSupport SMS notifications can be
sent.

Account SID - Enter the value for the Account SID from your Twilio.com account dashboard.
Auth Token - Enter the value for the Auth Token from your Twilio.com account dashboard.

Default - Select Yes to use this Twilio integration phone number for all work items that have not been assigned a
Twilio integration phone number via a rule.

Copyright ©2024 Groupware, Inc. All rights reserved. iSupport® and mySupport® are registered trademarks of Groupware, Inc. Other parties’
trademarks or service marks are the property of their respective owners and should be treated as such.
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